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 	1. INTRODUCTION	

The Communication Strategy adopted by the Swartland Municipality for the period 2024- to 2029 requires that all communication activities within the municipality are to be guided by relevant policy guidelines. It furthermore determines that a Communication Policy, which is to serve as the Municipality’s communication protocol must be developed and provide, inter alia, for the following1:

· Language, detailing how the Municipality is adhering to and implementing the National and Provincial Language policy;
· Crisis communication, as to how effectively communicate with the media and public during a crisis;
· Media liaison, to regulate municipal communications with the media and
· Public Participation, to detail the approach the Municipality takes to Public Participation to which the communication Strategy can be coupled.

The policy measures and procedures contained in this Communication Policy intend to supplement and enforce the objectives and strategies contained in the Communication Strategy, including annual revisions of same.

This document aims, in broad terms, to regulate the following areas in particular:

SECTION A:	Language

SECTION B:	Crisis Communication

SECTION C:	Media Protocol

As a communication protocol this Communication Policy guides institutional arrangements regarding communication. The policy primarily covers division of responsibilities and general guidelines for communicating with various target groups. It also provides guidelines with regard to who can act as a spokesperson for the Municipality.













1 Swartland Municipality Communication Strategy 2017-2022, approved by the Executive Mayoral Committee on 6 December 2017

 	2. SECTION A: LANGUAGE POLICY AND PROCEDURES	


2.1 DEFINITIONS

For this section, unless the context otherwise indicates:

· “Administration” refers to the administrative arm of Swartland Municipality;
· “Municipality” refers to Swartland Municipality;
· “Committees” refers to  the Executive Mayoral  Committee, Portfolio Committees and  any other committee or forum established by the Council;
· “Council” refers to the Municipal Council of Swartland Municipality;
· “Province” refers to the Western Cape Province;
· “Three official languages” refers to the three official languages of the Western Cape, namely Afrikaans, English and Xhosa, in terms of Section 5 of the constitution of the Western Cape.

2.2 PURPOSE

To give effect to:
· Sections 6 and 9 of the Constitution of the Republic of South Africa (Act 108 of 1996);
· Section 5 of the Constitution of the Western Cape (Act 1 of 1998);
· Sections 18(2) and 21(2)of the Municipal Systems Act (Act 32 of 2000);
· The Western Cape Provincial Languages Act (Act 13 of 1998);
· The National Language Policy Framework (2003);
· The Batho Pele principles as contained in Government Gazette No. 18340 of 1 October 1997;
· The Western Cape Language Policy (P/N 369 of 27 November 2001);
· The South African Government’s call for social cohesion;
· The development of the National, Provincial and Local economy.

2.3 AIMS

· To establish the language preferences of the Municipality’s ratepayers and residents and give effect thereto;
· To support impartial service delivery by promoting equal access to municipal services and programmes by removing communication or language barriers;
· To promote multilingualism amongst the Municipality’s staff and communities within the municipal area or jurisdiction;
· To promote and encourage the use of the three official languages, namely Afrikaans, English and Xhosa, in the affairs of the Municipality;
· To give optimum effect to the equal status of the three official languages;

· To foster respect and protect language rights, thereby avoiding the use of language for exploitation and domination based on gender, race, class, age, religion, culture or sexual orientation, or language that condones violence;
· To ensure social cohesion and improve relationships by promoting language diversity;
· To create awareness about the needs of the hearing impaired;
· Upon request, from persons with disabilities and where practical, Council will make provision to address their special needs;
· To encourage language use that is accessible to all.

2.4 LINGUISTIC PROFILE OF SWARTLAND MUNICIPALITY

According to the 2011 census conducted by Statistics SA, a total of 76.2% of the population speak Afrikaans as a first language. This is followed by IsiXhosa (8.2%) and English (4.3%). In Koringberg, Moorreesburg, Abbotsdale, Riverlands and Westbank 90% or more of the population speak Afrikaans. The language distribution is as follows:
	
Ward
	
Afrikaans
	
%
	
IsiXhosa
	
%
	
English
	
%
	
Sesotho
	
%
	
Setswana
	
%
	Sign Language
	
%
	
Other
	
%

	1
	6849
	64.9%
	19
	0.2%
	203
	1.9%
	13
	0.1%
	49
	0.5%
	3
	0.0%
	3419
	32.4%

	2
	8182
	89.3%
	436
	4.8%
	157
	1.7%
	61
	0.7%
	37
	0.4%
	32
	0.3%
	261
	2.8%

	3
	7761
	87.3%
	219
	2.5%
	250
	2.8%
	169
	1.9%
	48
	0.5%
	13
	0.1%
	429
	4.8%

	4
	8539
	71.2%
	811
	6.8%
	993
	8.3%
	58
	0.5%
	37
	0.3%
	17
	0.1%
	1540
	12.8%

	5
	6393
	80.8%
	352
	4.4%
	904
	11.4%
	22
	0.3%
	41
	0.5%
	7
	0.1%
	198
	2.5%

	6
	7112
	85.7%
	620
	7.5%
	341
	4.1%
	80
	1.0%
	36
	0.4%
	12
	0.1%
	101
	1.2%

	7
	9870
	75.8%
	1055
	8.1%
	518
	4.0%
	134
	1.0%
	34
	0.3%
	48
	0.4%
	1358
	10.4%

