DRAFT-Nov 2010
Swaziland Country Coordinating Mechanism [CCM]
Communications Policy
1. Effective Date
This policy takes effect on February 1, 2011.
2. Policy Objective
The purpose of this policy is:
a) To ensure that communications across the stakeholders; government and non-government
stakeholders are well coordinated, effectively managed and responsive to the diverse
information needs of CCM stakeholders;
b) To ensure that there is a two way process wherein dialogue between CCM members
continuous, open, inclusive, relevant, clear, secure and reliable; and
c) To ensure that CCM’s corporate visibility and identity are positively portrayed
3. Policy Statement
It is the policy of the Swaziland Country Coordinating Mechanism to:
a) Provide the Stakeholders with timely, accurate, clear, objective and complete
information about its policies, programs, services and initiatives. The CCM has a
duty to explain its policies and decisions, and to inform the public of its priorities for the
country. Information is necessary for Swazis - individually or through representative
groups or Members of CCM - to participate actively and meaningfully in the in the fight
against HIV, TB and Malaria. It is required for access to CCM programs and services.
The public has a right to such information.
b) Ensure that CCM is visible, accessible and accountable to the stakeholders and the
public they serve. To be accessible and accountable, the CCM must be visible and
recognizable wherever it is present. Clear identification allows the public to see the CCM
at work, to access its programs and services, and to assess its activities. Communicating
through many channels - from service centers, the telephone and mail to print and
broadcast media, the Internet and World Wide Web - the CCM must identify itself in a
distinct, consistent way the public can recognize in all circumstances.
c) Employ a variety of ways and means to communicate, and provide information in
multiple formats to accommodate diverse needs. CCM information must be broadly
accessible throughout the country. The needs of all Swazis, whose perceptual or physical
abilities and language skills may be diverse, must be recognized and accommodated.
Information must be accessible so citizens, as responsible members of society, may be
aware of, understand, respond to and influence the development and implementation of
policies, programs, services and initiatives. Information must be available in multiple
formats to ensure equal access. All means of communication - from traditional methods
to new technologies - must be used to reach and communicate with Swazis wherever they
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d)

e)

f)

g)

h)

may reside. The CCM requires the capacity to respond effectively over multiple channels
in today’s global communications environment.
Identify and address communication needs and issues routinely in the development,
implementation and evaluation of policies, programs, services and initiatives.
Communication enables the exchange of information Swazis and the CCM rely upon for
an effective partnership. Gathering and providing information of importance to the public
requires professional tools and resources, and effective, accountable management.
Internal and external communication requirements must be identified and met when
planning, managing or reviewing policies, programs, services or initiatives. Cost effective
and responsible use of public funds to obtain maximum value for the CCM investment is
a fundamental requirement in all communication activities.
Consult the public, listen to and take account of people's interests and concerns
when establishing priorities, developing policies, and planning programs and
services. The CCM's obligation to reach out and communicate with Stakeholders is
concomitant with the right of citizens to address and be heard by the CCM. The CCM
must learn as much as possible about public needs and expectations to respond to them
effectively.
Deliver prompt, courteous and responsive service that is sensitive to the needs and
concerns of the public and respectful of individual rights. Information services must
be managed in a citizen-centered and client-focused manner that achieves results for
Swazis. Timely and convenient access to CCM information and services must be
available to the public. Access to information and privacy rights, must be honored at all
times. Swazis value culture, freedom, openness, security, caring and respect. It is
important for the CCM to communicate in a spirit that reflects those values.
Encourage Secretariat staff, CCM Membership including non-CCM Members and
technical working groups to communicate openly with the public about policies,
programs, services and initiatives they are familiar with and for which they have
responsibility. Openness in CCM promotes accessibility and accountability. It enables
informed public participation in the formulation of policies, ensures fairness in decision
making, and enables the public to assess performance. They serve the public interest best
by communicating openly and responsively about policies, programs, services and
initiatives they help to administer, while treating sensitive information with the discretion
it requires.
Safeguard Swazis' trust and confidence in the integrity and impartiality of the
CCM. The Secretariat should embrace an independent, professional attitude treat
individuals with respect, fairness and integrity. The value and reputation of CCM as a
public institution must be honored. The Secretariat staff is expected to provide
information services in a non-partisan fashion consistent with the principles of the bylaws.

