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4.4 Public Information

It was important that citizens understood what the SISG was for and what would
make them eligible for cea support payment. Throughout the lifetime of the grant, the
service looked to ensure citizens got the information they needed and in an
accessible format. We sought to achieve this through continuous development in
collaboration with our stakeholders.

What we learned

From the analysis of the information gathered, we identified the following principles:

e Itis better to have one source of the truth - The SISG was part of a
package of support services available to citizens during the pandemic and
crossed over several platforms and communications. As the grant was
created at pace, we made use of continuous improvement to enhance the
public information available. Part of this was by maintaining the citizen-facing
websites and introducing the SISG Eligibility Checker. Although each LA was
responsible for the content on their own websites, they were encouraged to
direct citizens to the MyGov site to ensure they received consistent
messaging regarding the grant eligibility. LAs were also encouraged to use
our approved content which met accessibility standards. This approach not
only provided consistency, it avoided LAs having to quickly commit additional
resources to maintain public communications locally.

e Keep track of your content and have an appropriate communication plan
- With the SISG being part of a package of supports, it crossed over many
platforms providing advice for citizens who were following the guidance to
isolate/stay at home. This had its problems when it came to ensuring the
content was up to date and that the necessary changes were being made
when required. One of the ways we combatted this was to create and
maintain a comms list of all the relevant websites and authors so they could
be contacted when a change was made. We would also complete spot checks
on sites to ensure the information was correct.

e Where possible, co-ordinate changes and communications - When you
have a policy and service that is responsive to other policy changes, it is
important to try and minimise the confusion for your stakeholders and citizens.
Too many different sources and methods could result in the public
disengaging and consequently being misinformed or mistaken. This was a
challenge for the SISG team as the grant had to respond to health policy
changes, and at the same time, we also had to weigh up the impacts on
public information and our delivery stakeholder. One of the ways we
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