	8
	5619
	80.8%
	35
	0.5%
	365
	5.2%
	26
	0.4%
	14
	0.2%
	52
	0.7%
	871
	12.5%

	9
	1821
	21.3%
	5011
	58.7%
	182
	2.1%
	967
	11.3%
	49
	0.6%
	25
	0.3%
	475
	5.6%

	10
	7373
	84.8%
	41
	0.5%
	450
	5.2%
	19
	0.2%
	18
	0.2%
	18
	0.2%
	771
	8.9%

	11
	8933
	96.0%
	63
	0.7%
	152
	1.6%
	12
	0.1%
	58
	0.6%
	8
	0.1%
	76
	0.8%

	12
	8216
	78.7%
	615
	5.9%
	377
	3.6%
	56
	0.5%
	72
	0.7%
	26
	0.2%
	1076
	10.3%

	TOTAL
	86 668
	
	9 277
	
	4 892
	
	1 617
	
	493
	
	261
	
	10 575
	





However, the 2016 Community Survey, which does not provide a breakdown per ward, indicate that in 78,1% of Swartland households Afrikaans is the language most spoken. This is followed by IsiXhosa (12.3%) and English (5.1%). The proportion of households in which Afrikaans, IsiXhosa and English are the languages most spoken increased by 2.0%, 4.2% and 0.8% respectively between 2011 and 2016, as indicated below:

	Language
	2011
	2016

	Afrikaans
	76.18%
	78.13%

	IsiXhosa
	8.16%
	12.34%

	English
	4.30%
	5.14%

	Sesotho
	1.42%
	1.20%

	IsiZulu
	0.13%
	0.12%








2.5 PROVISIONS FOR THE USE OF THE OFFICIAL LANGUAGES BY THE COUNCIL

· Afrikaans, English and Xhosa may be used in any debates and other proceedings of the Council and its Committees. The Municipality must make provision for interpreting services for members from and into the three official languages during sittings of the Council and its Committees. Sign language interpreting must be provided if and when considered necessary;
· All by-laws and resolutions of the Council and its Committees must be available in Afrikaans    and English. If there is a difference in interpretation, the Afrikaans version will prevail. Policies to be introduced/adopted must be made available in English, provided that the executive mayoral committee may instruct that policies that have direct bearing on residents, e.g. those relating to credit control, tariffs, rates or sport, also be made available in Afrikaans or any other language.
· Reports (including attachments thereto) submitted to Council and/or its committees and forums must be kept in the original form submitted. However, recommendations to all reports must as far as possible be made available in at least two official languages;
· Notices of all meetings and indexes to agendas must be in Afrikaans and English;
· Minutes of all meetings of Council and its Committees shall be compiled in Afrikaans or English. Afrikaans minutes are to be translated into English within a reasonable period of time after meetings. English copies of the minutes of Council and Executive Mayoral Committee meetings must be placed on the municipal website as per the requirements of the Municipality’s Website Placement Policy2. Where a difference of interpretation arises, the Afrikaans version of minutes will prevail.

2.6 DISCIPLINARY HEARINGS

All disciplinary hearings shall be conducted in any official language preference of anyone subject to such hearings. For this purpose, interpreting services may be required and shall as such be made available by the Municipality.

2.7 OFFICIAL NOTICE AND ADVERTISEMENTS

All official notices, circulars, newsletters and advertisements issued/published by the Municipality for general public information must be issued (or made available on the municipal website) in at least two of the three official languages, provided that translation into the third official language must be affected by the Municipality upon request, within a reasonable timeframe.

2.8 INTERNAL COMMUNICATION

· Afrikaans and English may be used for the purpose of communication in the Administration, provided that if the addressee does not understand the language of use in which he/she is.

communicated with, he/she may request that such communication takes place in a language understood by him/her.
· All internal staff communiqué, e.g. newsletters, circulars and office instructions, must preferably be in both Afrikaans and English, taking into account the language preferences of staff members.
· The Administration must take every effort to ensure compliance with this language policy.

