



It is important to keep the following in mind when constructing any communication for your target audience:


· What do I want them to think?  What new attitudes, perceptions and behaviors will my audience need to adopt to be and feel successful?

· How do I want them to feel?

· What do I want them to “do” as a result of my message/activity?


The following guidelines will help you to understand and to meet the needs and wants of your target audience and effectively communicate your message.

	Who
Define your audience
	· To what degree does the audience know and understand the issue?

· What specific factors about your audience should you be aware of? (cultural differences, levels of cynicism )

· Are there other stakeholders that should be informed of your communication plans and/or asked for input?



	What
Key messages
	· What is the goal of your communication? What is the desired impact 

· What is the “what’s in it for me” message (benefits)

· What action do you want them to take? What does the audience need to know?

· Where can your audience go for more information?


	Why
State your business need

	· Why is it important for your audience to know this information?

· Why is it important for your audience to act upon it?



	When
Timing
	· Will your message compete with or be impacted by other events?

· Plan for optimum delivery/reception and action

· Is it ever too late to communicate?


	How
	· Methods to encourage 2-way communication

· What’s the best channel for your communication?

· What tools will be most effective in reaching your desired audience?

· Make the desired behavior on the part of your audience absolutely clear.


	Where
Venue
	· Department meetings

· Small/large group convocations

· Off site

· Electronic environments: websites, e-discussion groups etc.






Based on your desired goals, an effective communication plan will move your audience from awareness to action or commitment.  You may develop a variety of informal and formal communication channels and activities to achieve this purpose.

Fostering two-way communication between your target audience and other stakeholders will build trust and credibility, especially if you act upon your customer/stakeholder feedback.   Plan to incorporate opportunities for participation and input from all levels of staff as you develop, assess and implement your strategic goals and communication plans.

Here is a synopsis of the basic means of communication:
· Downward / one-way: used to inform, persuade, enthuse, explain, provide a sense of direction, prompt action; 

Examples: large open meetings, newsletters, email, web sites, copies of strategic plans, meetings to celebrate achievements

Disadvantage: no guarantee that messages will be read or understood


· Upward / two-way: useful in fast paced environments, identifies customer needs/wants, develops trust, encourages feedback, stakeholders feel valued and important especially if suggestions are acted upon, increases commitment for follow-through, opportunity for views to be put forth as changes are being planned and before decisions area made.

Examples: surveys, focus groups, manager “walk abouts”, acting on feedback, informal meetings or discussion groups, project teams, union or employee representative committees, intranet discussion groups

Disadvantage: can be time-consuming; communication may flow to only a specific segment and not to the full stakeholder audience; processes need to be well managed.

Finally, there is a third channel of communication to be considered: lateral communication.   Lateral communication occurs when lessons learned in one part of an organization are transferred or applied to another. This also takes place when other stakeholders are consulted and asked for views or feedback on proposed initiatives, for example. 


The planning grid, on the next page, will help you assess your current communication activities and plan future ones.  Plot your activities on the grid to gain fuller picture of your communication activities. 
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