Why Internal Communication Matters

People outside the organization get information from people inside the organization
Who are Your Internal Audiences?
• Administrative Assistants
• Central Office Administrators/Staff
• Teacher Aides
• Paraprofessionals
• Teachers
• Custodians
• Principals
• Bus Drivers
• Food Service
• Board of Education

The Most Important Topics Staff Want to Know:
• Logistics.
• How does __________ affect me? (fill in the blank).
• What’s happening before it happens.
• What I need to know to do my job.
• What’s going to show up in the press –
before it shows up in the press.
• The truth!
Communication Demonstrates:
• Value, trust, appreciation and respect
Lack of Communication:
• Breeds resentment.
• Creates rumors.
• Causes discontent.
• Leaves people feeling: “left out”, “nobody cares”,
“what I do doesn’t matter.”
• Ruins school district reputations.
Reputation Builders or Saboteurs?
What is the grocery store message about your school
district? When people stop to talk to each other at the
grocery store or at a local restaurant, conversations
often come around to work. When school staff
members discuss their work, they are discussing the
local school district. Internal communication – helping
staff be in the know about school issues – is important so
that the grocery store message helps, rather than harms
your district’s reputation.
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Often, more support staff are district residents than are
certified staff. That’s why it is very important to include all
staff in your internal communication strategies. Remember,
staff members are also parents, grandparents, neighbors,
and taxpayers of your district’s schools.

The Basics of Internal Communication Planning
• Variety
Depending on the demographics and the
roles staff members play, they may receive
information in different formats. E-newsletters
have replaced print newsletters, but do all staff
have access to e-mail at school? How can you
develop face-to-face opportunities to allow twoway communication? Variety is still important,
including using mobile applications.
• Key Messages
Information should be easy to understand.
It is important to tell staff about the district
goals, success, and challenges – in easy to
understand language.
• Know Your Audiences
Staff members in their thirties and forties may
have different attitudes about communication
than their younger or older colleagues.
• Planning
An effective communication plan considers
the characteristics of the staff, how they want
to receive information, what information is
important to them, and what information the
district wants staff to know and understand
(key messages). Ultimately, strategies should
be deployed through a strategic internal
communication plan.
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Internal Communication Tips and Tactics
• Visual
• Add visuals to all internal communication.
• Create an on-line space where you can place
announcements/information.
• Provide visual clues for updates.

• Digital
• Blogs, e-newsletters, videos, social media.
• User-created Content
• Employee-created videos.
• Collaborative structures.
• Use their voice to tell about new initiatives.
• Ease of Use
• Use headlines and subject lines to convey
information.
• Information must be relevant to the reader.
• Use consistent formats.
• Think about the 51 second reader.
• Use links for more details.

Proactive Communication is Early, Often
and Ongoing
• Listening
• Face-to-face meetings; surveys; ask questions;
advisory groups; faculty/staff meetings; polls on
emerging issues.
• Personalized Communication
• Face-to-face meetings or small group meetings
with staff most affected by upcoming or
possible changes.
• Crisis Communication
• When unforeseen incidents occur, communication
in the first 24 hours sets the tone for the entire
event. Lead the message, don’t follow it.
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Special Communication Challenges

Handling Rumors
• Shape the message don’t chase the message.
• Know the hot topics and proactively communicate.
• Be open to good and bad news.
• Gather feedback to understand perspectives.
• Thank people for complaints, questions,
phone calls, e-mails, etc. These are opportunities
to identify misunderstandings or to learn
something new.
• Create Q&A documents about big issues.
• Keep Web site updated.
• Address individual people if misunderstandings
arise.
• Personalize communication to those most affected.
• Create easy-to-access information.
Delivering the News of Unpopular Decisions
• State the facts.
• Trim your words.
• Avoid vague terms.
• Ask for questions.
• Be real and empathetic.
• Agree where you can.
• Stay calm and collected.
• Welcome questions for clarification.
Shaping the Message about Unpopular Decisions
• What alternative solutions have you tried
or investigated?
• Who made the decision (don’t pass the buck)?
• How does the decision affect employees
(and others)?
• What does the organization expect from
employees?
• What are the next steps?
• How will staff be kept informed of changes?
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