2.9 EXTERNAL COMMUNICATION

· A member of the public may use any of the three official languages or Sign Language in his/her communication with the Municipality.
· All external responding communication must be in the language in which the original communication was received.
· The Municipality must, in its communication with and rendering of services to the public, ensure that these are carried out in the most appropriate way with the assistance of interpreters and translators and/or technical means, taking into account the language preferences of its residents.

2.10 IDENTIFICATION SIGNS

· Identification signage and directions in municipal offices or facilities must be in the three official languages, to be phased in over a reasonable period.
· Where the law permits, the Municipality shall endeavour to use the three official languages equitably on local road and direction signs. For street names, due regard must be given to the various communities’ language usage and preferences.
19


2.11 IMPLEMENTATION STRATEGIES

2.11.1 Code of Conduct

· The Municipality must continuously ensure the Councillors and staff are sensitised to the value of multilingualism as a tool for building social cohesion, promoting economic development and consolidating democratic government through respect for cultural diversity.
· The Municipality shall endeavour to ensure that notices are placed in all its buildings/offices informing the public that it promotes multilingualism and that officials will make every effort to use the language(s) of the client(s);
· The Municipality must ensure that all officials and Councillors accommodate the language use and preference of other officials and Councillors with courtesy.

2.11.2 Development and Education

· Officials and Councillors must be encouraged to learn the three official languages and training programmes must be organised to assist in the development of their language skills.
· Directorates/Sections must play an active role in promoting multilingualism in an equitable manner and to identify the language skills required in order to render an effective and efficient service to its communities.
· When filling vacant posts, cognisance must be taken of the Municipality’s language policy when advertising, recruiting, selecting and appointing staff.

2.11.3 Translating and Interpreting Services

· The Municipality must make available translating and interpreting services if and when considered necessary.

2.11.4 Main/General Telephone Exchanges

· The main/general telephone reception at all administrative buildings must “welcome” its clients in Afrikaans, English and Xhosa. Applicable signage is to be phased in over a reasonable period of time.

2.11.5 Language Audit

· In terms of Section 6(3)(b) of the Constitution of the Republic of South Africa, Municipalities must consider the language use and preference of their residents. Therefore, the language use in the area of jurisdiction of the Municipality must be determined by means of a language audit, performed with every census audit.
· The Municipality shall endeavour to conduct regular language proficiency audits within its Directorates to determine the linguistic needs as well as the linguistic capabilities of officials in the organisation and tap other appropriate methods to improve the language skills in the Municipality.

2.12 DISPUTES

In all disputes arising from the interpretation of this policy and procedure document, the English version will be regarded as authentic.
	

                                    3. SECTION B: CRISIS COMMUNICATION PROCEDURE                                     

The procedure that follows below is designed to handle emergencies and those situations that threaten the integrity or reputation of Swartland Municipality and must be read in conjunction with the Municipality’s.

· Business Continuity and Disaster Recovery Plan3, which details procedures to be followed in the event of extended service outages caused by factors beyond the Municipality’s control (e.g. natural disasters, man-made events); as well as
· Core Municipal Disaster Risk Management Plan4, compiled in terms of the Disaster Management Act, Act 57 of 2002 to deal with disasters as defined in the act.

However, situations considered to be a ‘crisis’ for purposes of this procedure can include any kind of legal dispute, theft, accident, fire, flood, man-made disaster or unexpected event that could be attributed to or affect the Municipality. A crisis situation may occur when the media or general public believes that the Municipality did not react to a given situation in an appropriate manner.

The public will turn to the media and the government for information, instructions and reassurance. By providing critical information to the public in a timely manner, the Municipality can maintain public safety and public confidence in all response efforts.

In the event of a crisis the following procedure should be adhered to:

1. The Manager whose area of responsibility is involved should immediately or as soon as possible inform his/her divisional head, director and Municipal Manager.

2. The Municipal Manager, to be assisted by the Director: Corporate Services shall appoint a Communications Team, comprised of individuals who are key to the situation to act as principal contacts with the media (radio, television and print).

3. The Communications Team shall, inter alia,

· appoint an official spokesperson to represent the Municipality, make official statements and answer media questions.
· in addition to the primary spokesperson, appoint individuals who will serve as technical experts or advisors to supplement the knowledge of the spokesperson.
· identify the designated spokespersons of other parties, e.g. police, health officials, in an attempt to coordinate all statements and contacts with the media, and to centralize the spokesperson function.
· determine the appropriate positioning or message to address the crisis.
· select a place to be used as a media centre.
· prepare and coordinate all statements to be made on the Municipality’s behalf; and
· nominate competent staff members to answer phones and respond to public enquiries.
4. The Executive Mayor and applicable ward councillor is to be kept informed of the situation.
5. No media statement or interview by any official or councillor other than those spokespersons appointed by the Municipal Manager or Communications Team is allowed.





