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COLLABORATION UNLOCKED  
Cracking the Code of Interdepartmental Communication

Ash le y Do n d e , Cit y o f Le a g u e  Cit y



“BY THE WAY...
WE FORGOT TO TELL YOU...”

Presenter Notes
Presentation Notes
Has this ever happened to you?



THINK OF A TIME
WHEN YOU HAD A 

COMMUNICATION BREAKDOWN 
WITH ANOTHER DEPARTMENT

Presenter Notes
Presentation Notes
Could be late or missing info, lack of approval from higher-ups, radio silence, etc. Hold onto it through the presentation



Presenter Notes
Presentation Notes
The Office, Dwight unhappy with fire readiness so lights a fire and doesn’t tell anyone. Angela throws cat.



Presenter Notes
Presentation Notes
Michael throws a projector out the window



Presenter Notes
Presentation Notes
Stanley has a heart attack and Dwight FINALLY explains it was all a drill…too late.



POOR COLLABORATION BETWEEN COLLE  

CAN QUICKLY BECOME 

CHAOS

Presenter Notes
Presentation Notes
This is especially true in municipal comms where mass confusion and anger from residents will happen if we don’t communicate the right info at the right time



WHERE COLLABORATI  
BREAKS DOWN

Approval
Bottlenecks

Late 
Information

Incomplete
Information

Cultural
Resistance

System
Failures

Presenter Notes
Presentation Notes
Not end-all be-all, just some common examples that most of us have prob dealt with



Talk about a comms breakdown you experienced

Why did it happen?

STATUS CHECK

BREAKOUT GROUPS

Late Information • Incomplete Information • Cultural Resistance • System Failures • Approval Bottlenecks • Others?

Presenter Notes
Presentation Notes
5 min breakout with groups of 2 or 3. No need to share responses yet.



KEYS THAT HELP UNLOCK COLLABORA



ALIGNMENT =  PEOPLE

CLARITY =  EXPECTATIONS

ACCESS =  SYSTEMS

Presenter Notes
Presentation Notes
Keeping It Simple: Three Fundamental Ways to Enhance Your Collaboration  

Hopefully, you will each find at least one takeaway that you can bring back and implement.

We will work on that toward the end of the presentation



THE ALIGNMENT KEY

Buil ding r el at ionships  and r out ines



Presenter Notes
Presentation Notes
We want to build teams that work well together…friendship and teamwork like saved by the bell gang



MEET REGULARLY
Ensures updates are timely, keeps info flowing

BUILD FRIENDSHIPS
Will improve your overall communications program

HOST WORKSHOPS
Gets everyone on the same page, establishes 
expectations, sets them up for success

THE ALIGNMENT KEY

Presenter Notes
Presentation Notes
Some of the ways we get into alignment. Friendships: tell story of emergency management friendship and loss, how it impacted communications



THE ALIGNMENT KEY

Weekly
Editorial 
Meeting 30 -45 mins

Comms team, Library, 
Parks, Animal Care, 
Police PIO

Share news, stats & upcoming 
projects/programs

Presenter Notes
Presentation Notes
Update at the beginning of each week, check in with each other



Staff 
Communications 

Boot Camp

THE ALIGNMENT KEY

Presenter Notes
Presentation Notes
Workshop: never had a meeting about newsletter in the 7+ years we've been doing it. Needed to clarify expectations and processes. Get on same page. 

Bootcamp: employees and directors signed up to come learn about what we do and how to better communicate and partner with us. 

explained how to use Canva for those who do social media 

talked about SmugMug

talked about how to take good photos, how to post to social media, how to write well, etc



Video 
Recaps

Weekly 
Newsletters

Microsite Updates

THE ALIGNMENT KEY

HAVE AN “ANCHOR” PROJECT
Provides predictable communication habits

ESTABLISH DEADLINES

Presenter Notes
Presentation Notes
THIS IS ABOUT ROUTINES

Important to establish deadlines to ensure info is not held up

people need a specific timeline or they won't do it 



DO YOU HAVE AN “ANCHOR” PROJECT?

