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The Strategic Communications plan provides a vision for improved engagement and stakeholder 
relations. 

It will provide a path for the Town's commitment to transparency and working collaboratively to promote 
active resident engagement. The goals and actions within this document actively encompass both 
Administration and Council's mission to inform, promote, and adapt and is therefore made flexible enough 
to adhere to such goals.

Enhanced communications will serve to improve stakeholder relations, public engagement, and help 
achieve organizational goals for the municipality.

The Town's Communications Plans have been written to compliment the Five Strategic Pillars as set by 
Council’s Strategic Plan. All communications produced by the Town will link back to the core strategic 
principles established by Council. 

Ultimately, it is the overarching goal of this Plan to provide a clear path of two-way communications for 
the Town of Aylmer, helping to demonstrate that we are a great place to live and grow!

ABOUT THIS PLAN



THE MISSION

Provide information that is clear, well-timed, accessible, 
consistent, and proactive.

the Town's Social Media presence to reach
more residents and visitors.

the people of Aylmer about municipal policies,
programs, services, by-laws and projects. 

the Town's process to help make Aylmer a
great place to live and work. 

EXPAND

INFORM

EVOLVE

OVERARCHING
THEMES

1.

2.

3.

4.

Use a variety of communication tools and platforms to reach
a wider audience.

Coordinate with all staff to ensure that messages are relayed factually, 
quickly, and consistently.

Strive to promote a relationship where residents, visitors, and stakeholders 
alike feel empowered to communicate with the Town. 



strategic goals which are reliant on
communications with the community.  

Municipalities have the unique challenge of
communicating high impact services, within
a limited geographical space, in a responsive
and accessible manner. Traditional media
forms like newspapers, radio ads, and tax
inserts can not reach every resident. Social
media will allow the Town to reach more
residents. By expanding onto social media,
the Town of Aylmer will position itself to
catch-up to municipal best practices on
communications and community
engagement. 

Administration will review this plan annually
to assess its current state and to align with
any changes to Council's initiatives and goals.
Depending on budgets, staff capabilities, and
timelines, action items may have to be
adjusted accordingly. The timelines in the
appendices are set as the desired period of
implementation but are flexible.

While the action items have different
responsible departments, success for this
Communications Plan and communications
in general for the Town of Aylmer relies
heavily on the collaboration between all staff
and Council. Each member has a role to play
in effectively telling the story of why Aylmer
is a great place to live.

THE PATH AHEAD
Strong communication tools can be utilized
by all municipal departments to improve
customer service and public relations.
Communications are a required element of
public service. The Town of Aylmer provides
high impact and relevant services to the
community and has a responsibility to
effectively communicate to and engage with
their residents and visitors in the matters that
impact their lives. Additionally, Council and
staff are committed to pursuing various 

The Town of Aylmer has not previously
adopted a formal communications policy or
plan. Public communications at the Town
have been the responsibility of multiple staff
members. The Town has leveraged numerous
traditional communications platforms and
tools, but social media has not been fully
leveraged. In December of 2020, the Town of
Aylmer Council approved changes in the
Legislative Services department to expand
support for the development and
maintenance of a long-term communications
plan and social media policy, as well as the
day-to-day management of the Town’s social
media. 

THE PATH 
TRAVELLED



Website (www.Aylmer.ca)

Local print media advertising 

Town Hall Customer Service Center

Automated and staff call reception 

Town Hall Vestibule 

Various printed materials (tax inserts,

notice, etc.) 

Council livestreams

Media releases as needed

LinkedIn

(linkedin.com/company/townofaylmer/)

YouTube 

The Town of Aylmer currently employs the
regular use of these communications tools
throughout multiple departments:

(youtube.com/TownOfAylmer)

CURRENT SUITE 
OF TOOLS

TARGETED TOOLS

Facebook (@TownofAylmer) 

Twitter (@TownofAylmer) 

Instagram (@TownofAylmer)  

Facebook – Fire Department 

(@AylmerFireDepartment)

The Town of Aylmer has secured and will be
employing the following tools through 2021:



Develops and maintains a Municipal Social Media Policy and Corporate Communications Plan that

emphasizes public engagement and accessibility. 

Coordinates and develops media relations to promote departmental programs, public events, and

initiatives to the community. 

Develops creative and accessible materials for use in website, social and print media. 

Assist all departments with the development of accessible documents and other material for public

release as it relates to applicable legislation. 

Develops press releases and related advisory messaging. 

Acts as an ad-hoc photographer for the Town when required.

Prepares the annual communications plan update. 

