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Definitions: 

In this document: 

Communication: Refers to communication with the purpose of sharing 

information with the public, the press and employees through the various 

communication methods as stipulated by this document. 

 

IDP: Integrated Development Plan as approved by the Drakenstein Municipal 

Council 

 

KPA: Key Performance Area 

 

LED: Local Economic Development 

 

SOP: Standard Operation Procedure as approved by relevant Executive 

Manager 

 

SDBIPS: Service Delivery Budget Implementation Process 
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1. INTRODUCTION 

The Drakenstein Municipality is committed to two-way communication, building 

relationships with its internal and external stakeholders and to form partnerships with 

the public and private sector. The purpose of this policy is to provide clear principles 

and guidelines for communication in the Municipality. The different roles and 

responsibilities within the Municipality's communication are made clear: what is 

being communicated and by whom. This policy will ensure that communication 

takes place in a coordinated and uniform way. The communication policy must 

ensure that the Municipality’s strategy includes Paarl, Wellington, Saron, Simondium, 

Gouda and Hermon in all communication efforts. The central message of all 

communication must reflect the vision of the Drakenstein Municipality, “A place of 

excellence”. 

The policy aims to positively build and protect the image of the Drakenstein 

Municipality. It aims to assist the Municipality in communicating the strategic 

direction and development of the Municipality and give insight to its future 

development and planning. 

2. LEGISLATION 

The following legislation is applicable and must be adhered to in all communication 

with the media: 

a) Constitution of the Republic of South Africa Act, 1996 (Act 108 of 1996). 

b) Local Government: Municipal Structures Act, 1998 (Act 117 of 1998). 

c) The Municipal Systems Act, No 32 of 2000 

d) Promotion of Access to Information Act, 2000 (Act 2 of 2000). 

e) Media Development and Diversity Agency Act, 2002 (Act 14 of 2002). 

f) Intergovernmental Relations Framework Act, 2005 (Act 13 of 2005).  

 

3. GUIDING PRINCIPLES OF THIS DOCUMENT 

This Communication Policy seeks to ensure that the Drakenstein Municipality 

acknowledges the importance of communication as a strategic management 

function and as an integral part of its daily functioning. It demonstrates that the 

Municipality is committed to a transparent and effective relationship with its internal 
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and external stakeholders and will do so by a process of consultation and information 

dissemination. 

 

Drakenstein Municipality acknowledges that it has a responsibility to inform its internal 

and external stakeholders of identified issues, progress made and results achieved in 

addressing its mandate. This policy will in essence strive towards the vision and mission 

of the Drakenstein Municipality.  

 

4. PRINCIPAL SPOKESPERSONS 

The Executive Mayor and the Municipal Manager are the principal spokespersons of 

the Drakenstein Municipality. Their communications must articulate the vision of the 

Municipality. The Executive Mayor and the Municipal Manager will be the only 

spokespersons unless they delegate a specific task to an official or councillor.   

The Speaker of the Municipality will be the only authority to communicate on matters 

regarding council code of conduct and rules of order. 

The Municipality Communications section will assist the principal communicators as 

tasks are delegated to them according to instructions received. The Municipal 

Manager deals with all administration queries while the Executive Mayor will deal 

with policy (enacted and not yet approved) and administrative queries.  

The Communication section will aid in any of these matters as delegated to them by 

the principal communicators. 

At all times, the communication of all role players must be underpinned by the 

following: 

 Drakenstein Municipality as a place of excellence 

 Drakenstein Municipality as a place of equality, inclusiveness and 

opportunity 

 Drakenstein Municipality as an open and transparent local government 

It is important that all spokespersons communicate with a singular and unified 

message, supporting one another at all times. To support this effort, all role players 

must be kept up to date, within reason, of external public communication.  
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Potentially controversial issues should, wherever possible, be shared with primary 

spokespersons as to create awareness of issues which may negatively impact on the 

image of the Municipality.  

a. Executive Mayor 

The Executive Mayor communicates all aspects of Council policies and 

programmes and is also the key spokesperson for all public participation unless 

it is delegated otherwise. 

b. Municipal Manager 

The Municipal Manager communicates on any area of the municipal 

administration, information around any legal processes the Municipality might 

be engaged in, any matters that relates to the running of municipality as a whole 

and is not specific to existing policy, programme or activity of a specific 

department, all media enquires unless delegated otherwise. 

