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1. Introduction
The ITS Communications Framework is designed to enable ITS to communicate effectively with its stakeholders by means of consultation and information dissemination. 
The Framework identifies 
· Key audience groups 

· Types of information relevant to these groups (the “Value Statement” for these audiences)
· Communication responsibilities

· Channels for effective communications

· Communication partnerships across the university

Covering general communications audiences, principles and channels, application of the Framework is flexible as required for an individual project.  
2. Communications Goals

The overall communications goals of the Division are to:
1. Ensure that key stakeholders are consulted about IT planning, IT policy, IT service changes, IT projects. 
2. Maintain sound relationships with customers.
3. Ensure that technical support staff across the University are informed about ITS services and can provide adequate technical support to Monash staff and students.
4. Ensure that Monash staff and students are informed about ITS services so that they can perform their everyday business in the University.
5. Ensure consistency of communication across all services.
6. Promote the professionalism of the ITS Division.
7. Promote the principle of Customer Service.
3. Issues

· The devolved nature of IT support at Monash provides challenges for the communication of service issues, such as changes or interruptions to a service, and the education of end users on how to use a service or facility.

· Communications to end users can vary widely as most direct communications with these groups is provided by local faculty/departmental IT support.

· Non-faculty groups don’t have local IT support.
· End users often do not understand what services are provided and by whom (ITS or local group).
· Project steering committees have varying levels of involvement and commitment to projects and thus varying levels of communications as a result.
· No consistent standard of communications across ITS services and projects (survey feedback)

· Very limited immediate tools for student communications.
· Communication on ICCT (previously TWP) email list. Are ITS responses to ICCT list as ‘expert/representative of ITS’ or simply as ‘non-representative’? 
4. Key Audiences / Stakeholders

· ITS Service Desk

· ITS Managers (ITS Directors and Section Managers)
· ITS staff

· IT Managers (faculty)
· IT Support staff (faculty)
· End users – students

· End users – staff

· University management 

· Faculty management

· Project Steering Committees

· Project stakeholders

5. Messages
The different roles stakeholders hold in the delivery/receipt of ITS services and/or projects necessitates that:

· Different types of communication be conducted with the different roles (e.g. face-to-face, email, written communications); and 

· Different types of information are required by each audience (e.g. financial, technical, etc).
6. Communications responsibilities
Effective communication is the responsibility of every staff member in ITS. This includes:
· ITS Directors – responsible for strategic and senior level communications and Faculty liaison.
· Service Coordinators – responsible for communicating issues regarding the service to stakeholders, e.g. service changes, new services, withdrawal of services, interruption of services, new features for a service.

· Project Managers – responsible for the communication of issues regarding the project to stakeholders, e.g. project milestones achieved, project issues, project impacts on stakeholders such as Service Desk, IT support staff.
· ITS Managers – responsible for communicating to their teams any issues, changes etc that they are informed of via forums such as IT Managers, ITS Managers meetings, email lists or individual notification by project/service owner.
· ITS Service Desk staff – responsible for two-way communication; to customers and communication of issues back to Service Coordinators e.g. requests for more information of service change/project impact etc.
· ITS Service Agreements Manager – responsible for communicating IT issues with customers on SLAs.
Effective communication with end users is also the responsibility of Faculty IT support staff, provided they receive adequate information from ITS. 
7. Communication Channels 
A variety of communications channels exist for communicating with different stakeholders. Particular channels are more appropriate for different types of communications with different stakeholder groups. Available communication channels and responsibilities have been established and included in the appendices to this document. 
8. Partnerships
In order for effective communications to occur to the University community, ITS needs to establish and/or maintain communication partnerships with the following groups:

· With ICCT / IT Managers to communicate to end users. ITS will send emails to Faculty IT Managers for them to customise and on-send to Faculty staff.

· With IT Managers to communicate strategic and operational issues to Faculty Management and staff.

· With Service Level Agreement Manager to communicate with customers in SLAs. ITS will send emails targeted at end users to SLA Manager for them to customise and on-send to org unit staff

· With Faculty Managers to communicate budgetary and strategic issues.
· For those with no local IT support and no SLA with ITS, information will be displayed on the ITS website and will be announced in the Monash Memo - Notices Bulletin where relevant.

ITS can provide a wealth of resources to assist IT support staff to pass the message on to their constituents.

9. Faculty Liaison

To foster a formal relationship management association with faculties, appropriate ITS staff members will attend faculty meetings. ITS representation will depend on the objective of the meeting and will vary from Service Coordinators or Project Managers consulting or advising Faculty IT meetings about a service change or project progress, to Directors attending Faculty managers meeting, depending on the agenda. Attendance at these forums is by invitation of the Faculty. Faculties may invite a senior member of ITS to be a permanent representative on their IT committee and this type of interaction is illustrative of a quality partnership arrangement between Faculties and ITS. 
10. Communication types

A communications matrix, providing communication strategies for the following communications events is attached as Appendix A.
· Strategic communications 
· Service communications 
· Critical incident communications

· Project communications

· Website communications

· Media communications
11. Approvals

To portray a professional approach, address usability, responsibility and sometimes legal issues, certain communications require particular levels of approval before they can be disseminated:

	Type of communication
	Approval

	Non-technical communication to end users. This includes emails, submissions to Monash wide publications, website content, posters, brochures, etc. (Note: website content targeted at students goes via CMS workflow to Client Communications; website content targeted at staff is approved by Service Coordinator – Client Communications has editorial responsibility to notify owner if page / content is not appropriate) 
	Client Communications



	Monash Global emails, Monash Memo, Policy Documents
	Client Communications, then Director, Client Services

	Financial context or messages, e.g. service pricing. 
	Director, Corporate Services

	Major service changes
	ITS Director for service to approve email to IT managers

	Communication to public media
	Client Communications, then Director, Client Services


12. Responsibility of the Client Communications Team

The Client Communications team can provide consultancy advice on all types of communications and assist with communications planning.
It is the responsibility of the Service Coordinators and Project Managers to develop and implement communications plans.

Client Communications has expert knowledge in targeting communications at non-technical audiences, ie. students and staff. It is advisable to consult with Client Communications on any communications which are being made with these groups. Client Communications should approve all communications to these audiences and will process any which need additional approvals from Directors.

Client Communications is also well-equipped to test end-user documentation before it goes live.

Client Communications is responsible for the ITS public and ITS-only intranet sites. All new content should be discussed with the Web Services Coordinator within Client Communications to determine the appropriate templates and navigation structures.

13. Appendices
Appendix A: Communications Matrix 
Protocols for specific communication objectives including: strategic; service; critical incident; project; website; and media communications. It provides detailed information on the who, how and when to contact.
Appendix B:  ITS Communication Channels – Quick reference guide

A quick reference guide to common ITS communication channels, including the stakeholders they may reach.

Appendix C: ITS Stakeholders– Quick reference guide
A quick reference guide to common ITS stakeholder groups and audiences, including appropriate communication channels. 

Appendix D: ITS Communications Plan - Template
A template designed to assist Service Coordinators and Project Managers to develop a Communications Plan to accompany the introduction of a new service or a major change to an existing service.
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