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What to 
expect

● Some ways you can remove 
barriers from local authority-
citizen communications

● Dealing with the unintended 
consequences of better 
communication

● Some examples of brilliantly 
communicative services
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From this session



Communication -
the giving and 
receiving of 
information
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Signs of bad communication

● Fails to understand the need

● Doesn’t get meaning across

● Doesn’t provide useful or valuable 
information
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Image by XKCD from XKCD

https://xkcd.com/1984
https://xkcd.com/


Signs of good communication

● Understanding the need

● Ensures comprehension

● Considers context

● Sets up for onward journey
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Removing barriers for better 
communication
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Build understanding in direct communication

● Listen attentively

● Summarise what you’ve been told

● Ask clarifying questions

● Confirm they’ve received all the 
information they need
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Image by Rémy Médard from The Noun Project

https://thenounproject.com/catalarem/
https://thenounproject.com/


Improve understanding in one-sided comms

● Research the need

● Use citizen-centric language

● Set expectations

● Avoid information overload
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Designing out barriers to great communication

● Digital competency

● Web accessibility

● Language and comprehension 
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Image by Christoph Meinersmann from Pixabay

https://pixabay.com/users/christophmeinersmann-1576342/?utm_source=link-attribution&utm_medium=referral&utm_campaign=image&utm_content=2117977
https://pixabay.com/users/christophmeinersmann-1576342/?utm_source=link-attribution&utm_medium=referral&utm_campaign=image&utm_content=2117977
https://pixabay.com//?utm_source=link-attribution&utm_medium=referral&utm_campaign=image&utm_content=2117977
https://pixabay.com//?utm_source=link-attribution&utm_medium=referral&utm_campaign=image&utm_content=2117977


Funneling 
citizens

The right information 
at the right time
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Introductory materials

Key messaging

Detailed guidance

Direct contact



Dealing with the unintended 
consequences of better 

communication
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Making unintended 
consequences just 
consequences
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Consequence 
scanning

A very useful activity
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Consequence scanning by doteveryone

https://doteveryone.org.uk/project/consequence-scanning/
https://doteveryone.org.uk/


Tips to run a consequence scanning workshop

● Include a cross-service group

● Let everyone think and speak

● List positive and negative

● Determine the likelihood of the 
scenarios and plan accordingly
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Great examples of communicative, 
citizen-centred services
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In summary… 

● Build understanding

● Speak citizen language

● Consider different perspectives
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Thank you for listening
Any questions?
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