Communications in municipal government is a team effort. However, there is typically a position or team
responsible for the coordination of that effort. The Town of Aylmer's Communications Team includes the
Communications Coordinator and the Director of Corporate/ Legislative Services. The main
communications-based duties of the Coordinator and Director include (but are not limited to) the
following:

THE COMMUNICATIONS TEAM



The following appendices have been outlined as the  
outcomes to be sought on the municipality's behalf for the  
next three years and the goals that correspond to each outcome. 
 
All outcomes are reflective of the Town of Aylmer's Strategic Plan and build  
on the outcomes of the 2018 - 2020 Communications Plan. 
 
The blocks in the appendices indicate the desired timeline of implementation, reporting,  
or completion for each associated task. 
 
 

Desired Outcome #1: Town Residents Feel They Are Well-Informed About 
Town Projects, News, Events And Initiatives 
 

 
 

GOAL 1.1: The Town proactively provides accurate and timely information to inform 
residents and encourage engagement across a wide range of communication channels. 

1.1.1 The Town will 
deploy and post 
consistently on 
Facebook.    

The Town averages three posts per 
week and develops a content 
calendar to provide guidelines for 
future years content.  
 

Baseline engagement metrics 
established for future comparison. 
 

Baseline quality standards 
established for future policy 
adoption. 

June 2022 Legislative Services 

1.1.2 The Town will 
deploy and post 
consistently on 
Instagram.    

The Town averages one posts per 
week and develops a content 
calendar to provide guidelines for 
future years content. 

June 2022 Legislative Services 



GOAL 1.1 Continued 

1.1.2 Continued Baseline engagement metrics 
established for future comparison. 

Baseline quality standards developed 
for future policy adoption. 

1.1.3 The Town's 
website is used as the 
main conduit of 
information, and 
residents are directed 
to it as the main 
resource. 

Baseline metrics established for 
future comparison; most social 
media posts link back to the Town's 
website; and staff maintains pages 
with relevant and accurate 
information. 

June 2022 Legislative Services & 
All Departments 

1.1.4 Deploy new form 
tools as available to 
residents to streamline 
requests and increase 
customer service levels 

Submission tools available for 
Service Request Form, Confidential 
Municipal Law Enforcement 
Complaint Form, and Delegation 
Request Form.  

Fully integrated electronic, paperless 
process internally.  

Baseline metrics established for 
future comparison.  

June 2022 Legislative Services & 
Staff responsible for 
website responses 

1.1.5 A communications 
survey is released to 
determine the 
communications needs 
and desires of residents 

Survey released ; report provided 
to Council and public following 
the survey's conclusion. 

June 2022 Legislative Services 

1.1.6 Management 
Team and 
communications 
continues to provide 
front-line staff 
members with major… 

Satisfaction expressed by workers 
the management team identifies as 
front-line; staff are provided 
information prior to public channels; 
fewer questions from front-line staff 
directed to Management Team; and  

Monthly Legislative Services & 
Management Team 



GOAL 1.1 Continued 

1.1.6 Continued 
…information updates, 
so they are able to 
provide accurate 
information to the 
public 

staff given an avenue to direct 
questions for larger issues or 
projects. 

1.1.7 The Town of 
Aylmer communicates 
about the 2022 
Municipal Election 
early and frequently, 
so residents feel 
informed and engaged. 

All Town-owned communications 
channels are used to communicate 
election information; Voting 
information is communicated at 
least 3 months prior to election; 
Town website is updated and easily 
navigated with election information; 

February 2022 Legislative Services 

GOAL 1.2: The Town employs the use of a wide range of communication channels to 
maximize the reach of our messages. 

1.2.1 Administration 
develops a Social 
Media Internal 
Organizational Usage 
Policy and Procedure 
to reflect current 
trends and processes 
for social media. 

Adoption of a Social Media 
Internal Organizational Usage 
Policy and Procedure.  

September 2021 Legislative Services 

1.2.2 Maintain and 
develop print and non-
traditional methods of 
reaching residents 
who… 

Baseline metrics for print and 
non-traditional methods of 
reaching residents established 
for future comparison 
through use of survey. 

June 2022 Legislative Services 



 

GOAL 1.2 Continued 

1.2.2 Continued  
…do not use social 
media or internet. 

   

1.2.3 Formalize social 
media management 
responsibilities, 
procedures, and 
strategies into a 
standard operating 
procedures document.   

Standard operating procedure 
document addresses staff 
responsibility, two-way 
communications standards, 
posting approvals and 
“troll”/dialogue policy.   

June 2022 Legislative Services  

1.2.4 Index and 
centralize all 
communications into a 
central content 
database for future 
reference.  

Content Calendars for Social 
media expanded to include all 
platforms. 
 

Calendar references Strategic 
Plan connections for data on 
communication focuses. 

June 2022 Legislative Services  

 
 

GOAL 1.3: Council and Administration provide a unified voice and message to the public.  

