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OFFICE OF RESEARCH

Overview of the Office of Research Communication Plan
1.
Introduction and Project Description
“I’d suggest that the greatest overall benefits/outcomes have included improved awareness and understanding, greater access to timely information, and accountability.” (Anonymous Survey Respondent)
The purpose of creating a communication plan is to improve the quality and effectiveness of communication both internally (the Office of Research) and externally (campus and beyond). The vision of OR is to create an “outstanding climate of support for University of Washington researchers.” Through the use of an effective communication plan strategy we will provide relevant, accurate, and consistent information to all stakeholders and to improve our ability to be a resource to the University of Washington research community. The communication plan will provide a framework to manage and coordinate the wide variety of communication that takes place across the Office of Research. The Office of Research communication plan will be constructed on the foundation of our mission, values, and guiding principles.
The communication plan will describe:
· To whom our communications will be addressed – our audiences

· What we want to accomplish - our objectives

· Ways in which our objectives can be accomplished - our goals

· How we will accomplish our objectives – the tools and timetables

· How we will measure the results of our program – metrics and evaluation

2.
Stakeholders (target audiences)
Internal stakeholders:
· All Office of Research personnel
External target stakeholders: 

· UW campus staff and faculty

· Process partners (groups were our processes intersect, e.g. GCA, Financial Management, marketing and communication, other units, etc.)
· Sponsors (NIH, NSF, etc.)
· Peer institutions 

· Industry partners

· General public

· State and federal government

3.
Audit Results

The first step in the development of a communication plan and the building of a framework was to conduct a comprehensive communication audit. This was accomplished through responses from two Catalyst surveys that were completed by the OR Leadership Team (March 08 and March 09), iSTAR employee satisfaction data, discussions with the Vice Provost for Research, feedback from the iSTAR focus groups, discussions at OR Leadership Team and ExCom meetings, and strategic planning retreats. The data gathered from this process are described in the pages that follow. Verbatim comments are included in the appendix of this report.
The survey questions were:

1. What kinds of communication are currently in place in your unit for internal groups (emails, newsletters, regular notifications, etc.)?

2. What kinds of communication are currently in place in your unit for external groups (emails, newsletters, regular notifications, etc.)?

3. With regards to both internal and external communication, what are you doing now that is working well? 

4. What is important for the Office of Research to communicate to stakeholders?

5. One of our major goals is to facilitate the success of UW researchers.  What do we need to do via a communication plan to accomplish this?

6. How will we measure the success of a communication plan? What mechanisms need to be in place to measure our success and what criteria should we use?

7. What are the key things we need in our communication plan to make it successful?

A. Survey results

Question 1: What kinds of communication are currently in place in your unit for internal groups (emails, newsletters, regular notifications, etc.)?
· email: announcements, notifications, “e-News” (a newsflash for HSD staff and IRB members), HSD "official" policy notices to staff and/or IRB members, and “official postings” 

· web: informational web pages, OR Intranet for staff, HSD secure “For Staff” and “For IRB Members” pages, HSD “What’s New,” and HSD “Drafts Review” page 

· newsletter: OR quarterly newsletter for OR staff, HSD News for staff and IRB members

· training: topical group training, IRB continuing education, OSP ad hoc training

· meetings: staff meetings, ORIS developer meetings, monthly all-ORIS meetings and ORIS weekly meetings with individual development teams

· bulletin boards: HSD and OR staff official bulletin boards (events, announcements, HR posters, policies, etc.)

Question 2: What kinds of communication are currently in place in your unit for external groups (emails, newsletters, regular notifications, etc.)?

· email: announcements, notifications, communications from SAGE/SPAERC, OSP email award notification, HSD “eNews (for HSD staff and IRB members), HSD “Official Postings” and “Drafts Review” page, funding opportunities (e.g. RRF and Bridge funding opportunities), MRAM (formerly QRAM), and ORIS updates to advisory teams 

· web: Data (Annual Report and Fact Sheet, etc.), “What’s New” in the HSD home page, “Policy, Procedures, and guidance” and “Forms” pages on the HSD web site, informational web pages, semi-restricted folders on the HSD, and resources for researchers

· newsletter: HSD e-newsletters to researchers, research staff and other compliance offices, ORIS eGrants newsletter 

· meetings: Human Subjects Policy Board, Stakeholder Advisory Groups, Open Forum, MRAM, ORIS presentations to campus stakeholders at MRAM, OSP, and GCA

· other: HSD “official posting” sent via hard copy to announce changes to procedures, correspondence to federal agencies per regulatory requirements, and Annual Report to Board of Regents

Question 3: With regards to both internal and external communication, what are you doing now that is working well? 

· Internal
· email: listserves 

· web: OR Central Intranet helps with consistency of practices across the organization, keeps us in compliance, and can reduce emails, phone calls, questions, etc.

· meetings: staff meetings 

· other: Establishing common views of efforts and deliverables that are updated monthly (ORIS) 

· External
· email: automatic notifications from SPAERC/SAGE to campus, email via listserves, MRAM and DDC 

· newsletter: HSD “Official” newsletters (they have a distinct “look” and formatting which makes them noticed), and eNewsletter to Researchers 

· meetings: Stakeholder groups and standing meetings for periodic updates (this works very well in conjunction with seeking their input on issues and solutions; e.g. Human Subjects Policy Board)

· other: communication with end-users augmented by additional resourcing (ORIS)
Question 4: What is important for the Office of Research to communicate to stakeholders?

