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Session 5 – Communication Protocol

· Identify key components of a Communication Protocol
· Determine best practices for creating a Communication Protocol for your organization 
· Review and apply tools for Communication Protocol development
· Create a draft Communication Protocol
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Establish a Communication Protocol
Companies need to minimize communication gaps, build alignment with all levels of leadership, and ensure that employees receive consistent messages. 

The Communication Protocol outlines the types of information to be communicated to the organization, as well as identifying the person(s) responsible for communicating particular topics.  In addition, the audience, frequency, and suggested communication vehicles are also outlined.  Prominently displayed in all common areas such as lobby’s and conferences, and distributed to all new hires, the Protocol ensures that communications will align with the company’s key strategic priorities.

As importantly, the Protocol represents a set of company commitments to employees:
· Leaders will be held accountable for fulfilling their communication responsibilities and assessed on the effectiveness and timeliness of their communication.
· Employees will receive regular updates about the progress, initiatives, and changes that affect them.
· And (most importantly for this step of the engagement process), each communication milestone provides opportunities for employees to ask questions, contribute ideas, and give or receive feedback.
In turn, the expectations for employees are clear. All employees are responsible to share information and give feedback to help the company reach its goals, thereby reinforcing the desire for employees to communicate “up” and bolstering the mutual commitment shared by employer and employee. 

A Communication Protocol will reinforce that one’s culture needs to be one of mutual commitment and high performance.  All new hires should receive a copy of the Protocol, demonstrating the company’s promise to communicate on day one.




Goals of a Communication Protocol

· Establish Communication Expectations

· Build consistent messaging

· Create alignment with employees at all levels

· Create circular communication

· Build shared accountability (from the top to bottom)

· Reinforce a culture of achievement

· Minimize duplicate work

· Reinforce key messages “13 times”

· Leverage different communication venues and tools


Sample Communication Protocol

	Scope
	Message/Topic
	Leader
	Venue
	Audience
	Frequency

	General Info

	Corporate
	Company Update:

-Review of Company Metrics (e.g., health & safety performance to plan, net sales growth, etc.)
-Recent Awards/Opportunities
-Organizational Development Update
-International News
-Recognition
	CEO
	Email
	All Employees
	Monthly

	Regional
	Quarterly Review Meeting to include:
 
-Review of Company Metrics                                                                                                                                                                                   -BD Review (inc. recent awards)
-Recognition
-Organizational Development Update
	Regional VP
	On-site, conference call, or Webex meetings
	All employees of the region 
	Quarterly

	Office
	Office Update:
                                                                                                                                                                        -Review of Key Metrics (e.g. performance to plan, net sales growth, etc.)
-Recent Awards/Opportunities
-Workload leveling
-Organizational Development Update
-Recognition
	Office Manager
	On-site, conference call, or Webex meetings
	All employees of Office
	Quarterly/Monthly

	Department
	Workload leveling:

-Recent Wins Proposal Activity
-Professional Developmental Opportunities
-Health & Safety
-Recognition
	Dept. Mgr.
	On-site meetings
	All employees of department
	Weekly/Bi-weekly






	Scope
	Message/Topic
	Leader
	Venue
	Audience
	Frequency

	General Info

	Corporate
	Company Update
	CEO
	Conference Call
	Sr. Mgt. Team
	Bi-weekly

	Corporate
	Strategy Update
	CEO
	On-site meetings
	Sr. Mgt. Team
	Quarterly

	Regional
	Operations Review:

-Performance vs. Plan
-Key Account Update
-Strategic Initiatives
-Staff Development Update

	CEO
	On-site meeting or conference call
	EVP, CFO,
Sr. VP Sales, RVPs, Office Managers
	Bi-annual






	
Sales

	Corporate
	Must Win
	Sr. VP Sales
	Conference Call
	RVPs, RSDs, KAMs
	Bi-weekly

	Regional
	Regional BD Review:
-BD Plan Review
-Account Plan Review
-Sales Training
	RSD
	Conference Call
	CSCMs, KAMs
	Monthly

	CSC
	CSC BD Review
	CSCM
	On-site meeting
	DMs, Sr. Seller-Doers
	Bi-weekly

	Corporate
	Service Line/Industry Sectors                                                                                                                                                                                         - Bookings and Sales Trends
- Overall Performance
- Key Wins                                                                                                                                                                                                - Professional Development Opportunities                                                                                                                                                                                                                                                                                                                                                                                   
	Applicable Leader
	Email/Intranet
	All Employees
	Quarterly

	Other Communication

	Corporate
	Professional Development Calendar and Employer of Choice Committee Updates
	EVP-OD
	Email, OD Quarterly
	All Employees
	Bi-weekly