1.3.1 Develop Media 
Relations policy to 
reflect a positive working 
relationship with media 
and current processes for 
the same. 

Adoption of a Media Relations 
policy. 

June 2022 Legislative Services 

 
 
 
 
 
 
 
 
 
 
 
 



GOAL 1.4: Council and Administration foster positive relationships with the media. 

1.4.1 Invite local and 
regional media to events 
Council will be 
attending, as well as 
large events and 
announcements the 
Town is hosting. Provide 
media with 
photographs/videos of 
events if they are unable 
to attend. 

Increased media attendance at 
Town events; improved 
relationships with local media; 
and uptake of Town-provided 
photos and videos when 
supplied. 

September 2021 Council & Legislative 
Services 

1.4.2 Administration 
continues to provide 
media with Records of 
Open and Closed Session 
motions stemming from 
Council meetings as 
quickly as possible for 
transparency. 

Enhanced relationship with 
local media and increased 
transparency for Council 
decisions. 

September 2021 Legislative Services 

1.4.3 High-resolution 
catalogue of Town 
images to be created and 
made available on Town 
website for media and 
non-profit usage. 

Catalogue made available on 
Town website. Media is 
encouraged to access and use the 
photos for any news items where 
photos/videos are not provided. 

June 2023 Legislative Services 



Desired Outcome #2: Administrative Staff Feel Valued and Involved In the 
Communications Process 

GOAL 2.1: Administrative Staff understand their particular roles in the communications 
process of the Town of Aylmer.  

2.1.1 Management staff 
are encouraged to 
share Town 
information beyond 
their departments 
proactively with their 
staff and 
communications staff.  

Staff feel more informed about what 
is happening in other departments; 
Town staff have a general 
understanding of the major projects 
and events occurring; and staff 
meetings continue to be leveraged 
to keep employees informed. 

June 2022 Management Team 

2.1.2 Develop a Visual 
Identity Standards 
Document/Policy for 
the Town of Aylmer 

Adoption of Visual Identity 
Standards Document/Policy guiding 
all design elements coming from the 
Town of Aylmer to adhere to new 
Visual Identity Standards; staff feel 
comfortable designing materials in 
line with our brand management; 
and a more unified look becomes 
apparent for Town designs. 

June 2023 Legislative Services & 
Various Departments 

Responsible for 
Design Work 

2.1.3 Develop a "Call-
For" sheet for front-
line staff that breaks 
down which staff 
members and/or 
departments should be 
called for various 
services, complaints, or 
general information. 

An easy-to-access and user- friendly 
document that outlines who is the 
point of contact for various services 
and information.  

September 
2021 

Legislative Services 

2.1.4 Develop 
backgrounder… 

Key spokespersons feel prepared to 
speak with media; backgrounders  

September 
2021 

Legislative Services 



GOAL 2.1 Continued   

2.1.4 Continued 
…information and key 
messages for 
employees authorized 
to speak on large 
projects. 

kept for future questions if needed; 
and spokespersons collaborate with 
communications on creating 
backgrounders for the messaging 

GOAL 2.2: Communications becomes and integral part of project and initiative planning 
and implementation.   

2.2.1 Develop the 
management teams’ 
understanding of the 
role communications 
can play in their 
projects and initiatives. 

Management engages 
communications staff prior to 
project/initiative implementation to 
provide proactive messaging and to 
foster liaising with front-line staff 
more quickly. Communications is 
considered an integral step in project 
implementation for internal process 
changes/projects affecting staff. 

September 
2021 

Legislative Services & 
Management Team 

2.2.2 Employees are 
given the opportunity 
to provide feedback 
for how internal and 
external 
communications can 
be improved for future 
projects and initiatives. 

Face-to-face conversations with staff 
on their opinions for Town 
communications; opportunity to 
request formal feedback in employee 
surveys (if CAO and/or HR 
implement them); and collaboration 
between the different staff 
responsible for communication to 
foster creative approaches. 

June 2023 Legislative Services & 
Various Departments 

Responsible for 
Design Work 



Desired Outcome #3: The Town Becomes A Leader In Emergency 
Management Communications 

GOAL 3.1: Administration and Council are trained in emergency communication processes.   

3.1.1 Administration to 
craft and share a 
document containing 
information for 
Councillors to use 
during emergencies 
which outlines some 
key phrasing, 
information, how to 
handle and direct 
questions to 
appropriate resources, 
etc. 

Council feels prepared for potential 
emergency situations; the document 
is up-to-date and easy to use; and 
Council is involved in the editing of 
the document so it fits their needs 
for any potential emergencies. 