· Internal Stakeholders
· OR mission, vision, goals, strategies, and activities 

· a sense of passion, purpose, and drive

· that we value our staff

· a sense of cohesion and coordination within OR and among its units

· that we are forming a culture of continual process improvement

· that we are customer-oriented and our culture is one of openness and teamwork

· changes in policies, procedures, and processes, and how policies are established and/or revised

· notifications of new personnel and position changes, and institutional information

· successes, measures, and outcomes

· information and opportunities for involvement in current projects and initiatives, requests for input and feedback, and opportunities for service

· up-to-date budget information

· OR job duties and functions 

· description of communication protocols that are in place to facilitate cross-office communication in a fragmented compliance environment

· that we remind staff about the “fruits of their labor” and what the local and global stakes are
· External Stakeholders

· our role with respect to the UW research enterprise

· reinforcement of the efforts and messages that are being sent

· up-to-date budget information
Question 5: One of our major goals is to facilitate the success of UW researchers. What do we need to do via a communication plan to accomplish this?

· describe the challenges facing UW researchers, and OR’s response for the institution

· communicate that we are working towards the goal of a single point of contact for researchers (when possible) 

· provide a newsletter to the research community, opportunities for involvement in initiatives, and to provide input and feedback

· establish clear methods for communication, so that they know and depend upon an easy and convenient way of finding out information and receiving updates

· develop a way to communicate effectively while considering their overwhelming workload 

· define communication methods for different types of content

· provide information pertinent to proposals and procedures

· communicate to campus that OR grant submission is a simple and clear process

· encourage two-way communication - it could include a blog, a wiki, a GoPost discussion board, etc and establish regular mechanisms to communicate their priorities and issues 

· “Given the many changes in OR and OR's growing activism, it might be time to consider centralized communication methods rather than newsletters from each individual office. The communication situation is becoming similar to the problem with training requirements - i.e., no centralized place where training requirements are tracked, described and where researchers can go to find out about them and how to fill them. Researchers, study staff, and administrators would definitely pay attention to a single, regular, OR newsletter that focused on research administration and compliance.”

Question 6: How will we measure the success of a communication plan? What mechanisms need to be in place to measure our success and what criteria should we use?

· Criteria for measuring our success

· researchers, staff, and administrators know where to look for relevant information  and how relevant communication (e.g., new policy or deadline) will be communicated to them 

· researchers, staff, and administrators know how to communicate with OR

· we can demonstrate that the intended audience has received and understood the information

· Mechanisms for measuring our success:

· Researcher and campus surveys 

· measure via survey to make sure PI and Researchers get correct information 

· find out how well PI/Researchers are informed of external issues

· communicate so that they do not feel that answering a survey or email is an additional “burden”

· identify and use PI and Researchers' preferred content, sources, and media 

· add a Q&A section or survey on applications for feedback

· request researcher participation in post-roll out surveys to get to the specifics of a communication plan

· Occasional focus groups

· Request regular feedback

· Create metrics

· “HSD has built in a feedback mechanism on their metrics webpage to give folks a chance to say whether the metrics are meaningful to them and what else they would like to see.”

· “Count web page hits and how many links or ‘clicks’ viewers utilize in accessing OR web sites.”

· “If the plan answers common questions upfront, then success is measured by those questions not being asked again. A mechanism to test this would be to tally the most frequently asked questions from help desks and phone triage, then answer those questions upfront in a communication. Compare a tally of said questions being asked before and after, and see if the communication was successful in clarifying questions for campus.”

Question 7: What are the key things we need in our communication plan to make it successful?

The final question on the survey asked the respondents to indicate the key things we need in our plan to guarantee success. Respondents wrote that our communication needs to have a “straight-forward” writing style and to have a “visually-clean” and “modern” look. Our communications should be accurate, concise, and we need to be able to respond to campus quickly regarding urgent or critical situations. While the information needs to be succinct it also has to refer researchers elsewhere for more in-depth content. Additional comments include the following:

· We need an initial outreach plan to, “… inform researchers, study staff, and administrators about communication from OR and OR units, followed by annual or semi-annual refreshers.”

· “Campus-wide communication at particular levels and representing OR should probably be vetted through one person for coordination of efforts and careful messaging.”  

· “Identify people/positions with authority and responsibility to (1) produce the content; (2) produce the communication document/webpage/etc.; (3) manage the distribution and archiving (i.e., continued availability) of the communications; (4) do overall management to ensure that all content is provided, deadlines are met, do troubleshooting, etc.; (5) tracking; (6) receipt and management of incoming communications and questions. This a description of functions, not of the number of different positions required,”

· “A communication schedule that is frequent enough that people come to rely on the communications and to expect them, but not so frequent that communications are mentally dismissed”

4.
Communication Plan Objectives
· Encourage and promote open and clear communication within the Office of Research
· Foster trust between OR units and campus

· Build a strong culture of staff recognition

· Build a communication plan structure for dealing with urgent and or time-sensitive issues/communications