4. Policy Requirements
a) Language: It is the duty of the CCM to inform the public about its activities. Therefore
the CCM has an obligation to communicate effectively. Information about policies,
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programs, services and initiatives must be clear, relevant, objective, easy to understand
and useful. Communication may be in English or SiSwati as these are the two official
languages in Swaziland depending who the target audience is.
b) Corporate Identity: Clear and consistent corporate identity is required to assist the
public in recognizing, accessing and assessing the policies, programs, services and
initiatives of the CCM. To maintain a recognizable and unified corporate identity CCM
must ensure that its facilities, programs, services and activities are clearly identified in
accordance with the Global Fund guidelines and policies.
c) Reflecting Diversity: Publications and other communication materials must depict the
diverse stakeholders and must be sensitive to differences among and within the various
CCM stakeholders. Communications must ensure balance in their communication plans
and activities so that the needs and interests of stakeholders are reflected and addressed.
d) Environment Analysis: To evaluate and address public needs and expectations
effectively - to anticipate issues that may arise and to formulate appropriate response
strategies – CCM must routinely monitor and analyze the public environment as it relates
to their policies, programs, services and initiatives. CCM may use a variety of tools to
assess the environment in which it operates, including constituency feedback, inquiry
analysis, media monitoring and opinion research. As an element of effective environment
analysis, CCM must identify and track current and emerging public issues and trends
reported by the media.
e) Public Opinion Research: Public opinion research helps CCM to better understand the
country’s needs and expectations. It is used to assess the public's response to proposals or
to possible changes or initiatives; to assess the effectiveness of policies, programs and
services; to measure progress in service improvement; to evaluate the effectiveness of
communication activities such as advertising; and to plan and evaluate marketing
initiatives, among other applications. Public opinion research is the planned gathering, by
or for a government institution of opinions, attitudes, perceptions, judgments, feelings,
ideas, reactions, or views that are intended to be used for any government purpose,
whether that information is collected from persons (including employees of government
institutions), businesses, institutions or other entities, through quantitative or qualitative
methods, irrespective of size or cost.
5. Consultation and Stakeholders’ Engagement
a) Communication requirements must be taken into account in the planning, management
and evaluation of consultation and stakeholders’ engagement activities. Open and
responsive communications are critical to the success of public consultations, as is factual
information presented to participants in plain language.
b) Secretariat staff provides advice and support to managers who plan, implement or
evaluate CCM's consultation and citizen engagement processes. Managers responsible for
consulting the public work collaboratively with communications staff, who prepare and
help to implement communication plans and strategies.
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6. Risk Communication
a) CCM must anticipate and assess potential risks to public health and safety, to the
environment, and to policy and program administration. Usually understood to embody
an element of possible danger, hazard or threat, risk in the broadest sense is associated
with a willingness to take a chance on uncertainty in order to achieve some potential gain.
b) Plans and strategies for communicating risk to the public must be developed as needed.
To communicate about risk effectively, CCM must demonstrate interest and concern for
all opinions and positions, understand different perspectives, and respect their underlying
premises. Effective risk management requires open and transparent communication
among differing or even opposing interests.
7. Crisis and Emergency Communication
a) While the terms "crisis" and "emergency" are not synonymous, effective communication
is an integral part of both crisis and emergency management.
b) A "crisis" is a situation that somehow challenges the public's sense of appropriateness,
tradition, values, safety, security or the integrity of the CCM. A crisis need not pose a
serious threat to human life or property. Effective communication management is
imperative to help maintain or restore the public's confidence in the CCM during times of
crisis.
c) An "emergency" is an abnormal situation that requires prompt action, beyond normal
procedures, in order to limit damage to persons, property or the environment. Some
emergencies may also be, or become, crises; if, for example, it is perceived that the CCM
has no control over a situation. Effective communication management is imperative
before, during and after an emergency to help prevent injury or loss of life, to help limit
damage to assets and property, to help maintain public services, to assist in the process of
recovery, and to help maintain or restore public confidence in the CCM.
d) CCM must recognize that extraordinary and rapid efforts may be required in times of
crisis or emergency. It must be prepared to adjust priorities and resources accordingly.