3 Adopted by the Executive Mayoral Committee on 15 May 2013 and subsequently revised
4 Adopted by the Executive Mayoral Committee on 4 September 2014

 	4. SECTION C: GENERAL COMMUNICATION	


Swartland Municipality is committed to transparency, integrity and service delivery and will endeavour as far as possible to comment or answer reasonable queries from responsible media operatives.

Although every employee is a representative of the Municipality at all times, and is therefore responsible for the image projected to the community, an element of hierarchy and authorization must be adhered in terms of communication. 

The Municipal Manager and Executive Mayor are key messengers in communicating on behalf of the Municipality and will liaise with each other regarding key messages (or delegated representatives/messengers).

Unless otherwise indicated in this Communication Policy or unless appointed or nominated by the Municipal Manager to communicate on the Municipality’s behalf on specific municipal issues, the following spokespersons may liaise with the media and give comment on the topics as designated below:

	
Mayor
	All aspects of Council policy and programmes

	
	Matters of policy yet to be adopted/enacted

	
	Key person for all public participation unless delegates otherwise

	Speaker
	All matters concerning council rules, councillor conduct and discipline,  and council discipline.

	Executive Mayoral Committee members
	All aspects of Council policy and programmes in their portfolio

	
	May be delegated spokesperson on an issue by the mayor

	Ward Councillors

Proportional Councillors
	Comment on all activity in their ward except for matters that are policy still to be adopted/enacted.
Comment on ward-specific activities (except for matters that are policy still to be adopted/enacted) only when officially delegated as such by the mayor and in
consultation with the relevant ward councillor.

	
Municipal Manager
	Any area of the municipal administration

	
	Matters of policy yet to be adopted/enacted

	
	Information around any legal processes the municipality might be engaged in

	
	Any matter that relates to the running of municipality as a whole

	Directors
	Any area of business in their cluster

	
	May be delegated spokespersons on an issue by the Municipal Manager

	
Heads
	On all aspects of their service areas, in consultation with Director.

	
	Queries from journalists will be referred to Heads for comment/clarification/information. Heads will not communicate with the media without the permission of the Municipal Manger, their director or the communications officer.  
Comment will then go out in the name of the Municipal Manager.

	Municipal Spokespersons (other than the Municipal Manager and Executive Mayor)
	Subject to appointment by the Municipal Manager, responsible for the coordination of media communication, media conferences, media statements and handling of media queries and liaising with communities and media, with approval of the Municipal Manager.



4.1 GENERAL COMMUNICATIONS 

Communication is critically important within a local government. A lack of communication can lead to frustrated and uninformed communities. Swartland Municipality has a responsibility to communicate with its citizens to build trust, improve policy making and strengthen the democratic process. 

It is the purpose of this policy to ensure that various methods of communication are utilised to ensure that all residents have access to critical information which directly impacts them.  Communication cannot focus on only one platform but must utilise various platforms to ensure the maximum reach into the community. That said, making information available and accessible as possible, it is also the responsibility of every resident to actively engage with the information shared with them. 

Communication also needs to be focused internally. All employees are public representatives and should therefore be well informed on what is happening inside of the organisation. Employees working with the public should also be kept informed of information especially relevant to the public so that they can perform their work and interact with the public with confidence and knowledge. 

Communications should be specifically tailored towards the audience it is trying to reach. The platforms used for communication will determine the tone and type of message being communicated. 

The audience can be categorised as follows: 
· Primary Audience: The people, community, organisation who the message is intended for
· Secondary Audience: Other people/audiences who could reasonably be expected to come into contact with your message


When planning or considering any communication the following steps should guide the process: 

1. Who the audience is.
2. What the platforms are the audience have in access to. 
3. Is the communication only geared towards the primary audience?
4. What platforms are appropriate and efficient in reaching the targeted audience. 


Municipal audiences in the broadest sense are made up of residents, civil society, media and employees.  The primary audience as determined by the message of the municipality will help to determine which communication platforms are used. 

	Employee Communications
	Internal Newsletter
Intranet
Email
Noticeboards
WhatsApps/SMS’s
Communication Committee

	Residents, Civil Society, Media
	Newsletter
Website
Videos
Social Media
WhatsApp/Telegram/SMS
Emails
Noticeboards
Flyers
Radio
Media Releases


	
	



4.2 COMMUNICATIONS WITH MEDIA/PRESS

No official outside of the appointed and nominated officials, as stated in the communication policy may communicate with the media without the express permission of the Municipal Manager/Executive Mayor or any persons deputised by them. 