· Monitor consistent messaging across OR

· Establish processes for feedback

· Establish procedures for continuous process improvement 

· Systematic evaluation of the content

· improve access to key information 

· provide compliance and regulatory resources

· instill confidence in the level of service and expertise of OR staff

· raise awareness of the services offered by the Office of Research 

· assist our research community in communicating the benefits of research to the general public, industry partners, and to our state and federal government stakeholders
· Assemble a cross-unit communication team led by the Office of Research Communication Manager
5.
Formation of a Cross-Unit Communication Team

The Office of Research will assemble a cross-unit working group to review this plan, develop communication plan strategies, complete a project task list and be responsible for implementation of all or part of the tasks.
A. Communication team make-up and goals
1. Communication team is made up of unit communication focals or leads
2. Create team roles and responsibilities

3. Review communication plan (look for gaps and opportunities), including review of regular updates
4. Review current communication methods (OR communication matrix)
a.  Review project list (target audiences, and communication mediums)

b. Identify criteria for prioritizing requests

c. Establish timelines

d. Review gaps

5. Creation and implantation of communication plan strategies including task lists and timelines  

B. Review of communication strategies, objectives and implementation plan
1. Collaboration across units

a. The communication team will review selected communication pieces to make sure all units are aware of communication being sent to ensure that the messaging is consistent, and that it is disseminated broadly within their units and process partners.  

b. Set up an internal project management blog and/or use of a Sharepoint site – maybe two different blogs:  1) project tracking – internal   2) finished products for public dissemination

c. Build a communication plan for dealing with urgent and or time-sensitive issues/communications

2. Consistent messaging across units for all audiences (units, campus, process partners, and researchers)

a. Create best practices and processes for consistent messaging

· Create a check-list for messaging information:

· consistency within units

· search and replace outdated information when an announcement or update is sent 

· make sure all the crucial information is included, and that it is brief and concise

· make sure the  audience is correct so the information is going to the right people 

· review process within OR ExCom, OR Leadership meetings, Web Advisory Group (WAG), and staff meetings

· process for feedback from process partners

· process to monitor consistency of messaging

b. Use templates (i.e., announcements on the web site) and some common formatting among units when appropriate

c. Use OR brand

3. Centralizing communication

a. Have a location for uploading internal and external pieces that are central to our mission

· blogs, research commons concept (posts would need to be approved by an assigned moderator)

· presence on administrative gateway (link to the OR site)

· Internal and external stakeholders need to know where to go for specific information and updates (also in “E” and “F”)

· “We can’t always trust that administrators will hand down information – we need to have a proactive approach to disseminate information” (verbatim comment from survey respondent)

4. Develop a communication strategy to improve communication within the Office of research

a. Build a strong culture of staff recognition

b. Encourage and promote open and clear communication within the Office of Research

c. Foster trust between OR units and campus

d. Review OR quarterly email newsletter

5. Improve services to the research community

a. Create a strategy to assist our research community in communicating the benefits of research to our community, general public, industry partners, and state and federal stakeholders (liaison with marketing)

b. Discuss the plan for the campus-wide Office of Research email newsletter

c. Handle information overload while still reinforcing prior messaging appropriately

d. Improve access to key information for researchers and their staff (compliance and regulatory information, updates, announcements)  

e. Researchers need to know where to go for specific information and updates 

f. Possible resources are the research portal and OR newsletters (internal and campus)

g. Address the comment, “We create resources but don’t always market their availability”
h. Create confidence in the level and expertise of OR staff 

6. Develop strategies for marketing OR services and informational pieces (liaison with marketing)

a. Develop a plan to market our resources and our services and increase the presence of the Office of Research (uWEEK, etc.)

b. Bridge the gap and improve the communication at the school/college level so that we can work together in a more “dynamic way”

c. Market our services so that internal and external stakeholders know where to go for specific information and updates

d. Include a link on the “Administrative Gateway,” and consider other possible links to OR sites

7. Finalize outreach plan to inform researchers, staff, and administrators about communication from OR and OR units 

a. Create an outreach plan, possibly uWEEK, others…

8. Develop communication plan metrics and tools for systematic evaluation and feedback

a. Review feedback options (surveys, blogs, WIKI, GOPost Discussion Board, etc.)

b. establish procedures for continuous process improvement

6.
Communication Plan Metrics and Evaluation Template
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7.
Deliverables and Action Plans

	Plan for Internal Communication
Goal: Improve Communication within OR and its Units (October 27, 2011)

	Goals
	Task
	Designee(s)
	Action Items
	Progress to completion
	Notes

	1) Develop a centralized communication plan
 
	A.  Provide regular OR-wide updates to all units: The content would include items such as: policy and budget updates, announcements, planned outreach to campus, HR and admin items, announcements, staff updates, safety, system tools, etc. 
B. ORB quarterly unit updates
C. ORB monthly staff updates 
	Comm Team/ Web Team
	1.  Blog: Decide on content, draft guidelines and best practices, directions for use, set up wordpress, 
2. e-Newsletter
	A. The ORB (live 4/2010, auto-subscription in place 10/11 (100%)
B. ORB Qrtly unit updates will begin 1/2012
C. ORB monthly staff updates will begin  1/12
	What are the areas of overlap (in business process, etc.) between/amongst our units 


	2)  Regular updates to staff from the VPR 
	A. Implement annual State of OR address
	Comm Team/ ORC
	Plan for annual State of OR address by Mary
	A. 100%
	 