 

All media enquiries must be treated as top priority and attended to within the 

stipulated deadline or within 24 hours, whichever the case may be. Both media 

enquiries and responses must be in writing, except for radio and television 

interviews. 

 

c. Speaker 

The Speaker will communicate on all Council related matters, on rules of order 

and code of conduct. 

 

d. Communication Officer 

He/she will be responsible for the coordination of media communication, media 

conferences, media statements and handling media queries unless indicated 

otherwise. The communication officer will act on the instruction of the Municipal 

Manager and the Executive Mayor.  Media enquires is subject to the approval 

of the Municipal Manager unless indicated otherwise. The Municipal 

communication unit/officer is not in any way to be become involved in media 

opportunities of a party political nature. These queries will be directed to the 

office of the Mayor and/or Speaker. 
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e.    Customer Care Service 

The Customer Care Services consist of appointed employees who interact directly 

with the public, with the purpose of enhancing the level of service delivery, done in 

accordance with an SOP. They communicate with the public by means of the 

website, telephone and email, which is directly linked to their service.  They 

communicate on matters of service delivery issues when they are contacted by the 

public. These issues are then dealt with as stipulated by the SOP. 

 

5. INTERNAL COMMUNICATION 

The main purpose of formal internal communication by means of the channels listed 

below, is to facilitate and manage the flow of information within the Municipality in 

order to generate an informed workforce.  Internal communication includes 

information on programmes, relevant information regarding human resources and 

information of interest to staff members.  

Planning for specific communications must be done on a weekly and/or monthly 

basis and relevant tasks assigned to the relevant communication staff to ensure the 

updated and timeous communication of news and information. 

Drakenstein Municipality IDP 

Key Focus Area 8: Communications (Internal and External) 

Communication channels internally: Communication channels used internally are e-

mail, telephone system, memorandums, municipal notice boards, and sectional and 

management meetings. 

 

a. Internal Newsletter 

The Internal Newsletter transmits messages in a synchronized manner with the 

intranet. This is to ensure that all staff members get relevant and updated 

messages and information. The monthly distribution of the Internal Newsletter 

promoting the corporate image, culture and information needs of employees. 
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b. Intranet 

The Intranet transmits messages in a synchronized manner with the Internal 

Newsletter and the Municipal website. This is to ensure that all staff members get 

relevant and updated messages and information. The Intranet promotes the 

corporate image, culture and information needs of employees. 

c. Notices printed on payslips 

Notices are printed on payslips as a form of communicating with the staff 

especially regarding confidential information. 

d. Notice boards 

Notices on municipal Notice boards are placed to inform the staff regarding staff 

related information and events. 

e. Communication messages via e-mail 

Communication messages are send via e-mail to inform staff regarding staff 

related information and events. 

f. Municipal Communication Forum 

The Municipal Communication Forum, represented by each directorate within 

the municipality, meets monthly. This ensures the coordination of communication 

activities and development of the municipality’s communication capacity. 

Through this forum all municipal activities are brought under the attention of the 

Media and Communication Unit. 

g. Customer Care Service 

The Customer Care section communicates and relays communication to 

relevant sections from the public to the relevant internal departments to be 

resolved as stipulated by its SOP. The section also relays communication back to 

the public as provided by relevant communicators where applicable. The unit is 

focused on enhancing the service delivery and service delivery experience of 

the customers. This services functions with dedicated communication lines by 

means of email, telephone and the website. Survey’s should be conducted at 
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specified intervals to determine the level of customer service and if the service 

provides to the needs of our customers.   

 

6. EXTERNAL COMMUNICATION 

The main purpose of external communication is to inform and engage stakeholders 

of the Municipality’s services and programmes. Planning for specific 

communications must be done on a weekly and/or monthly basis and relevant tasks 

assigned to the relevant communication staff to ensure the updated and timeous 

communication of news and information. Communication to the public must also 

adhere to KPA 3: Services and Customer Care, which states that the Drakenstein 

Municipality will continue to improve public relations thereby pledging that our 

customers are served with dignity and care. This provides for successful 2 way 

communication. 