THE ALIGNMENT KEY

A recurring project (every week or two) that 
requires updates from multiple departments

Presenter Notes
Presentation Notes
It's like constantly refreshing your screen of information.



OUR “ANCHOR” 
PROJECT

WEEKLY E-NEWSLETTER

CONTRIBUTIONS FROM:

• CITY MANAGER
• PARKS & REC
• LIBRARY 
• PUBLIC SAFETY
• PUBLIC WORKS
• HR
• PROJECT MANAGEMENT
• CVB
• ANIMAL SHELTER...AND MORE

THE ALIGNMENT KEY

Presenter Notes
Presentation Notes
Large readership each week, sent to our entire UB mailing list. 

Over half of LC households opening email.



monthly events & 
r eminder s  l ist

CONTRIBUTIONS FROM:

• PARKS & REC
• LIBRARY 
• PUBLIC SAFETY
• CVB
• ANIMAL SHELTER

THE ALIGNMENT KEY

Presenter Notes
Presentation Notes
We offer a lot of programs, library alone hosts 1K annually. 

Needed simple way to highlight some great events/programs each month

Posted to Facebook each month, residents love it, quick & easy way to collab



THE ACCESS KEY

Giving peopl e easy syst ems  and t ool s



THE ACCESS KEY

Too many logins

Inconsistent use

Too complicated

WHY DO 
TOOLS FAIL?

Presenter Notes
Presentation Notes
Several departments already using multiple, complicated programs. We don’t want to add to their load.



THE ACCESS KEY

STICK TO 1 or 2 
PROGRAMS
Clears confusion, easy to remember

EASY-TO-USE
Barrier to entry is low

UNIVERSAL
All (or many) employees can have access

Make them comfortable

Presenter Notes
Presentation Notes
Want them to feel at ease, like Kramer walking into Jerry’s apartment.



One -stop shop to place 
weekly updates and photos

Folders built ahead of time 
for better planning (helpful 
when people have vacation)

SHAREPOINT

Provides continuity when 
people are out of town, sick, 
or exit their position

THE ACCESS KEY

Presenter Notes
Presentation Notes
For our newsletter. Before this, I was getting emails. Felt I couldn’t get sick on Thursday (when its published), needed solution. people can add photos/content whenever they want for the appropriate date. Everyone has access.



Photo repository for the City

Organizes photos by 
department

SMUGMUG

Search function makes 
finding photos easy

Could benefit from user 
guidelines before 
rollout …don’t ask me how I 
know...

THE ACCESS KEY

Presenter Notes
Presentation Notes
I was spending hours looking for photos, server folders were locked, had to use my own. Can tag photos to make searching easy. Establish guidelines before rollout (some departments upload way too many pics, all look the same, etc)



Situational Awareness 
Group with: 

• Executive leadership
• First responders
• PIOs 

Coordinate information in 
real time during 
emergencies

MICROSOFT
TEAMS

THE ACCESS KEY

Presenter Notes
Presentation Notes
approval in real time bc everyone who needs to approve is in this group. Also on my phone so I get updates from anywhere.



DON’T CHASE INFORMATION



BUILD SYSTEMS THAT MAKE 
INFORMATION FLOW TO YOU



WHAT ACCESS KEYS ARE YOU USING 
THAT HAVE BEEN SUCCESSFUL?

THE ACCESS KEY

Presenter Notes
Presentation Notes
Ask someone to share a tool/system they use that’s been successful



THE CLARITY KEY

Teaching peopl e what  good 
communicat ion l ooks  l ike



Show
ROI

Set
Expectations

Clarify
Mission

THE CLARITY KEY

Presenter Notes
Presentation Notes
This is really about setting them up for success by giving them a simple framework and showing them the benefits of following through 

WHAT are we asking of them and WHY

much of what we do is advocacy work. Showing residents how great our departments are



THE CLARITY KEY

• Date
• Time
• Location
• Purpose
• Photos
• Quotes

WHAT  do you need 
from colleagues?