	3) Develop a plan for collaboration across units
	A. Cross-unit Comm team will meet on a regular basis to discuss upcoming Comm plans and strategize for sharing information
B. Creation of a plan for urgent and/or time-sensitive issues/communications. This plan would start with the identification of specific qualification criteria for time sensitive/urgent messages and would include a process for approvals and dissemination.          
	ORC Comm Manager with review by ExCom and Comm Team
	 
	A. 100%
B. in process - 75%
	*Survey participants listed the following as being useful documents to share: 
internal: project tracking detail and updates
internal/external: finished products for public dissemination

	4) Develop a plan for consistent messaging across all audiences
	A. Communication team to meet on a regular basis to discuss upcoming communication and to make sure messaging is consistent. Communication pieces are routed through communication team for review (when appropriate)
B.  Shared templates/common formatting/use of OR brand·
	Comm team
	 
	A. 100% 
B. Under discussion- 20%
	 

	5) Develop an editorial calendar
	A.  Develop an editorial calendar to track communication and deadlines for the Office of Research (Central)
	Comm Manager
	 
	A. 100%
	 

	6) Help to build/strengthen a strong culture of staff recognition through communication
	A. Create an employee recognition program - celebrate milestones, internal newsletter could include a profile on a staff member, etc. (Debbie has been working on employee recognition and has implemented some of those ideas)
B.  Suggestions for staff highlight section on the iSTAR page
	Comm Team/ ORC/ Operations Manager/ ExCom
	 
	A. 50%
	To what degree should this be unit-specific or OR-wide?
Consider including on iSTAR page/OR central home page

	7) Establish processes for feedback and continuous process improvement
	A. Establish processes for feedback
B. Establish procedures for continuous process improvement 
	Comm Team
	 
	A. In plan for 2012 (0%)
B. In plan for 2012 (0%)
	Include systematic evaluation of 

	8) Systematic review and evaluation of content
	A. Systematic review and evaluation of content
	Comm Manager
	 
	A. This is handled through a scheduled annual review with the use of the Editorial calendar (100%) 
	 


	Plan for External Communication - Research Community (10/27/11)

	Goals
	Task
	Designee(s)
	Action Items
	Progress to 
completion
	Notes

	1)Improve access to key information for researchers and their staff (compliance and regulatory information, updates, announcements)  
	A. Create process for posting  compliance related policies and guidelines that are owned by another central unit
B. Use of Research Portal
	Jill Yetman/ Jeff Cheek
	1. Review email of 3/11/10 from Jill and check back to see if guidelines were implemented
2. Research landing page (first step toward portal)
	A. 50%?
B. 100%
	 

	2) Review and revamp the OR external newsletter
	A. Review audience, purpose and messaging for the research community and publish a regular campus update 
	Comm Team
	1. Create layout and publication plan
2. Learn Convio
3. Submit publication schedule to team
4. Publish
	A. 100%
	 

	3) Communicate OR's role with respect to the research enterprise
	A.  Communicate OR's role, and create confidence in the expertise of OR staff 
	Comm Team
	1. Use the Campus Update to support these goals
	A. 2 publications sent - 100%
	What is our messaging and how do we support the research enterprise? Dashboard accounting, newsletter, web sites, metrics, workload, accomplishments, research grants, personnel, etc.l 

	4) Benchmarking and rankings
	A. Review possible benchmarking metrics and information
B. Update Rankings information
	Comm Team
	1. Discuss at upcoming Comm Team meeting
2. Update the rankings page with chart of rankings over time, and check links
	A. 50%
B. 100%
	 

	5) Ideas for ways to handle information overload while still reinforcing messages 
	A. Look for overlaps of communication between units and discuss ways to handle information overload
B. Unit comm focal is responsible for monitoring
	Comm Team/ Comm Manager
	1. Created a matrix of all communication and looked for overlap (done) 
2. Created one all-unit publication to the research community: "OR Campus Update"
	A. 100%
	 

	6) Create a plan so researches know where to go for specific information and updates
	A. Consolidate content production into  central system and process                                              
	Comm Team/ Web Team
	1. Task-based Research Home Page
	A. 100%
	 

	7) Discuss the feasibility and uses for a resource page
	A. Research  Page
	Comm Team/ Web Team
	!. Discuss the feasibility of an OR Research Page (Rankings, web site links, last high-profile items posted, policy changes, iSTAR, Campus Update, Web updates, annual report, Fact Sheet, Mary's presentation, Surveys, 
2. Follow-up with Comm Team
	A. 50% 
	Group believes that the Research Landing Page layout has met this requirement - will check back with Comm Team

	8)  Create a strategy to assist our research community in communicating the benefits of research to our community, general public, industry partners, and state and Federal stakeholders 
	A. Development of a comm plan from research community to community, public, industry partners, state and federal partners
	Comm Team
	1. Discuss at Comm Team Meeting: discuss messaging, purpose, goals, audience, methods
2. Brainstorm with Comm Team
	A. 25%
	Keep the OR mission in mind when thinking of strategies; 


8.
Office of Research Communication Matrix and Timeline
	Office of Research Communication Matrix and Timeline
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	Item
	Practice
	January
	February
	March
	April
	May
	June
	July
	August
	September
	October 
	November
	December

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	Internal
	Cross-unit communication protocols
	Communication Team Meeting
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●

	
	
	Email
	as needed

	
	
	ExCom meetings
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●

	
	