The necessary plans, partnerships, tools and methods must be in place to allow CCM
officials to communicate effectively and efficiently in both official languages during an
emergency or a crisis.
e) Co-operation with others, such as industry or community leaders and non-governmental
organizations, may also be required.
f) Agreement among governments and their institutions regarding lead responsibility for
communications during a crisis or an emergency is essential for the timely provision of
accurate, relevant and consistent information. It is necessary to facilitate the delivery of
services, to eliminate the potential for contradiction or confusion, and to demonstrate
CCM leadership.
8. Management and Coordination
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a) CCM must integrate communications into corporate management processes and
procedures. Communications are a shared responsibility that must be coordinated with
other areas of management.
b) Clear working links must be maintained at all times between communications and other
core functions: policy and program management, service delivery, information
management, and the management of information technology.
9. Planning and Evaluation
CCM must integrate communication planning into its annual business planning process and
evaluate communications work as an integral part of business operations. Business plans must
take account of the organization's communication requirements.
10. Internal Communication
a) Communication among the CCM Secretariat staff must be open and collaborative to
achieve CCM goals to ensure quality information services for the public.
b) Internal communication must be two-way, a dialogue. Listening to the Secretariat staff
ideas, concerns and suggestions for achieving results and improving service, and acting
upon them, is just as important as keeping employees informed about the goals and
priorities of an institution, or about developments, changes or new initiatives affecting
their work. Taking account of the views and concerns of stakeholders, constituency
representatives and associations can also lead to more effective organizational
management.
c) Engaging employees in a conversation for action allows institutions to tap into a vast pool
of intelligence and expertise. Properly engaged in the life of an organization, Secretariat
staff can be valuable allies in external communications - helping to inform the public,
professional colleagues and prospective Secretariat staff about the CCM.
d) Internal communication is an integral part of CCM's corporate communications strategy
and must be addressed in the corporate communication plan.
e) Effective internal communication is a shared management responsibility. The deputy
head champions an institution's commitment to open and collaborative internal
communications with the support of the entire management team. Collaboration,
particularly between human resources management and the communications function, is
essential to ensure internal communication requirements are met.
f) The Secretariat staff must communicate openly, frequently, and before or at the same
time as information is communicated to the public. Training in communications must be
available to the Secretariat staff to help ensure they are effective communicators.
g) To foster employee knowledge, awareness and understanding, internal communication
includes a mix of published materials (in multiple formats), oral presentations, staff
meetings and learning events. Representation on newsletter editorial boards, internal
communication advisory committees and evaluation task forces provide additional
avenues to the Secretariat staff in a conversation for action.
h) Internal communication activities and processes must be reviewed from time to time to
evaluate results, to identify areas for improvement, and to make adjustments as needed.
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11. Technological Innovation and New Media
a) CCM must maintain a capacity for innovation and stay current with developments in
communications practice and technology. As it adopts new means of communication,
CCM must continue to reach, in a timely manner, stakeholders whose access to
technology may be limited or who prefer to receive CCM information through more
traditional means.
b) CCM must ensure new technology advances CCM's ability to connect with stakeholders
in efficient and practical ways, all investment plans and decisions must be developed
collaboratively by the Secretariat in information technology, communications and other
key functions, such as program and service delivery, and human resources.
12. Internet and Electronic Communication
a) The Internet, World Wide Web and other means of electronic communication are
powerful enablers for building and sustaining effective communication within institutions
and with their clients across Swaziland and around the world.
b) An important tool for providing information and services to the public, the Internet
facilitates interactive, two-way communication and feedback. It provides opportunities to
reach and connect with Stakeholders wherever they reside, and to deliver personalized
services.
c) CCM must maintain an active presence on the Internet to enable 24-hour electronic
access to public programs, services and information. E-mail and Web sites must be used
to enable direct communications between stakeholders and CCM, and among Secretariat
staff.
d) CCM must advance stakeholders on-line initiatives aimed at expanding the reach and
quality of internal and external communications, improving service delivery, connecting
and interacting with stakeholders, enhancing public access and fostering public dialogue.
e) CCM must ensure that Internet communications conform to communication strategy,
policies and standards. CCM themes and messages must be accurately reflected in
electronic communications with the CCM Membership and among Secretariat staff.
f) To ensure congruence with other communication activities, CCM's Web sites, sub-sites
and portals must be reviewed regularly by the Executive Secretary or his/ her designate
who oversees and advises on Web content and design.
g) Web site staff, at CCM, must consult with secretariat staff on the editorial and visual
content of Web pages, including design and presentation, to ensure publishing standards
and other communication requirements are met.
h) Collaboration is also required between communications and information technology
specialists to ensure effective planning and management of electronic information
services.