Drakenstein Municipality  

Key Focus Area 8: Communications (Internal and External) 

Communication channels internally: Communication channels used internally are e-

mail, telephone system, memorandums, municipal notice boards, and sectional and 

management meetings. 

a. Municipal Website 

Drakenstein Municipality  

Key Focus Area 20: Branding and website 

Drakenstein municipality has a fully developed website, which also acts as a 

reference point for all other services and products within the jurisdiction of the 

municipality. The municipal website is updated on a daily basis as and when 

requested in order to comply with the statutory requirements. 

 

The municipal website is being updated with news, legislation and other 

information as required timeously, from all spheres of government on a daily 

basis. The website ensures that the local, national and international communities, 

businesses, visitors to Drakenstein area, stakeholders and all other spheres of 

government are informed regarding service delivery within the Municipality.  The 

website also provides dedicated space to contact the Municipal Ombudsman 



10 
 

or the Customer Care Services.  Any complaints logged on the website is 

received by the Customer Care section and dealt with according to their 

approved SOP. 

A contact person must be identified in each directorate to assess and monitor 

relevant websites sections on regular basis and send information updates as and 

when it is needed to the communication officer responsible for the website. 

b. External Newsletter 

The monthly distribution of the External Newsletter ensures that the communities 

and taxpayers of Drakenstein area are informed regarding service delivery within 

the Municipality. It should also be used to encourage constructive public 

participation in local government. It’s been distributed with the municipal 

accounts. 

c. Media 

The submitting of press releases on a regular basis is a way to use the media to 

promote the corporate image of the municipality and to bring the media closer 

to the Municipality. This is also a manner to provide in-depth background 

information to journalists regarding the good news items of the municipality’s 

service delivery.  

Media communication will happen reactively or proactively. Reactive 

communication will focus on enquiries received from the media and/or the 

public. Appropriate information will be sourced and a response drafted and then 

sent to the media for communication upon approval of the Municipal Manager. 

Proactive communication will focus on driving a positive message from the 

Municipality. The purpose of proactive communication is to release and 

manage a story to maximise coverage thereof.  Stories with a negative impact 

should also be relayed in this manner to maximise control of the story in this 

manner. Proactive communication must always be done in consultation of the 

Mayor’s office. Proactive communication also necessitate preplanning of a 

communication schedule. This schedule will depend on council, Mayco, 

portfolio and manager meetings. 
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d. Advertising 

Secure advertising space on a regular basis in the local community newspapers 

to publish service delivery news in English, Afrikaans and Xhosa. This is to ensure 

that Afrikaans, English and Xhosa community members are informed in their 

mother tongue regarding Municipal service delivery news. 

Advertising must focus on promoting the vision of the Municipality. The 

communication unit is not mandated to get involved with marketing, paid 

communication or paid campaigns except in a supportive role. 

Areas of free advertising must also be explored.  This includes advertising via 

branding and social media. 

e. Branding 

Drakenstein Municipality IDP 

Key Focus Area 20: Branding and website 

Branding is streamlined across all municipal departments. All media and 

communication aspects of all municipal events are coordinated by the Media 

and Communications Unit. 

 

Coordinate the media and communication aspects of all Municipal events and 

make sure of enough municipal branding at all the events. Branding must be 

utilised in such a manner as to create a feeling of unity and pride within all towns 

within the Municipality. A branding strategy document will be drafted to ensure 

the standardisation of all branding and unified image of the corporate identity. 

f. Radio 

Community Radio stations provide an excellent platform for the Municipality to 

communicate from and engage with the public. Communication via radio can 

take place by means of paid for advertising as well as free airtime. 