	OR leadership meetings
	●
	 
	 
	●
	 
	 
	●
	 
	 
	●
	 
	 

	
	
	WAG meeting
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●
	●

	
	Emergency and safety
	Email
	as needed

	
	
	Emergency  contact cards
	as needed

	
	
	Staff meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Job duties/ functions
	Intranet
	as needed

	
	OR news and updates
	HSD/ IRB Notice email/ printed copy for IRB room
	as needed

	
	
	HSD staff page announcements
	as needed

	
	
	HSD/IRB Update email, web post, printed copy for IRB room
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	IRB page announcement
	as needed

	
	
	ORB unit updates
	OSP
	 
	 
	HSD
	 
	 
	eScience
	ORIS
	 
	ORC
	 
	 

	
	Staff recognition
	Email
	as needed

	
	
	ORB unit updates
	OSP
	 
	 
	HSD
	 
	 
	eScience
	ORIS
	 
	ORC
	 
	 

	
	
	Unit meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Campus
	IRB updates
	e-News from HSD & the IRB
	as needed

	
	News
	HSD home page post
	as needed

	
	OR response to challenges facing UW researchers / OR making a positive difference for researchers
	HSD posts to the "For Researchers Page"
	as needed

	
	
	OR Quarterly Campus Update
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Web updates
	as needed

	
	Policy, procedure, organization changes
	Email, web post, printed copy to each department/unit
	as needed

	
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Internal / Campus
	Current projects, initiatives, and focal areas of OR and units
	OR Campus Update
	
	 
	 
	
	 
	 
	 
	 
	 
	 
	 
	 

	
	Feedback solicitation
	Administrative Advisory Group
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	MRAM
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	List serves
	as needed

	
	
	Presentations to OSP and GCA staff
	as needed

	
	
	Surveys
	as needed

	
	Opportunities for involvement in initiatives
	Web announcements
	as needed

	
	OR's role with respect to the research enterprise
	OR Campus Update
	
	 
	 
	
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Web updates
	as needed
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	OR Mission, Vision, and Strategic Goals
	OR web page
	as developed

	
	
	OR leadership meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Staff meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	News, updates, and events for OR
	Email and ORB
	as needed

	
	
	IRB Pocket Guides
	as developed

	
	
	ORIS meeting
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Staff meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Trainings
	as needed

	
	
	Weekly developer meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Notifications of new/changing personnel
	Emails
	as needed

	
	
	Blogs and The ORB
	as needed

	
	
	Staff meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Fact Sheet
	 
	 
	
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Successes: what is working well (examples, measures, outcomes)
	Mary's quarterly unit meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Staff meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Web updates
	as needed

	
	
	Email to MRAM
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	Internal / Campus / External
	Annual award data
	OR Annual Report
	 
	 
	
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	OR Fact Sheet
	 
	 
	
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	OR Stats and Rankings page
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Administrator meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	Current policies/procedures and announcement of changes
	Briefings with key stakeholders
	as needed

	
	
	Drafts Review page
	as needed

	
	
	Emails to MRAM
	as needed

	
	
	Intranet postings
	as needed

	
	
	Presentations to campus stakeholders
	as needed

	
	
	Presentations to OSP and GCA staff
	as needed

	
	
	Updates to advisory team meetings
	as needed

	
	
	Email and ORB
	as needed

	
	How policies are established/revised
	Web updates
	as needed

	
	
	ARRA sponsor meetings
	as needed

	
	Information, updates,  resources for researchers (Researcher's Guide)
	Briefings with key stakeholders
	as needed

	
	
	Brochures
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	Correspondence with federal agencies per regulatory requirements
	as needed

	
	
	Email communication and notifications - SPAERC, SAGE, Human Subjects Policy Boards
	as needed

	
	
	Email listserves
	as needed

	
	
	Meetings and presentations, news via MRAM and DDC
	as needed

	
	
	OR website
	as needed

	
	
	Presentations to process partners
	as needed

	
	
	Updates to administrator and advisory team meetings
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 

	
	
	OR Campus Update
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 
	 


9.
iSTAR Survey 2010: Communication Data
iSTAR survey 2010

Communication Data

	

	Employee Satisfaction Survey Results 
	

	
	Overview (All Respondents) - May  2010
	

	
	
	
	
	
	
	

	Results n=83
	5 Totally Agree
	4 Mostly Agree
	3 Partially Agree
	2 Disagree
	1 Totally Disagree
	Average Score 1-5

	I feel that I am kept informed of changes to policies, procedures, and other information related to my work.
	27.7%
	37.3%
	19.3%
	10.8%
	3.6%
	3.76

	I feel that I am kept informed of changes to policies, procedures, and other information related to our organization.
	22.9%
	38.6%
	27.7%
	3.6%
	6.0%
	3.69

	 I feel well informed.
	20.5%
	36.1%
	22.9%
	10.8%
	8.4%
	3.49

	 I receive information in a timely manner.
	20.5%
	38.6%
	22.9%
	8.4%
	8.4%
	3.54

	I receive information consistently through formal channels.
	20.5%
	33.7%
	24.1%
	10.8%
	9.6%
	3.45

	
	
	
	
	Avr. Score Overall:
	3.73


APPENDIX: Verbatim comments for communication survey #1, completed in 2008.

