
Contents

List of figures  viii
List of tables  ix
Foreword by Anne Gregory  xi
Foreword by James Harkness  xiii
Acknowledgements  xiv

	 Before we start  1

01	 What internal communication is and why it matters  4

What you will learn from this chapter  4
Internal communication is coming of age  5
Definitions  6
It’s not about telling – it’s a two-way thing  8
Getting strategic  9
Ethics  16
The key learning points from this chapter  18
Notes and references  18

02	 Organizing internal communication  20

What you will learn from this chapter  20
A little history  21
The big answer  21
How do you decide what you need?  30
Working with suppliers  36
The key learning points from this chapter  40
Notes and references  40

03	 Planning  41

What you will learn from this chapter  41
The essential steps of planning  41
Templates for a communication plan  53
The key learning points from this chapter  57
Reference  57

04	 Audiences  58

What you will learn from this chapter  58
Why understanding your audience is important  58

Internal Communications_Revised_print-ready.indb   5 7/3/2014   9:33:49 AM

Internal Communications uncorrected proofs issued by marketing 04/07/2014. 

© KOGAN PAGE 2014. NOT FOR REDISTRIBUTION



vi Contents

The basics – the demographics every internal communicator  
needs to know  60

Segmentation: One size does not fit all!  61
The key learning points from this chapter  72
Notes and references  72

05	 Messaging  73

What you will learn from this chapter  73
What is a message?  73
Making it supportable  77
Making the case for a change – dilemmas, proof and emotion  79
Keeping it simple  84
Planning your message – a standard template  86
Channels and messages  88
The key learning points from this chapter  89
Notes and references  89

06	 Channels  90

What you will learn from this chapter  90
It’s all about results  91
The medium is the message  92
Social media – misunderstandings and opportunities  99
Conducting a basic channels audit  101
Discovering what good looks like  102
A channels matrix  103
The key learning points from this chapter  114
Notes and references  114

07	 Why line managers matter and how to support 
them  115

What you will learn from this chapter  115
The line manager as the make-or-break factor  116
It’s not what you do but the way that you do it: the five key 

questions  119
The key learning points from this chapter  134
Notes and references  135

08	 Working with senior leaders  136

What you will learn from this chapter  136
Why should anyone care about making the CEO look good?  137
The boss and engagement  138
Why should the IC team care?  139

Internal Communications_Revised_print-ready.indb   6 7/3/2014   9:33:49 AM

Internal Communications uncorrected proofs issued by marketing 04/07/2014. 

© KOGAN PAGE 2014. NOT FOR REDISTRIBUTION



viiContents

What does it mean to be a ‘trusted adviser’?  141
Getting your plan sorted  152
Channels and tools that work  157
The key learning points from this chapter  165
Notes and references  166

09	 Change  168

What you will learn from this chapter  168
What is change? Getting the terms right  168
Some theory  169
A planning template  173
Preparing leaders  183
Keeping communications going through the life of a change  186
The key learning points from this chapter  186
Notes and references  187

10	 Research and evaluation for internal communicators  188

What you will learn from this chapter  188
Why do internal communicators need data?  189
What should you measure?  190
Audits – creating the communicators’ balance sheet  193
Where can you find your data?  196
Quantitative measures – surveys and tracking  203
Qualitative approaches  214
Resources  221
The key learning points from this chapter  221
Notes and references  222

11	 Developing yourself and the team  223

What you will learn from this chapter  223
What makes a great IC professional?  224
It’s about the role  225
What skills, knowledge or experience do I need to do a good 

job?  225
How do I get better?  230
The key learning points from this chapter  233
Notes and references  234

Appendix 1: The CIPR Code of Conduct  235
Appendix 2: Dewhurst and FitzPatrick’s core competencies  237

Index  250

Internal Communications_Revised_print-ready.indb   7 7/3/2014   9:33:49 AM

Internal Communications uncorrected proofs issued by marketing 04/07/2014. 

© KOGAN PAGE 2014. NOT FOR REDISTRIBUTION




