
Tone of Voice 2014 

This document supports our corporate branding guidelines. Branding is how people feel 

about us and so it is important to have a consistent approach, making it easier for people to 

understand what we do and why.  

Our tone of voice should reflect our values and attitudes in Monmouthshire. 

This guide has been created to improve your writing for our website, social media, any 

internal or external communications, letters, formal emails, reports and presentations. 

Many people read a report, letter or visit our website to find out something specific or to 

complete a specific task.  

There are five principles to stick to: 

 Have a clear purpose for writing 

 Be informal 

 Include a clear call to action 

 Use plain English and avoid jargon 

 Know who your audience is 

There may be times when a more formal tone is needed. In these instances you must still 

make every effort to use plain English. 

Personality 
Our personality as an organisation is an expression of how we behave and what we believe. 

 Be friendly. Use warm and welcoming language.  

 Be helpful, respectful and give good advice.  

 Use the active voice (‘John did this’), not the passive voice (‘this was done’); a 

passive voice can sound defensive. 

 Write using short sentences with as few words as possible. 

Addressing the user 
Refer to ourselves as ‘we’ and ‘us’. Refer to our readers as 'you' where appropriate so they 

feel we're talking to them personally.  

An example is “Monmouthshire County Council will contact you…” should be “We will 

contact you…”. 

 



Plain English  
Use plain English. Write content as simply as possible so that it is usable and accessible to 

everyone, regardless of their language and vocabulary skills. 

All audiences should understand our content; this isn’t ‘dumbing down’, this is opening up 

council information to all. 

Digital content vs. Print content 
Digital content is not the same as print content. People read it differently.  

In any digital writing, bold text should only be used for headings; italics should never be 

used; and underlined text should only be used for hyperlinks.  

Online, you should write to be found. Use words people may use in a Google search opposed 

to word you would like the user to call it.  


