ITSS Communications Survey – October 2002

Results, Lessons Learned, Recommended Actions

• What are the preferred communication channels in ITSS? 

1. Staff meetings with my manager and group

2. One-on-ones with my manager

3. Email from my manager

4. Unit “All hands” meetings

5. ITSS Digest

6. Web pages

7. The grapevine/rumor mill

Lessons: The direct manager is the most important communications link with staff. That link needs to be consistent and solid across the whole organization.

Action: Have staff meetings regularly, and use web pages and the Digest more broadly. Begin to use 

itss-managers@lists to share information.

• On which topics would you like more information? 

1. Service and operational changes/updates/outages

2. ITSS budget, objectives, and priorities

3. Customer/client updates

4. Organizational changes

5. Project updates

6. Stanford objectives and priorities

Lessons: Staff are really interested in how their work contributes to ITSS and Stanford.  They want context and information to keep them better informed and to serve their clients more effectively.

Action: Include these types of topics in your communications with staff.

• What are the elements of running a successful meeting?

1. Have a pre-planned agenda and cancel the meeting when there’s no need

2. Keep to the agenda timeline

3. Encourage participation and invite other parties to bring special content or expertise

4. Adjust the agenda as necessary

5. Send materials in advance

6. Record action items from each meeting

Lessons: We spend a lot of time in meetings and based on the responses to our first question, many staff find these to be one of the most effective ways to get information when

• conducted well,

• pass down information is shared, and

• actions and results are published.

Action: Make meetings you conduct as useful as possible.  Seek training or mentoring as appropriate

• Which communication skills need the most improvement in ITSS?

1. Meeting management and facilitation

2. Large group presentation skills

3. Clearly stated communications

4. Sharing information

5. Writing clearly and concisely

Lessons: The more people you work with, the more skills you need to handle verbal and written communications effectively.

Action: Choose an area for self-development that applies to your work situation.  Ask for assistance from those you know who have talent/skills in a particular area.
• How can we improve ITSS communications?

1. Get everyone to commit to sharing information

2. Make sure information reaches the appropriate people

3. Don’t forget face-to-face communications: wander around!

4. Use the ITSS Digest as a clearinghouse for more sharing

5. Keep our ITSS Org Chart and Project pages up-to-date

Lessons: Information not shared is often information lost to the organization.

Action: Be a channel of information—not a dam.  Pass information along…as you give, so shall ye receive!

• What are the worst ways to introduce a new staff member?

1. Let time take care of it…they’ll meet people in meetings

2. Have them write up their own announcement

3. Wait for the next ITSS Town Hall

4. Give them the building map and wish them luck

5. Have them buy bagels and host a “get-to-know-me” party

6. Wait until you have an even dozen new staff

7. Wait until they complete their six-month probationary period

Lessons: A timely, warm welcome into an organization shows respect for your staff.

Action: Introduce new staff before they arrive to your workgroup, and broadly to ITSS (via the Digest) in their first week in your group.

• What other methods/tools do you use to communicate well?
1.

2.

3.

4.

5.

6.

7.

8.
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