CGE Communication Protocols
Overall Vision

The Center for Global Education at Augsburg College strives to serve clients in the best way possible and to facilitate efficient working relationships in a way that respects each staff person’s communication styles.  When conflict arises, we work to improve the situation so that we can best carry out our mission.
Context

With staff in 6 permanent locations, communication within CGE is complex for a variety of reasons:

· Different schedules due to time zones and varying peak periods

· We work across sites and across functions, so we may work closely with someone where there is no supervisory relationship 

· Different communication styles and preferences – some staff may prefer email, others may prefer verbal communication

· All sites are dealing with reduced staff
· Sites may prioritize responding to emails related to local programming first

· The first priority for sites is dealing with program participants on site and prospective clients on site
Communication protocols 

General –
· All staff will use their @augsburg.edu email accounts.  If staff respond from other email addresses, they will copy their @augsburg.edu address to facilitate searching for messages.

· When staff are out for extended periods (ie, 3 or more days), they will alert all OIP staff in advance, list dates out on the OIP calendar, and set up an automatic response message for who should be contacted in their absence.  If they can’t do themselves then staff can send it to globaled@augsburg.edu.  The extended absence message should identify whether or not they will still have email access while gone.

· Staff who are not fulltime will communicate their work schedules to all staff.
·  Email:  put urgent and/or reply by X date (if you have one) to help site staff know how to prioritize emails.  The default is 2 weeks if a specific date isn’t identified.  Anyone who is copied should assume that they don’t need to respond.  Put FYI if the email is just for information.  No one should expect a response while someone is in Cuba.  Staff may also have difficulty responding within 1 week at other times if they are leading programs.  If you need a response in 24 hours or less, then mark the message as urgent.  
· Staff are accountable to respond to emails by date specified in subject heading.  If you didn’t hear from someone and need a response, then let the person know that you did not hear from them.
· If staff don’t get a response by a set date, then they should be empowered to respond to the client in the best way possible, if they have the necessary information.  
· If they don’t have the necessary information, then they should either send a reminder email, phone or try to catch the person on Skype.
· Staff who are in the office should make sure they are logged into their Skype account so others can reach them
· Failure to respond to emails after a second attempt and a phone/Skype call should be reported to the staff person’s supervisor to see if there are any extenuating circumstances.  The purpose is to improve processes for the future and to provide feedback on that person’s work.
· Effective communication with colleagues in other locations is an important factor in performance evaluations.
ITS specific–

-communication can be direct between sites and sponsors once the pricing has been done, but they should copy the ITS point person (that person is identified on the trip calendar on the intranet under ITS); 

-sites need to be clear that some program changes could affect pricing, thus they need to consult first with ITS before changing lodging, overnight travel, excursions, consultants, etc..  
-If a sponsor comes back to a Minneapolis staff person to let them know that they never got a response from their email(s) from site staff, then the Minneapolis staff person will check in with the person, then let that person’s supervisor know.  

-site staff will copy ITS on the post-trip letter and actual itinerary they send participants within 2 weeks of completing the travel seminar
- Trip dates: if ITS doesn’t hear from site within 48 hours of requesting approval for program dates, they can look at the calendar and be empowered to make decisions

Initial list developed in a meeting between Susan, David, Margaret, Jesse, Cesar, Ann, Mark, Regina and Romanus on 7/26/13 and approved 9/10/13 by the LC.  Input from Paul and Akiko Maeker in Dec. 2013 and updates approved by LC on April 11, 2014.

General Code of Conduct – 

Communication – with someone you supervise, leader, peer 

1. We believe we should go to the person directly or indirectly for something said, done, or implied that creates offense.  Some recommendations include the following:
a. Don’t go to someone’s supervisor without first having tried to go to the person – either directly or indirectly.  Don’t gossip or vent about the situation with other colleagues.  

b. We can identify a coach who can work objectively with us to help us have that conversation. The coach could be a friend, colleague, or other trusted person who can help provide guidance on how to approach the situation.

c. If you have conflict with someone, approach them directly or indirectly.  If you do go to a 3rd party person first, do it to get guidance on how to approach the person rather than to get that person on your side against the other person or to ask the other person to share your concern with that person.  If we don’t deal with conflict, the conflict will probably resurface in other interactions with the person.
d. If you don’t feel safe communicating with the person, consider arranging for mediation either with your supervisor or a third party.

e. If we can’t resolve the issue, we’ll jointly agree to find counsel.  That could be a supervisor, someone in human resources, or another trusted person who can help arbitrate the situation.

2. Email is not the place to deal with conflict.  If you do need to put something sensitive in email, ask someone else to help you create it or give you feedback on a draft.  If you’re on the receiving end of an email that you have a question about in terms of tone, find out from the person directly or indirectly.   
Emails can lead to more conflict.  If we know an email could cause someone concern, do not put it in email.  However, we have constant schedule challenges that may leave email as the most viable communication alternative.  If you have a disagreement over email, you can mutually agree to identify one person to act as the email facilitator.  Do not forward emails behind the backs of others if your intent is just to vent or ridicule the person.  You can forward the email to your supervisor or a trusted person if your intent is to get feedback on the tone or guidance on how to respond.
Respect – how we treat each other in word and behavior

1. We will not personally attack anyone at any time.  If you feel attacked, please see above for strategies.
2. No name calling or labeling of people.
3. We will not communicate negatively to one another about one another – ie, going to a third person to vent about someone else.
4. We will use language that is respectful .
5. If my communication style is very different from another person and that is causing conflict, I will try to find a way to address the issue of communication styles with that person so that we can figure out a mutually agreeable way to communicate.
Code of conduct developed through

· Work with consultant, Andrea Pollari and Regina, Margaret, Jesse, David, Orv, Kathy, Ann and Romanus.  Input also from Akiko and Paul Maeker in Dec. 2013.
· Updates approved by LC 4-11-14 and 6-11-14

