Communication Plan


	#
	Audience
	Message Content
	Delivery Mechanism
	Sender
	Date

	1
	Program/Office Managers
	Leadership Notice: Notify managers you are initiating a process improvement project to address service issues/challenges - include compelling case for project and results you hope to achieve.  Include a brief statement defining Lean. You may want to solicit names of people to be part of the project team. Ask leaders for areas of resistance to the project.  Provide a contact for input, questions and concerns.
	Manager meeting or email
	Sponsor
	 

	2
	Staff who may be impacted by the project and perhaps customers and stakeholders
	Stakeholder Notice: Notify Staff/ Customers/Stakeholders you will be initiating a Lean project to address service issues/challenges - include compelling case for the project and results you hope to achieve.  Include a brief statement defining Lean.  Acknowledge both positive (WIIFM, include short- and long-term benefits)* and negative (short- and long-term costs) impacts of the project.  Address anticipated resistance to the project.  Provide a contact for input, questions and concerns.  Let them know when they can expect to get a future update on the project and thank them in advance for their support of the project.
	E-mail/ Newsletter?
	Sponsor
	 

	3
	Team members & their Supervisors/ Managers
	Team Invitation: invite identified team participants.  Provide them with Who, What, Why, When, Where, How of the project (you may want to send them the draft project plan - that addresses these items).  At a minimum, your message should include the purpose and desired outcomes of the project, the role and time commitment of team members, and any next steps in the project.    
	E-mail
	Sponsor
	 

	4
	Staff impacted by the project
	Staff Notice: Let staff know who will serve on the project and the purpose, outcomes, and timeline for the project.  Address new or reiterate prior benefits and negative impacts of project.  Express appreciation for their support.  Again, let them know who they can contact with input/questions/concerns.
	E-mail
	Sponsor
	 

	5
	Sponsor, Team members, Facilitator
	Kickoff Meeting: Schedule kickoff meeting and send meeting agenda  
	email / Outlook
	Team Leader/ Sponsor
	 

	6
	Team members
	Kaizen Event: Schedule project meetings 
	email / Outlook
	Team Leader / Facilitator
	 

	7
	Sponsor, Team Leader, Facilitator
	Check-in Meetings: Schedule 30 minute check-in meetings at the end of each project day 
	email / Outlook
	Team Leader / Facilitator
	 

	8
	Key stakeholders
	Report Out Invitation: Send invite
	email
	Sponsor
	 

	9
	Key stakeholders 
	Project Report Out: share results of the project and answer audience questions.  Solicit feedback on recommendations.
	Meeting
	Team, Sponsor(s), Facilitator
	 

	10
	Staff, Customers, Partners
	Project Update: Restate the purpose of the project (compelling case for change - why?) and goals of the project (future vision - what?).  Inform them of the key changes that were adopted.  Define the benefits and negative impacts of the changes to customers and staff.  Explain how you will mitigate negative impacts.  Provide staff a copy of the action/implementation plan (how?).  Define how project progress will be measured and how you will continue to improve the process.  Define staff roles and expectations for implementing the plan - include consequences for failure to fulfill expectations.  Include strategies that will positively reinforce desired behavior/changes versus punishments. Let them know who they can contact with questions/concerns/input.  
	Email, meeting, newsletter
	Sponsor or Team Leader
	First message 1 week after Report Out - then send updates at key milestones.

	11
	Staff, customers, stakeholders
	Solicit input from staff, customers, or stakeholders on what is and is not working (e.g., After Action Review).  Let them know how you will use their input and when they can expect to hear back from you on the status of changes (Include information on what will be changed and when and what changes you will not make and why).  Let them know who they can contact with questions/concerns/input.
	Email with electronic survey, meeting 
	Sponsor / Team Leader
	4-8 weeks after implementation

	
	* WIIFM - what's in it for me
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