What kinds of communication are currently in place in your unit for external groups (emails, newsletters, regular notifications, etc.)?
OSP
email communication from SPAERC/SAGE in OSP to campus: 

· application review emails 

· human subjects review reminders

· notification of ad hoc approver additions 

email notification of award to PI and departmental administrator, with award documentation attached to email
MRAM meeting, Open Forum in May, listserve, meeting with Dept and College as we are invited, OSP advisory group, meeting in person as much as possible to resolve issues, website, receive feedback from our customer frequently
HSD

HSD has sought to establish multiple channels of communication with specific goals in mind: 

1. to have appropriate options for different types of information. 

2. to improve the quality and effectiveness of communication with external groups. 

3. to provide consistency to the communication from HSD so that external groups could better know what to expect and where to go for information. 

The channels that HSD has established and uses regularly with external groups include: 

1. "What's New" on the HSD home page and, for specifically designated items, posts to the "For Researchers" page as well. 

2. "eNews from HSD and the IRB" is sent to a listserv to which individuals can self-register or remove themselves at any time. 

3. A "Drafts Review" page to facilitate review and input by external groups of HSD draft materials. 

4. New "Policy, Procedures, and Guidance" and "Forms" pages on the HSD web site that can be searched and sorted, as well as linked from other places (e.g., "What's New" items can have links to related PPGs). This is also still being refined and improved. 

5. "Official Postings" are sent via email and in colored and numbered hard copy to all departments and units when a significant change is made to HSD policy and/or procedure.

Email e-Newsletter to researchers, research staff, and other compliance offices. 

"Official Posting" 8.5x11 sheet flyer distributed to departments and research groups to announce changes to procedures or forms that have major, broad impact, for them to post on bulletin boards, etc. 

"What's New" section on our home webpage, for announcements. 

Regular email courtesy notifications to all PIs, reminding them to turn in their required Status Reports (usually required annually). First email is 10 weeks before IRB approval expires. Second email is a slightly different notice 6 weeks before IRB approval expires. Third email is the day before IRB approval expiration. 

Combo email-phone call notification to researchers about nearing the end of the 60-day period they have to respond to IRB review letters in which the study was given a status of "conditional approval". 
Bi-monthly meeting of the Human Subjects Policy Board (a group comprised of key users or user representatives).
OR Central

Regular meetings of stakeholder advisory groups with minutes circulated to members and listed publicly on the Web; occasional announcements via established distribution lists (e.g., MRAM, DDC; updated Web pages on the OR site; program announcements via e-mail distribution lists (e.g. RRF funding opportunities); direct correspondence with federal agencies per regulatory requirements (e.g., reporting)
Occasional use of focus groups and surveys, the Fact Sheet, Web.
ORIS

emails to MRAM and eGrants news letter. Presentations to campus stakeholders (at MRAM) and at specific administrator meetings. Updates to advisory teams bi-weekly and monthly. Presentations to OSP and GCA staff as needed. Individual briefings as necessary with key stakeholders
What kinds of communication are currently in place in your unit for internal groups (emails, newsletters, regular notifications, etc)? 
OSP
forwarded emails of sponsor or UW policies notifications of staff meetings

OSP staff email list, weekly staff meeting, various trainings depend on a number of topics, internet/intranet/ in person one-on-one training, Q&A all day long

HSD

Similar goals were identified and have been responded to at HSD with internal groups as with external groups. The Division has sought to establish multiple channels of communication in order to: 

1. have appropriate options for different types of information. 

2. improve the quality and effectiveness of internal communication. 

3. provide consistency to the communication so that staff and IRB members could better know what to expect and where to go for information. 

4. improve accountability and retention of information. 

5. facilitate engagement of staff and IRB members in the information process and various change efforts. 

The channels that HSD has established and uses regularly with internal groups include: 

1. "What's New" on the HSD home page. 

2. A secure "For Staff" page with an "Announcements" section, as well as a special search filter to facilitate their efficient access to PPGs, forms, and educational materials that are just for them. 

3. A secure "For IRB Members" page is in development with an "Announcements" section, as well as a special search filter to facilitate their efficient access to PPGs, forms, and educational materials that are just for them. 

4. "eNews from HSD and the IRB" is copied to all staff and IRB members, as well as the IO, in order to assure that they are also aware of the information being provided to external groups. 

5. A "Drafts Review" page to facilitate review and input by internal groups of HSD draft materials. 

6. “Official Postings" are sent via email and included in a binder in the IRB conference room when a significant change is made to HSD policy and/or procedure. 

7. Bulletin boards in two central areas at HSD have been made key locations for colorful visual materials and information, as well as education. 

8. An "HSD Update" newsletter had been published and sent via email on a monthly basis during 2006 and much of 2007. It has now shifted to being published on an intermittent basis, with the idea to reestablish a regular schedule (most likely quarterly) in 2008.

HSD News - a monthly e-newsletter for HSD staff and IRB members, sent by email and also posted to the staff webpage and the IRB member webpage. 

e-News - a "newsflash" email notice with a specific format, for HSD staff and IRB members, for special and/or urgent announcements. 

hsd-staff@ email address: used for announcements, etc. 

Monthly staff meeting 

Other regular meetings of subsets of staff 

Three key "official" bulletin boards (one upstairs, one downstairs, one at VA office) - to post flyers, FAQs, etc. for staff. 