	Corporate
	Indirect Labor Team
 
	VP-Quality
	Email
	All Employees
	Quarterly

	Corporate
	Innovation Committee Update
	Committee Chair
	Email
	All Employees
	Quarterly

	Corporate
	Organizational Development Update
	HR and IS Depts.
	"OD Quarterly" Newsletter
	All Employees
	Quarterly

	Corporate
	"Inside Company"
	Mktg. Dept.
	Email
	All Employees
	Bi-weekly

	Scope
	Message/Topic
	Leader
	Venue
	Audience
	Frequency

	Board of Directors

	BOD
	-Performance to plan 
-Forecast
-Sales & Marketing
	CEO
	On-site meeting
	BOD Members & Guests
	Quarterly

	BOD
	Bi-weekly Shareholder Update
	CEO
	Conference Call
	Shareholders, CEO, EVP, CFO
	Bi-weekly

	
	



	
	
	
	
	

	
	Information
	
	Dynamic
	




Example: Strategic Communications
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Example: Tactical Communications
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What and how we’re doing

Example: Tactical Communication
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Example: Tactical Communication
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What and how we’re doing



	Message
	Who Delivers
	Venue
	Audience
	Frequency

	
	
	
	

	

	
	
	
	

	

	
	
	
	

	

	
	
	
	

	




Thought-Provoking Questions:

1. What are your specific strategic and tactical elements?
2. What opportunities will staff have to communicate up?
3. How will this tool build alignment?
4. How will you leverage social media
5. How will people delivering the message be held accountable?


Creating a Communication Protocol (Part 1)
Imagine you are sitting with your CEO – what are the 4 key elements that he/she would want to communicate to the organization?  In the form below, write the:
· Message or key topic
· Venue – how it’s delivered
· Audience – who receives this directly (does it go to all employees, high level management, etc?)
· Frequency – how often will the message go out (will the CEO commit to this time table?)

	Message
	Who Delivers
	Venue
	Audience
	Frequency

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	





Creating a Communication Protocol (Part 2)
Look at the next level down from the CEO (Director, VP, Department Leader, etc.)?  What messages or key topics should this level communicate and how does it tie to the CEO message?  

In the form below, write the:
· Message or key topic
· Venue – how it’s delivered
· Audience – who receives this directly (does it go to all employees, next level only, etc?)
· Frequency – how often will the message go out (will the CEO commit to this time table?)
	Message
	Who Delivers
	Venue
	Audience
	Frequency

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	




Creating a Communication Protocol (Part 3)
Look at two levels down from the CEO (this could be line managers, department managers, or even supervisors)?  What messages or key topics should this level communicate and how does it tie to the CEO message?  

In the form below, write the:
· Message or key topic
· Venue – how it’s delivered
· Audience – who receives this directly (does it go to all employees, next level only, etc?)
· Frequency – how often will the message go out (will the CEO commit to this time table?)
	Message
	Who Delivers
	Venue
	Audience
	Frequency

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	







Keeping your Protocol Vibrant

· Reference in monthly CEO communication

· Keep the same sequence

· Leverage the same template where and when possible

· Use social media in partnership with other forms

· Update annually 

· Show communication graphically where possible

· Maintain ongoing communication using a balanced scorecard





Session 5 Assignment 

	
	

	
	Conduct a ’12 Needs a Leader Must Fill’ evaluation with your staff (or people who see you as a leader)

	
	1. What can you do to be a more engaged leader?


	
	Share the ’12 Needs ‘ tool with other leaders in your organization and teach them how to use the tool

	
	

	
	Get to know several of your employees on a professional and personal level

	
	

	
	[bookmark: _GoBack]Create a draft Communication Protocol document starting with the CEO and cascading at least 3 levels

	
	1. Share the document with your leadership team and discus
1. Are the messages you have outlined the correct messages?
1. How can you be more consistent in delivering messages


	
	Your Engagement Action Plan
Take notes on your Engagement Action Plan document and be prepared to turn in a copy of your results at the beginning of the next session






Preparation for Session 6

	
	

	
	Innovation is taking a current product, process, or service and making it better

	
	1. Based on that definition, make a list of 3 – 5 innovations that you have seen in your lifetime outside of your industry
0. Look at products and services that you use on a daily basis – what innovations have you seen?  How have these products and services been improved?


	
	What is the mix of generations in your workplace (just a rough estimate)



	Traditionalists
Born 1922 - 1945
	Baby Boomers
Born 1946 - 1964
	Generation X
Born 1965 - 1980
	Millenials (Gen Y)
Born 1981 - 1995

	%
	%
	%
	%



	
	Read the articles and watch the videos posted on the web site
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