Media queries must all be referred to the Communications Officer who will respond timeously to all requests in consultation with the appropriate senior management and the approval of the Municipal Manager/Executive Mayor or persons authorised by them.  The Communication Officer will respond to all media requests in line with the guidelines provided by the Press Ombudsman. 

Due to fast moving pace of news cycles in the digital era, it is critical for departments to respond to requests for information as quickly as possible. If requests are unnecessarily delayed, it may result in media reports being published without our official response on record. 

The communication officer, in requests for information and comments, must clearly state what the turnaround times for responses must be. The communication officer will also be responsible in liaising with journalists to determine cut-off times as well as negotiating with journalists for extensions if and when needed. This shall be determined on a case-by-case basis and will depend on when media enquiries are received, as well as the complexity of queries.

The general guidelines are as follows: 

· Print media queries: Media queries received before 12:00 (Midday) will be dealt with for same day response, unless the date of use is clearly stated by the publication in question.  Media queries received after 12:00 (Midday) will be responded to at the latest by the next day, before 12:00 (Midday). Emergency/ Urgent/ Disaster communication is the exception, and enquiries shall be dealt with as swiftly as possible. 
· Digital media requests: Digital media requests should be dealt with as quickly as possible within reason.  The nature of the digital media requests, including video, radio and online media, is immediate and the turnaround is much faster than with print media. These requests must be dealt with as a priority, unless differently stated by the journalists making the request. 


4.3 SERVICE DELIVERY COMMUNICATIONS
It is important that guidelines are set up with regards to certain service delivery communications. This is in the interest of establishing trust with residents as well as building a responsible brand of good and effective service delivery. The cooperation of all the Directorates involved are essential to establish reliable service delivery communication. Events that must be covered in these guidelines are:

· Unexpected Power Outages 
· Planned Power Outages 
· Refuse Removal Services 
· Water Outages/Shortages
· Delay in municipal accounts
· Emergencies or unplanned/ unforeseen service delivery interruptions
· Severe traffic disruptions and /or delays
· Any decisions impacting on service delivery, even if it only affects certain regions
These are subjected to where the Municipality is the primary service provider.
These instances require a rapid response to minimise the inconvenience to residents, stakeholders and to establish a trusting relationship with residents by acting proactively. Communication for these events should be done via live and real time channels and should include social media pages, telecommunication channels like WhatsApp/telegram/SMS and radio. 

Guidelines for this are available in ANNEXURE A

…………..5.  SECTION D: USE OF ARTIFICIAL INTELLIGENCE (AI) IN COMMUNICATION……………..

5.1 PURPOSE

To regulate the responsible, ethical and lawful use of Artificial Intelligence (AI) tools in municipal communication and to ensure compliance with applicable legislation, including the Protection of Personal Information Act (Act 4 of 2013) (POPIA).

5.2 APPLICATION
This section applies to all councillors, officials, contractors and any person acting on behalf of Swartland Municipality making use of AI tools in the execution of their duties.

5.3 GENERAL PRINCIPLES
The use of AI must:
· Support, and not replace, human judgement and accountability;
· Be aligned with the Municipality’s values of transparency, integrity and accuracy;
· Be subject to the same approval processes as all official communication;
· Not compromise the Municipality’s credibility, legal compliance or public trust.

5.4 ACCEPTABLE USE

AI tools may be used to:

· Assist with drafting communication material (e.g. notices, media releases, speeches, social media content);
· Improve language, clarity and translation;
· Generate ideas for campaigns and communication strategies;
· Summarise non-confidential information;
· Assist with design concepts and non-official illustrative material.

5.5 PROHIBITED USE
No official may:
· Input, upload or share personal, confidential or sensitive municipal information in any AI tool;
· Use AI to generate official communication without proper review and approval;
· Produce misleading, false or unverified content using AI;
· Use AI in a manner that may harm the reputation or integrity of the Municipality;
· Present AI-generated content as factual without verification.

5.6 PROTECTION OF PERSONAL INFORMATION (POPIA)

In compliance with POPIA, no personal information may be entered into AI platforms, including but not limited to:
· Names, identity numbers and contact details;
· Municipal account information;
· Service delivery complaints linked to individuals;
· Employee or internal administrative records.
Officials must assume that information entered into AI systems may be stored, processed or shared externally. Any misuse of AI resulting in a breach of POPIA may lead to disciplinary action.

5.7 TRANSPARENCY

AI must not be used in a manner that misleads the public. Where AI is used to generate content that is published or distributed, such use must be responsible and must not create false impressions of municipal activities, decisions or service delivery.

