Change management communications

Things to note about change

· People go through a ‘change curve’ to get to buy-in and acceptance.  Shock, denial, anger will come first, especially when it comes to an issue like redundancy or closure

· Intellectual and emotional buy-in is required.  Why are we doing this?  How will it affect me?

· People’s ability to process information under stress is reduced by up to 80%

· People will judge you 30% on what you say, 70% on how you look when you are saying it, and on:

· Do you care?

· Are you giving me the information I need?

· Are you telling the truth?

· How will you help me?

· People want involvement 

Questions

· Do people already understand the vision and strategy?  Do they buy it?  This communication will need to be placed in the context of this 

· Who are the spokespeople and do people have confidence and trust in them?

· What is the involvement of HQ?

· How do the leaders feel about this?  Do they believe in it?

· What is the stated culture?  What is the operating culture?

· Is there time allowed for change to sink in - managers / employee briefings

· Who is the internal communications champion and who owns long-term change?

Critical success factors

Above all: be authentic, honest, have integrity.  Principled leadership is key

· KISS.  All communication is as simple and clear as it can be - currently very corporate speak.  Families need to understand too

· Match language and tone to communication. 

· Clearly communicate business need in context of the vision AND ensure there is real focus on the personal impact in this context also 

· Leaders and spokespeople are crystal clear about it.  Practice and prepare

· Managers are confident to follow through.  Is there time allowed for them to take this on? People go to their immediate line manager for clarification not the CEO

· Be clear on your audience:  what info do they want to know, what are their concerns, what is their attitude, what behaviours will they need to change, what resources will they need?

· Ensure ongoing feedback channels are in place and people are available 

· Consider whether all information should be given on day 1 - they can’t take it in

· Demonstrate care before business expertise

Key strategy: Integration

· Develop overarching goals, measurement and key messages (max of 3)

· Align internal and external communication

· Short and long term strategies

Your role

· To coach key spokespeople - to both brief managers and then people at large

· Develop the integrated plan - media, customers, influencers and people