IRB Continuing Education: 10-15 minute focus on a special topic, form change, procedure/policy change, etc., before each IRB meeting. Includes 1-2 page document. 

Webpages for specific project/groups, for posting and sharing (based on Sharepoint) - examples are HSD Document Library, and the DORA tech/dev site. 

A culture of numerous ad hoc training or discussion meetings (usually held twice, so everyone can attend one) focused on specific issues. 
HSD Move Newsletter - biweekly email newsletter to staff. Also posted on HSD server, and official bulletin boards. 

HSD Move FAQ -updated biweekly, distributed by email, and also posted on HSD server, and on official bulletin boards. 

An "official" email notice advising staff and/or IRB members that new or revised policy/procedure/guidance documents are available for review on our Accreditation website. 

Semi-restricted folders on the HSD server - used for working documents of specific project-oriented groups, such as HSD Management Team, Accreditation Team, Move Group, Minimal Risk Team, etc.

OR Central

These are maintained by the internal groups themselves 

Emails, regular staff meetings, committee meetings, intranet for OR-wide policies

ORIS
weekly developer meeting, monthly all ORIS meeting, standard views of our work (integrated timeline, at-a-glance overview page, branching/merging diagram), weekly meetings with individual development effort teams

With regards to both internal and external communication, what are you doing now that is working well? 
OSP
automatic notifications from SPAERC/SAGE to campus occur as expected - campus expects these application review messages are also important to campus
In terms of external communication, email via listserve and MRAM work well, message can be sent to several hundred people quickly.

HSD

The majority of communication efforts described in 1 & 2 above are working well and have shown significant improvement in the identified goals. Each has had areas where improvement could and has been made. I'd suggest that the greatest overall benefits/outcomes have included: 

1. improved awareness and understanding 

2. greater access to timely information 

3. accountability

Most of it is working well. Email using our hsd-staff@ address is challenging because it is used for many different purposes, and anyone in the office can send email to that address. So information sent via that route is sometimes overlooked. Our "official" newsletters, though sent by email, are very successful, as they are clearly identifiable when they show up in someone's email inbox, and they each have a very distinct visual "look" and formatting, which make them stand out. We have had many, many positive comments from campus about our re-vitalized e-Newsletter to researchers. Use of the HSD server for special folders for internal communication is less successful. The email notifications to researchers work well, except for one thing - our system doesn't allow us to email study coordinators as well as PIs, but PIs often ignore the email. It would be more effective if we could send the notices to more than one person, and we are well on our way to making this revision.
OR Central

Within the UW, establishing stakeholder groups and having standing meetings and periodic updates, in conjunction with seeking their input on issues and solutions, works very well (e.g., Human Subjects Policy Board).
Once the intranet goes live, I believe it will help with consistency of practices across the organization, as well as keep us in compliance with rules and regs. It should also reduce emails, phone calls, questions, etc. 

Focus groups/surveys gave us perspectives of OR from the outside. Helped with strategic planning and meeting customer needs. 

Staff meetings help everyone stay informed of what everyone else is doing.
ORIS
Everything so far has worked well. Establishing common views of efforts and deliverables that the whole team knows is updated monthly has been very helpful. Communication with end-users has been working well, and is being augmented by additional resourcing because of the number of deployments we have coming in the next year.
What is important for the Office of Research to communicate to stakeholders?
OSP
changes in policies/procedures 

notifications of new/changing personnel 

notifications of changes in institutional information - this info is generally kept on our website

For the most part, I know who does what in OR but it'd be helpful to have a list of people and their job duties/functions on OR website.

OR Newsletter to research community is helpful.

HSD

I see two primary areas wherein the role of the Office of Research is especially important in communication with staff, stakeholders, process partners, and the UW Campus: 

1. to reinforce the efforts and messages that HSD is sending in support or identified goals. 

2. to provide the communication/information that no single office under OR can or should, but that needs to be communicated (for example, when a researcher transfers to the UW and needs to know "What do I need to do to transfer my research?", there is no single place to obtain the answer).

The purpose and mission of OR. The current projects, initiatives, and focal areas of OR and the OR units. How OR makes a positive difference for researchers. A sense of cohesion and coordination within OR and among its units. A sense of passion, purpose, and drive.
OR Central

What is the role of OR with respect to the UW research enterprise? How are policies established and/or revised, and who has input? What communication protocols are in place to facilitate cross-office communications in a fragmented compliance environment? What challenges are facing UW researchers, and how is OR responding for the institution?

That we are customer-oriented and our culture is one of openness and teamwork.
That we are forming a culture of continual process improvement. 
That we value our staff.
ORIS
Over all goals, strategies, and activities. policy and process (that is current and correct). Successes -- what's working well (not just our stating it, but examples and measures -- outcomes that benefit them). Opportunities for involvement in initiatives, and opportunities to provide input on change, opportunities and services -- how we can help them.
Verbatim comments for communication survey #2, completed in 2009.

One of our major goals is to facilitate the success of UW researchers.  What do we need to do via a communication plan to accomplish this?

OSP

Have readily and easily available web-based information.

Disseminate information effectively and directly in a timely fashion

HSD
1. Establish a few clear methods for communication, so that they know and depend upon a specific way of finding out information and receiving important updates. 