5.8 AI-GENERATED IMAGES AND VISUAL CONTENT
AI-generated images, videos or visual material used in public communication must be clearly labelled as “AI-generated”.
Such content may not:
· Misrepresent actual events, projects or service delivery;
· Depict non-existent municipal activities as real;
· Mislead residents or stakeholders in any way.
Real images must be used in preference to AI-generated visuals where available.

5.9 ACCOUNTABILITY

The use of AI does not transfer responsibility.
All communication remains the responsibility of the:
· Communications Officer; and/or
· Relevant approving authority

in accordance with this policy.

5.10 REVIEW

This section must be reviewed regularly to ensure alignment with technological developments, legislative requirements and best practice.

5.11 APPROVED AND PREFERRED AI TOOLS

To ensure compliance with security, legal and communication standards, the Municipality encourages the use of approved and reputable AI tools.

Officials should:
· Use AI tools approved or endorsed by the Municipality, where available;
· Prefer platforms that comply with recognised data protection and security standards;
· Exercise caution when using tools that store, process or reuse input data.
The use of unapproved or unknown AI platforms is discouraged. Officials must not:
· Use AI tools that require the upload of sensitive or internal information;
· Use platforms with unclear privacy or data handling practices;
· Install or use AI applications without approval from the IT section, where applicable.
Where uncertainty exists, officials must consult the Communications Officer and/or IT section prior to use.

5.12 PROHIBITION OF DEEPFAKE AND MANIPULATED AI CONTENT
The creation, use or distribution of deepfake or misleading AI-generated content is strictly prohibited.
No councillor, official, contractor or person acting on behalf of the Municipality may use AI tools to:

· Create or distribute manipulated or synthetic images depicting:
· Municipal officials, councillors or office bearers (including the Executive Mayor, Municipal Manager or Directors);
· Municipal activities, projects or service delivery that did not occur;
· Municipal branding, including logos, uniforms, vehicles or infrastructure, in a misleading manner;
· Generate or distribute AI-created videos that simulate or imitate real individuals in a false or misleading context;
· Use AI voice generation or cloning tools to imitate or replicate the voice of any municipal official, councillor or identifiable individual;
· Produce or share any AI-generated content that falsely represents a real person, statement, decision or event as authentic.

5.12.1 Misrepresentation And Risk
The use of AI to fabricate or manipulate representations of individuals or municipal activities:
· Undermines public trust;
· May constitute misconduct, fraud or misrepresentation;
· May expose the Municipality and individuals to legal and reputational risk.

5.12.3 General Provision
AI tools may not be used to imitate, fabricate or misrepresent any person, office bearer, or official activity of the Municipality.

5.13 GENERAL PROVISION
Officials must exercise caution at all times. Information that may not be shared publicly must not be entered into any AI system.

Guidelines for staff and general AI use can be found in Annexure D

 
                                        6. CORPORATE IDENTTY GUIDE AND GUIDELINES                      

Upon the acceptance of the Corporate Identity guidelines, all branding of the municipality will be subjected to the guidelines as prescribed in the guide. NO items may be branded with the Swartland Municipality logo without consulting and adhering to the guidelines within this manual. 

The Swartland Municipality Logo and corporate identity may not be used without the express permission of the Swartland Municipality Communications Officer, who will in turn consult the Director of Corporate Services and/or the Executive Officer if and when necessary.  The logo and corporate identity may not be used in any informal way. The corporate brand identity is for the exclusive official usage of the Swartland Municipality and Council. This is to protect the brand identity and to ensure a uniform and professional image across all departments of the municipality. 

No logo or corporate identification concerning Swartland Municipality may be shared with any third party, without express written permission of the Communication Officer, who will consult with Director of Corporate Services and/or the Executive Officer. This is to prevent the unauthorised use of our logo on materials that may be used for fraud or misleading the general public. Our logo must be protected and unauthorised will raise issues with our credibility. 

The Communications Officer shall be responsible for keeping a record and keeping up to date all electronic master copies of templates needed. This will include, but is not limited to, letterheads, Power Point slides, electronic signatures, banners etc.

Annexure C of this policy gives a complete internal usage guide as it pertains to internal communication and the application of CI guidelines to ensure uniformity internally and externally.  