October 2021 Legislative Services, 
CEMC & All 
Departments 

3.1.2 Crisis 
Communications Plan 
fashioned to prepare 
Council and 
Administration for any 
potential 
communications which 
may arise (includes 
emergencies, as well 
as reputational crises). 

Crisis Communications Plan crafted 
with a wide range of templates and 
documents to prepare for any 
eventuality. 

Plan crafted either as a part of the 
Emergency Management Plan or as 
a separate, complimentary 
document.

October 2022 Legislative Services 
and CEMC  



GOAL 3.2: The Town provides more communications around emergency preparedness and 
fire safety so the public can become more informed.    

3.2.1 The Town actively 
provides information 
resources, tips, and 
cheat sheets for 
residents to use to 
prepare for a wide 
range of emergencies. 

Provide links to Government of 
Canada's preparedness documents; 
create a dedicated emergency 
preparedness page on the Town's 
website for residents to access; and 
include one post quarterly in 
tradition communications formats. 

Baseline metrics established for 
future comparison. 

September 
2021 

Legislative Services & 
Fire Department Staff 

3.2.2 Educate residents 
about the Fire Safety 
on the Fire 
Department’s 
Facebook Page. 

Take photos of the EOC in training 
so residents can get a "behind the 
scenes" look at what an EOC is and 
who staffs it; inform residents about 
the different types of roles in an 
EOC and how they respond in an 
emergency; and educate residents 
about how an EOC is different from 
traditional emergency personnel 
(fire, EMS, police). 

September 
2021 

Legislative Services & 
Fire Department Staff 

GOAL 3.3: The Town is prepared to communicate to the public in the case of a crisis. 

3.3.1 Develop Crisis 
Communications Plan. 

Adoption of a Crisis Communications 
Plan. 

October 2022 Legislative Services 
and CEMC

3.3.2 Designed media 
library created for 
website and social 
media for use in an 
emergency. 

Designs for each emergency outlined 
in Crisis Communications Plan. 

October 2022 Legislative Services 



Desired Outcome #4: The Town of Aylmer Is Marketed As A Great Place For 
Residents To Live And Businesses To Grow 

GOAL 4.1: Provide education to residents and businesses on the services their government 
provides and how they can access them.   

4.1.1 Communicate 
"who does what" at 
the Town of Aylmer so 
residents are aware of 
the wide breadth of 
services each 
department provides. 

Social media and the town website 
used to outline what each 
department does. Create 
infographics, factsheets, 
stories/anecdotes that outline the 
various services provided by the 
Town of Aylmer. 

October 2021 Legislative Services 

4.1.2 Create new 
opportunities for the 
public to communicate 
with staff and Council. 

Social media leveraged to allow for 
two-way communication with both 
staff and Council.  

June 2022 Legislative Services 

4.1.3 Humanize and 
celebrate municipal 
government workers 
to build trust from the 
community in the 
people that serve 
them. 

Showcase good news and actions of 
our Town staff; photographs of staff 
at work, celebrate municipal awards 
when won; and showcase how Town 
staff assist other organizations in 
the community.  

Baseline metrics established for 
future comparison. 

June 2022 Legislative Services & 
Management Team 



GOAL 4.2: Increase public awareness of what differentiates Aylmer from communities that 
are similar in size. 

4.2.1 Create a photo 
library of the 
amenities, services, 
and landscapes in our 
community to assist 
our communications 
and design work. 

A photographic library collection that 
includes photos of each facility the 
Town of Aylmer owns and operates, 
our business core, industrial area, 
various recreation areas, and other 
services the Town of Aylmer 
provides. Include pictures from 
around Town in various seasons. 

June 2023 Legislative Services 

4.2.2 Increase the use 
of visuals for 
community messaging. 

All social media messaging includes 
a visual component  

June 2023 Legislative Services 

GOAL 4.3: Promote a feeling of community spirit and a sense that our community is one 
unit. 

4.3.1 Promote local 
events and recreation 
facilities to increase 
resident attendance 
and tourism (when 
safe to do so following 
the end of the 
pandemic). 

Share posts from East Elgin 
Community Centre and other 
community events.  

Baseline metrics established for 
future comparison. 

June 2022 Legislative Services 

4.3.2 Showcase good 
news stories or 
important information 
pieces that highlight 
our community as… 

Share good news stories from our 
community; thank residents for 
compliments that are provided to 
Town staff; highlight when the Town 
takes action to commemorate events 
of importance (flag half-mastings,  

June 2022 Legislative Services 



GOAL 4.3 Continued 

4.3.2 Continued  
…welcoming, 
neighbourly, and kind. 

changing Administration Building 
colours); and showcase when our 
staff are able to do acts of kindness 
for residents of all ages. 

Baseline metrics established for 
future comparison. 