2. Given the many changes in OR and OR's growing activism, it might be time to consider centralized communication methods rather than newsletters from each individual office. The communication situation is becoming similar to the problem with training requirements - i.e., no centralized place where training requirements are tracked, described and where researchers can go to find out about them and how to fill them. Researchers, study staff, and administrators would definitely pay attention to a single, regular, OR newsletter that focused on research administration and compliance. 

3. The plan needs to have provisions/variations for the type of information being communicated - e.g., policy changes versus a revised form versus a deadline, etc. 

4. The plan needs to encourage two-way communication - from researchers back to us, too. This means more than just an email address. It could include a blog, a wiki, a GoPost Discussion Board, etc.

Not sure if this addresses the question or not but in any communication plan, the overwhelming workload of many researchers must be a consideration so the plan must be developed with this in mind.
OR Central

Provide the information investigators want/need to know, in a format that is readily accessible and user-friendly.

Researchers should be provided with information pertinent to their proposals (compliance, sponsor reqs, UW reqs) and staff of researchers need to know procedural information.

Internal: Remind staff what the fruits of their labor and the local & global stakes are. 

External: Impress upon the campus that OR grant submission is a simple and clear process.

ORIS

Communicate services that will help them with conducting their research within UW compliance and admin requirements. Communicate changes in admin & compliance requirements. Have regular input mechanisms where they are communicating priorities and issues to us.
How will we measure the success of a communication plan? What mechanisms need to be in place to measure our success and what criteria should we use?

OSP

Number of website hits.

Quantitative and Qualitative Research, getting feedback, find ideal PI/Researchers' preferred content, sources, and media. 

Measure via survey to make sure PI/Researchers get right information and correct information. 

How well you inform PI/Researchers of external issues

HSD

Possible criteria for success: 

1. Researchers, staff, and administrators know where to look for relevant information when they need it. 

2. Researchers, staff, and administrators know how relevant information (e.g., new policy or deadline) will be communicated to them. 

3. Researchers, staff, and administrators know how to communicate with OR and OR units. 

4. When we communicate information, we can demonstrate that the intended audience has received and understood the information. 

Possible measurement methods: 

1. Occasional Catalyst surveys 

2. Occasional focus groups, with questionnaires 

3. Occasionally, ask for an acknowledgment of receipt of an emailed message

One way to measure the success is to ask researchers to complete a survey of some type which might be viewed as an additional 'burden' on top of an overwhelming workload and may well be ignored. 

We could think about asking researchers who actually submit new applications to the IRB to respond to a few questions about whether or not they were aware of OR's effort to facilitate their success. This could be done very simply on paper during the usual Q/A that accompanies the majority of new applications.

OR Central

Anecdotal feedback would be helpful initially, but not as useful long-term. Perhaps counting Web page hits and how many links or "clicks" viewers utilize in accessing OR web sites? Another method would be to request researcher participation in post-roll out surveys to get to the specifics of a communication plan.

Surveys to campus, focus groups. HSD has built in a feedback mechanism on their metrics webpage to give folks a chance to say whether the metrics are meaningful to them and what else they would like to see. 

If a regular newsletter is sent out, there could be an email, etc. asking for questions/feedback, etc.

If the plan answers common questions upfront (for example: contact us at xx address, use xx form only), then success is measured by those questions not being asked again. A mechanism to test this would be to tally the most frequently asked questions from help desks and phone triage, then answer those questions upfront in a communication. Compare a tally of said questions being asked before and after, and see if the communication was successful in clarifying questions for campus.

ORIS

Regularly seek input on the effectiveness of our communications -- is it actually being read? Does it deliver the right amount of detail at the right time?
What are the key things we need in our communication plan to make it successful? 
OSP

· Keep communication short and direct, don't take up much time of reader or audience 

· Know your audience and customize your presentation or communication to deliver what you want to come across 

· Find a preferred media and content

HSD

· Excellent, clear, straight-forward writing. 

· A visually-clean and "modern" look. 

· Decisions about what type of content we are trying to communicate, and about who our audience is. 

· Identified people/positions with authority and responsibility to (1) produce the content; (2) produce the communication document/webpage/etc.; (3) manage the distribution and archiving (i.e., continued availability) of the communications; (4) do overall management to ensure that all content is provided, deadlines are met, do troubleshooting, etc.; (5) tracking; (6) receipt and management of incoming communications and questions. This a description of functions, not of the number of different positions required. 

· A communication schedule that is frequent enough that people come to rely on the communications and to expect them, but not so frequent that communications are mentally dismissed. 

· Some initial outreach to inform researchers, study staff, and administrators about communication from OR and OR units, followed by annual or semi-annual refreshers.

As in Question 1. Whatever we develop must be concise, easy to understand and distributed in multiple ways...email, paper, etc.
OR Central

Clarity, accuracy, concise yet able to refer researchers elsewhere for more in-depth content if desired.

We always need to gear to our audience. Some general info will be useful from OR - but there is a lot that is unit specific and will have to come from them also. Being able to respond quickly to campus regarding urgent situations is critical. 

Campus-wide communications at particular levels and representing OR should probably be vetted thru one person for coordination of efforts and careful messaging.

Communication need be a perpetual machine, especially due to new applicants & faculty continually joining campus. A one-off newsletter or action may satisfy the needs of the present generation (or, those who read it), but the next year the intel will be unknown to new folks coming in, and in addition may be outmoded.
Identification of 'roles' that we need to communicate to and developing targeted messages
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