	7. APPLICATION	


The Director: Corporate Services or his/her delegate shall be responsible for the annual revision of the Communication Policy and may, in conjunction with the Strategic Manager and Senior Management ensure that – where applicable – the necessary performance indicators be set in respect of the implementation and monitoring of responsibilities in terms of the policy.
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ANNEXURE A: GUIDELINES FOR SERVICE DELIVERY COMMUNICATIONS

It is considered best practice for B-municipalities to communicate service delivery issues directly with their residents. The population size and affordability of digital and online communications have pushed public expectations to expect more direct communications with residents as it pertains to service delivery interruptions that might disrupt home life or business operations. Regular and reliable communications aid in good relations between the organisation and the clients they serve. As the Municipality’s primary function is service delivery, it is also considered best practice from a business perspective to keep clients informed about activities that may or will impact their daily lives or their expectations with regards the expected service delivery.  

That is why guidelines are necessary to ensure that all role players within the organisation know and comprehend what is expected of them when any of the below mentioned situations occur. Some of these events require immediate action, while others require timely action, but decisions should not be delayed on what must be done:
· Unexpected Power Outages 
· Planned Power Outages 
· Refuse Removal Services 
· Water Outages/Shortages/pipe bursts
· Delay in municipal accounts
· Emergencies or unplanned/ unforeseen service delivery interruptions
· Severe traffic disruptions and /or delays/defunct traffic lights
· Any decisions impacting on service delivery, even if it only affects certain regions
Communication lines to the communications officer must be established. 

The communication officer will take the necessary steps to inform the following groups and stakeholders when a service delivery issue arises:

· Residents via social media
· The relevant ward councillor – with a request to distribute the information to all available communication groups the councillor has access to.
· The Ward Committee
· Internal officials including the Municipal Manager and other relevant officials who need to be informed. 

Guidelines for when Day and Night Shift should inform Communications of service delivery challenges.
	Unexpected Power Outage
	When an unplanned outage occurs affecting more than 10 households for longer than 30 minutes, a communication must be sent out ASAP.

	Planned Power Outage
	Planned outages are usually scheduled in advance. The affected community must be notified at least one week prior to outage. Comms Department and Customer Care/Switchboard sections must be informed as well.

	Refuse Removal Services
	If an unexpected delay occurs of more than 2 hours for whatever reason, residents in the affected area should be informed. Where possible the reason should be provided, and alternative arrangements should be communicated if applicable. 

	Water Outages/ Shortages/Pipe bursts
	When an unplanned outage occurs affecting more than 10 households for longer than 1 hour, a communication must be sent out ASAP.

	Delay in Municipal Accounts
	If there is an unforeseen delay in the delivery of municipal accounts, the account holders should be informed in a timeous manner. Alternative arrangements should be discussed internally, and clear decisions must be communicated to residents. 

	Severe Traffic Disruptions/Delays/ Traffic Light outages
	In the event of broken traffic lights, communications should be alerted to post on social media platforms. This is to show that the Municipality is aware of the problem and is paying attention to it. It creates an image of a well-informed municipality.

	Emergencies
	Emergency Communication is provided for in the policy. It is however advisable to regard every situation on a case-by-case basis to determine if additional communications with residents are needed in the form of social media and/or SMS & WhatsApps. 

	Any decisions impacting on service delivery, even if it only affects certain regions.

	When a decision is taken that might halt, alter or in any way change a service rendered by the municipality, even if it affects only a specific towns or regions



 A WhatsApp for Business and/or Telegram platform should be created where the municipality can do mass communication in real time with residents. 

The implementation of an App or Mobile Application should also be considered. This requires sufficient market research to ensure an affordable option is considered. Any mobile applications should be compatible and easily integrated with the Municipality’s existing systems.  Applications should have real-time two-way communication functionality that will allow the municipality to communicate directly to users. The guidelines for service delivery issues will apply for the type of communication an App will be used for. 

Once a communication method has been determined, residents must be encouraged to register their correct numbers with the Municipality. The POPI Act must also be considered when using the information of residents in communications. 

ANNEXURE B COMMUNICATION COMMITTEE/ COMMUNICATION INVOCOM

The success of communication relies on the cooperation of the various departments within the organisation.  Communications can only distribute information they have access to and the size of the Municipality makes it very difficult to be updated with all developments all the time.  To facilitate planning and ensure sufficient attention is given to all projects, the establishment of a dedicated committee is suggested. 

Composition
The committee should be chaired by the Communications Officer. All the directorates should nominate an official or officials from their Directorate to represent them on the committee. The representatives can be senior managers, officials or any administrative officials deemed fit to serve as liaison on the committee. The office of the Mayor and Mayoral Committee must also be represented. In the consideration of appointment of representatives to the committee, Directorates should consider those departments involved in direct service delivery and capital projects. Strategic Services should also be represented. 

Purpose and Function
The purpose of this committee is to provide feedback and assist with any arrangements for events that may be organised by the Municipality. 

