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Communication Protocols

Policy	Communication systems enable the exchange of effective and efficient information.

Definitions		External communication is an exchange of information which occurs between the organisation and external parties, such as community members. 

	Internal communication is an exchange of information which occurs within the organisation.

Procedure
General
Every organisation has its own cultural communication protocols. The information provided below should be used in accordance with the cultural and communication protocols of each organisation. If appropriate, organisations may wish to document some or all of their relevant cultural and communication protocols. 

Methods of communication 
Internal communication
Use the following communication methods:
	email (whenever possible to save time and to provide a written record which is dated)
	telephone calls (between individual employees, to discuss and negotiate. Confirm with an email if necessary)
	memorandums (formally communicate information to other employees)
	meetings (to inform and discuss issues and make decisions. Note that meetings can be time-consuming and should only be held when communication by telephone, email and memorandums cannot achieve the desired outcome)

External communication
Use the following communication methods:
	emails (where time is an important issue)
	telephone calls (to discuss or negotiate. Confirm any decisions by email, fax or letter.)
	fax (where time is an important issue and email is not an option either because it is not available or the information is in an unsuitable form for email)
	letters (to formally communicate information, when time is not an issue.) 



Responding to communications
Generally, respond using the same method as the original communication (eg if you receive an email, reply by email).

Timeframes
Respond in the following timeframes wherever possible:
	Email 		same day
	Memos	within three (3) working days of receipt

	Fax		same day

Letters		within three (3) working days of receipt

Communication formats
Use the Style Guide for specific presentation guidelines.

	The following general guidelines apply:

	Use courtesy titles (Mr, Ms, etc) in the inside address of external correspondence.  Use the addressee’s first name if the person is well-known to you.

Do not use courtesy titles in the close of external correspondence.
Do not use courtesy titles in internal correspondence (memos and emails).
Letters should close with Yours sincerely if the addressee’s name is shown in the inside address; Yours faithfully if the addressee’s name is not shown in the inside address. 

Inclusive language
Comply with cultural protocols by using correct titles, e.g. Aunty, Uncle, Misses.
Use non-sexist and non-racist language by:
	avoiding male-dominated terms. For example, use ‘chair’ or ‘chairperson’ instead of ‘chairman’.

eliminating the unnecessary use of the person’s gender, e.g. ‘female manager’
avoiding the use of pronouns such as ‘he’ or ‘she’. Use ‘their’ instead of ‘his’ or ‘her’.

Signatures
The Manager is responsible for all organisation correspondence. The Manager may authorise supervisors to sign standard letters in some circumstances.

Related documents
Equity, Anti-Discrimination and Workplace Harassment Policy and Procedure