13. Media Relations
a) Journalists and other media representatives play an important role in the democratic
process - providing the public with news and information about CCM, and reporting on
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b)

c)
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the public's views and opinions of government. CCM must cultivate proactive relations
with the media to promote public awareness and understanding of CCM policies,
programs, services and initiatives.
CCM must operate and respond effectively in a 24-hour media environment. It must be
able, on short notice, to reach and inform the media on issues of importance to decisionmakers and the public. CCM engages the media using a variety of communication tools,
including news conferences, background or technical briefings, news releases, and audiovideo presentations.
CCM must facilitate information or interview requests from the media, and manage plans
and strategies for communicating with the media. The Secretariat must consult CCM
leadership structures when planning media campaigns or strategies that could involve
high level or ministerial participation, or when preparing a response to a media enquiry
that could have implications for high level response.
The Secretariat must ensure the quality and consistency of information services provided
to the media in both official languages. Media enquiries, whether by phone, email, letter
or in person, must be addressed promptly to accommodate publication deadlines.
The Secretariat must ensure processes and procedures are in place to CCM structures in
responding to media calls. Communication specialists responsible for media relations
ensure that media requests, particularly for interviews or technical information on
specialized subjects, are directed to knowledgeable managers or staff designated to speak
as official representatives of the CCM.

14. Spokespersons
a) The Secretary Executive is the principal spokesperson of the CCM. S/he may be
supported in this role by appointed aides, including executive assistants, communication
directors and press secretaries as the case may be.
b) At higher level the CCM Chairperson, Vice Chairperson or any CCM person specifically
designated to be the spokesperson.
c) Officials designated to speak on an institution's behalf, including technical or subjectmatter experts, must receive instruction, particularly from the Executive Secretary, to
carry out their responsibilities effectively and to ensure the requirements of the CCM and
this policy are met.
d) Spokespersons, particularly senior managers, are often called upon to represent
institutions before parliamentary committees and boards of inquiry.
e) Spokespersons at all times must respect privacy rights, security needs and matters before
the courts. When speaking as CCM's official representative, they must identify
themselves by name and position, speak on the record for public attribution, and confine
their remarks to matters of fact concerning the policies, programs, services or initiatives
of their institution.
15. Public Events and Announcements
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a) The Secretariat must identify opportunities to inform the public about significant
initiatives or contributions of the CCM. Public events and announcements, including
news conferences, must be arranged from time to time for communication purposes.
b) The Secretariat must plan and co-ordinate events with ministerial staff when a high
profile guest will attend. When multiple institutions are involved in a public event or
announcement, they must co-ordinate their participation accordingly.
c) The Secretariat must ensure that the CCM s appropriately identified and represented at
events and announcements, including those involving other participants, such as other
levels of government, non-governmental organizations, industry or business. It must
identify all materials, displays or presentations prepared for public events or
announcements in accordance with the Communication Policy. Official language
requirements must also be addressed.
d) CCM must not participate in, or lend support to, partisan events organized for political
party purposes.
16. Fairs and Exhibitions
a) CCM must adopt a coherent and coordinated approach to their participation in fairs and
exhibitions. Multiple institutions appearing at the same event must display a unified
presence that promotes common themes and messages of the stakeholders.
b) Exhibits and display materials must conform to the standards of the Policy and to the
requirements of the language. Methods for obtaining public feedback on specific or
general issues of concern to an institution must be incorporated into all exhibits.