At the start of each financial year, the major capital projects listed on the budget for promotion and communication, must be identified by the committee. Communication and promotion plans must be drafted and approved for all these projects, so that the Municipality has a dedicated plan to create awareness and share positive developments in terms of service delivery. The representatives of the various departments/directorates will also serve as connection points for any events that will be organised with regards to any of the identified projects. 

Any additional events, ministerial visits, etc. that must be organised and requires a communication input can also be presented and planned for during the communication meetings. Updates on the identified projects must also be presented and communication plans updated as projects progress. 

Representatives may bring any communication support requests to the committee as well and take requests for information back to their various departments and directorates. 

The purpose and function of the committee will be to assist in the overall annual planning of campaigns and events, additional to the day-to-day requests and functions made to Communications. Better planning will allow for more efficient time management and application of resources. 

The committee should meet once a month. 































ANNEXURE C – GUIDELINES FOR USING CI GUIDE AS WELL AS NORMS AND STANDARDS TO BE USED BY ALL STAFF IN INTERNAL AND EXTRNAL COMMUNICATION

Our corporate identity (CI) is a powerful tool which distinguishes our brand in the market and communicates our positioning. In order to present a unified corporate identity, it is vital that the visual identity and its design principles be communicated consistently, so that our positioning is clear. Our CI guide explains the correct application of our corporate identity for electronic and printed corporate material design representing our brand. These guidelines should be respected and strictly adhered to at all times. 

It is important that the Swartland Municipality logo be applied consistently across all printed and electronic materials representing our brand. 

Corporate Typeface for use by municipal officials:

The CI guide give guidelines for typefaces (fonts) to be used for design purposes. Internally, the typefaces for use on letters and documents should also be the same. It is as important as the logo itself in building a consistent voice that, over time, will be easily recognised as belonging to Swartland Municipality.  The recommended options are:

Century Gothic		Aa Bb Cc Dd 1 2 3 4 – Regular
					Aa Bb Cc Dd 1 2 3 4 – Bold

Segoe UI			Aa Bb Cc Dd 1 2 3 4 – Regular
					Aa Bb Cc Dd 1 2 3 4 – Bold

Designs for posters, flyers, printed materials etc.:

It is crucial that all materials representing Swartland Municipality are of high quality and production standard in order to uphold the integrity of the brand. The corporate identity guidelines, corporate colours and typography should be strictly adhered to. 

All poster, flyers etc must be approved by the communications officer before being printed or made available on electronic format. 


Signatures for emails:

All users of municipal email must use the prescribed signature as contained in the CI Guide. No additions to the signature may be made. No additional quotes, images or shades or modifications may be added. The font and colouring may not be changed or altered in any way. Upon occasion promotional items will be added upon the recommendation of the Municipal Manager and/or Executive Mayor. This will be communicated with a start and end date. 



























ANNEXURE D: PRACTICAL GUIDELINES FOR THE USE OF AI TOOLS

1. PURPOSE
This guideline provides practical direction to officials on how to safely and effectively use Artificial Intelligence (AI) tools in their daily work.

2. APPROVED AND PREFERRED TOOLS
Use trusted and commonly accepted platforms only, such as ChatGPT, Canva AI tools, Microsoft Copilot, or other tools approved by IT or Communications. When in doubt, ask before using a new tool.

3. WHAT YOU CAN USE AI FOR
Drafting emails, notices, reports and social media posts; improving grammar and tone; translating content; brainstorming ideas; summarising documents; creating design concepts. Always treat AI as a first draft assistant.

4. WHAT YOU MAY NEVER PUT INTO AI
Never enter ID numbers, names, phone numbers or addresses; municipal account details; HR or employee information; complaints linked to individuals; internal reports or confidential documents.

5. DO’S AND DON’TS
DO: Check facts, edit outputs, follow approval processes. DON’T: Copy blindly, assume accuracy, respond publicly without approval, use unknown tools.

6. AI IMAGES AND VISUALS
Always label AI-generated images as 'AI-generated'. Do not misrepresent service delivery or projects. Use real photos where possible.

7. QUICK SAFETY CHECK
Does it include personal/confidential info? Would it be safe if public? Has it been verified? Has it been approved? If no → do not use AI.

8. WHEN TO ASK FOR HELP
Contact Communications Officer for content guidance or IT section for tool/security concerns.

9. GOLDEN RULE
If you would not share it in a public meeting, do not enter it into an AI tool.

10. PROHIBITION OF DEEPFAKES AND MISLEADING AI CONTENT
Officials may not create fake or manipulated images of officials or office bearers, use municipal branding misleadingly, create AI-generated videos or clone voices. Such actions may lead to disciplinary or legal consequences.
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