Paid for airtime should focus on various issues aimed at educating the public on 

local government programmes and opportunities. It can successfully be utilised 

as a public participation tool. At all times it must drive the positive message of 

the Municipality and present solutions to challenges. 
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Free radio broadcasting airtime should focus on promoting the activities of the 

Municipality, keeping the public informed about events, projects and service 

delivery. It can also successfully be used as an emergency communication 

platform in the event of disaster management. 

g. Social Media 

Create a social media platform as part of keeping the Municipality up to date 

with technological innovation. Social media platforms are increasingly used as 

tools in local government. Creating a social media platform to address service 

delivery will contribute to building the vision of the Drakenstein Municipality. 

Various social media platforms should be explored. It is an effective tool for direct 

and free communication. Careful management thereof must be implemented 

with a dedicated employee monitoring it throughout the day, every day. 

Following a trial period an SOP must be drafted for its management. 

h. Mobile Communication 

The development and acquisition of an application should be researched. The 

incredible growth of mobile communication necessitates the formulation of an 

application that can capitalise on this. Applications or apps are becoming 

standard practice for public and private businesses as a means of interactive 

communication with their stakeholders. An app can dramatically increase the 

amount of persons directly accessing information provided by the Municipality. 

It can accommodate two way communication by means of sending 

notifications and messages and allows the public to communicate and respond 

accordingly. The possibilities of what can be achieved with an application is very 

broad and a set of parameters should be drafted to make sure it complies with 

our needs as well as that of our stakeholders. 

i. IDP Roadshows and Ward Meetings 

The IDP Roadshows and Ward Meetings take place as scheduled throughout all 

31 wards. This provides an opportunity for the community and Municipality to 

directly interact with one another, to discuss challenges and solutions and have 

an active input in projects and budget appropriation for each financial year. 
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Communications takes place proactively and reactively directly to and from 

stakeholders in organised meetings where all stakeholders are invited to attend.  

Meetings are conducted by ways of information sessions followed by question 

and answer session where the community can raise concerns, provide feedback 

and give input on planned projects. The Municipality utilises this opportunity to 

address concerns raised by the public, provide information on plans and council 

decisions and directly converse with members of the public.  

 

Ward Committees also allow for elected community representatives to partake 

in a dialogue between council and the public, facilitating a communication 

channel and governed by rules and regulations determined by council as well 

as the Municipal Structures Act. 

 

j. Customer Care Service 

The Customer Care section communicates and relays communication to 

relevant sections from the public to the relevant internal departments to be 

resolved as stipulated by its SOP. The section also relays communication back to 

the public as provided by relevant communicators where applicable. The unit is 

focused on enhancing the service delivery and service delivery experience of 

the customers. This services functions with dedicated communication lines by 

means of email, telephone and the website. Survey’s should be conducted at 

specified intervals to determine the level of customer service and if the service 

provides to the needs of our customers.   

 

7. COMMUNICATION IN EMERGENCY SITUATION 

In the event of a crisis of disaster, the following process must be adhered to:  

 The manager whose area of responsibility is involved, informs the relevant 

Executive Manager, Mayor, Municipal Manager and the Communication Officer. 

 A Crisis Committee must be constituted, consisting of the Municipal Manager, 

Mayor, relevant Executive Manager, Communication Officer and relevant 

officials. 

 The Crisis Committee drafts a plan of action, manages the issue and 

communication, and releases the necessary statements in consultation with the 
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Principal Spokespersons. The Executive Mayor and Municipal Manager act as 

spokespersons.  No media statement from, or interview with any other officials is 

permitted without prior approval by the Municipal Manager and/or Executive 

Mayor. 

 Staff members are kept informed of the situation. 

 

8. CONCLUSION 

The Communication Policy is meant to guide the communication processes of 

Drakenstein Municipality horizontally and vertically and seek to establish good 

relationships between Drakenstein Municipality and its various stakeholders both 

internal and external. Throughout the communication process a united message 

must be communicated with the vision of excellence at its core. It is important that 

all communication from all stakeholders within the Municipality is done with the 

Batho Pele principles in mind. Communications must be done in a helpful and 

professional manner.  

 The implementation of this policy will assist all active role players at Drakenstein 

Municipality recognising his/ her role in the organisation in terms of his/ her 

communication abilities. 