17. Advertising
a) CCM may place advertisements or purchase advertising space or time in any medium to
inform targeted audience(s) about their rights or responsibilities, about CCM policies,
programs, services or initiatives, or about dangers or risks to public health, safety or the
environment.
b) CCM advertising is defined as any message, conveyed in Swaziland or abroad, and paid
for by the CCM or its sponsor for placement in media such as newspapers, television,
radio, Internet, cinema and out-of-home.
c) Advertising plans and campaigns must address the needs, concerns and language
preferences of such communities.
d) The placement or purchase of advertising may also be directed at audiences outside of
Swaziland to promote Swazi interests. To ensure compatibility with CCM
communications and marketing abroad, CCM must consult with the relevant Government
Ministry when planning to advertise in foreign markets.
18. Partnering and Collaborative Arrangements
a) Communication requirements must be taken into account when planning, negotiating or
implementing a partnering or collaborative arrangement.
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b) Joint activities or initiatives involving another government, a company, an organization, a
group or an individual must be communicated in a manner that is fair and equitable to all
parties. The parties involved in a collaborative arrangement have shared or compatible
objectives, contribute resources (financial or in-kind), share in the benefits, and agree to a
fair allocation of risk-taking.
c) Agreements governing collaborative arrangements establish the communication roles and
responsibilities of the parties involved. Official languages, corporate identity, visibility,
publishing, marketing and promotional activities are among the communication
requirements delineated in partnering agreements.
d) Secretariat staff responsible for negotiating, implementing or administering collaborative
arrangements must consult with the Executive Secretary or his/ her designate, for
communication advice and support. Such consultation must take place prior to
establishing a collaborative arrangement, as well as when one is under way, to ensure
compatibility with the communication goals of the CCM.
e) When informing the public or publishing information about partnering activities,
institutions must ensure that the contributions of all participants are fairly acknowledged
and attributed. Corporate names and logos, without promotional tag lines, are appropriate
identifiers for use in acknowledging the contributions of participants.
f) CCM must ensure that the parties involved also acknowledge the CCM's contribution in
their own communications with the public.
g) In its communications with the public, whether on its Web sites or in any of its
publications, CCM must not advertise the commercial products or services of privatesector participants. Information issued by an institution about a collaborative arrangement
and its participants must be objective and factual, not promotional.
h) For the purpose of this policy, to ensure fair acknowledgement of contributors, the simple
display of a corporate name or logo in communication materials intended for public
dissemination in any medium does not constitute advertising.
19. Sponsorships
a) CCM both issue and receive sponsorships - arrangements in which one party provides
another with financial resources or in-kind assistance to support a project or activity of
mutual interest and benefit.
b) Like all collaborative arrangements, sponsorships must be communicated in a manner
that is fair and equitable to each party.
c) CCM must not accept a sponsorship from the private sector in exchange for advertising
the goods or services of the sponsor.
20. Marketing
a) Marketing assists in promoting CCM's policies, programs, services and initiatives to the
public. CCM must integrate its communications function to ensure that promotional
activities, whether in support of specific constituency needs or broader policy objectives,
advance the communication goals of the CCM; and
b) Ensuring congruence with other communication activities before they are implemented.
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21. Publishing
CCM must facilitate public access to their publications - all information materials, regardless of
publishing medium, produced for public dissemination or for limited circulation outside of CCM.
22. Film, Video and Multimedia Productions
The production, distribution and evaluation of motion picture films, videotapes, television
programs, interactive videodiscs, CD ROMs, audiovisual and multimedia productions must not
be in violation of ICT or any other legislation in Swaziland.
23. Cataloguing and Securing Information
a) Communication materials and published information in all formats must be wellcatalogued and securely maintained to ensure current as well as long-term accessibility.
b) Records, documents and materials in any format must be maintained in compliance with
the laws governing library activity;
c) Current, comprehensive and well-structured identification or classification system or
systems that provide effective means for organizing and locating information must be
maintained as may be required by law.
24. Training and Professional Development
a) CCM must provide Secretariat managers and employees at all levels with orientation of
the Communications Policy.
b) Incoming employees must be informed about the policy, and encouraged to familiarize
themselves with it, upon appointment.
c) CCM must foster professional development among communications staff to ensure they
are well versed in the current tools and techniques of communications practice;
d) CCM must plan for their communication training requirements, allocate adequate
resources for staff training and development, and evaluate the effectiveness of training
programs; and
e) CCM must facilitate communications training for employees and managers, particularly
those responsible for program and service delivery who work directly with the public, to
assist them in developing the skills needed to be effective communicators for their
institution.
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