• Email
• Sharepoint
• Photo Repository
• Teams 
• Text
• Phone Call

HOW  do you want 
information shared?

OWNERSHIP

SET EXPECTATIONS

BUY-IN FROM DIRECTORS

Presenter Notes
Presentation Notes
Depts are focused on their jobs, not thinking in these terms. Establish a liaison in each dept, someone who owns the info. Get buy-in from directors to help accountability/follow through.



THE CLARITY KEY

HOW  do colleagues know WHEN  
to share information with you?

• Will it impact residents? (program, event, construction, 
policy/procedure change)

• How soon will it impact them?
• Is this something you’d tell a friend or neighbor?
• Is this something residents will be confused about?
• Is this something that requires extra explanation?

CLARIFY MISSION

Presenter Notes
Presentation Notes
What is mission? To inform residents. How do colleagues know when residents need to be informed?

Many of us are former journalists, your colleagues aren’t. Teach them how to think that way.

Could create a printout with this to share with colleagues.



THE CLARITY KEY

PUBLIC 
SENTIMENT

CHANGE IN  
BEHAVIORSTATS

• Resident awareness
• Council awareness

• Resident trust
• Reputation building

• Reduced confusion
• Increased program/event 

attendance

SHOW ROI

Presenter Notes
Presentation Notes
Don’t miss opportunity to share the wins. Show them collabing with you is good for them!



HOW WE’VE TURNED THESE KEYS INTO CONTENT

CONTENT SHARED WITH US FROM 
PUBLIC WORKS FOR E -NEWSLETTER

Presenter Notes
Presentation Notes
Submission to our newsletter from public works last fall




HOW WE’VE TURNED THESE KEYS INTO CONTENT

FILMED VIDEO ABOUT RESCUED PUPPY

BUILDS TRUST WITH RESIDENTS, IMPROVES 
OVERALL PUBLIC SENTIMENT

Presenter Notes
Presentation Notes
met with family, filmed video, showed human side of public works



HOW WE’VE TURNED THESE KEYS INTO CONTENT
GROSS PIC = MEDIA COVERAGE = 

SUCCESSFUL EDUCATION 
CAMPAIGN

Presenter Notes
Presentation Notes
another newsletter submission several years ago from public works

we posted to social media, it went nuts, got picked up by news organizations.

public works knew to take the picture, knew to send to us, knew to share the main info.

WHY? bc we clarified what we need from them and they're trained to do it now, part of their normal work flow 



Start with ONE high-value project

Identify liaisons in the departments 
you’ll work with 

Standardize information submission 
process

Set clear expectations 
(workshop/meeting/printout)

HOW TO IMPLEMENT YOUR KEYS

Presenter Notes
Presentation Notes
This is just one method of implementation. Just one way to start.

If you already have a few of these in place, work on specifics (clarifying mission, establishing deadlines, building relationships, etc)



WHICH KEYS DO YOU NEED?

PROBLEM

LATE INFORMATION

INCOMPLETE 
INFORMATION

CULTURAL 
RESISTANCE

SYSTEM FAILURES

APPROVAL 
BOTTLENECKS

ALIGNMENT ACCESS CLARITY

Presenter Notes
Presentation Notes
Which of these problems/locks are you dealing with? What key can unlock it?



What is the lock?

Why does it happen?

What key could realistically help?

What is the biggest  l ock pr event ing col l abor at ion?

BREAKOUT GROUPS

Presenter Notes
Presentation Notes
Identifying your locks is important to identifying the solutions.

WHAT is causing your communications breakdowns?

Make sure everyone has handout

5 mins to discuss

Have one group share a prob/solution



Create habits. Build trust.
ALIGNMENT

Remove friction. Make it easy.
ACCESS

Explain expectations. Show the value.
CLARITY 

SUCCESSFUL COLLABORATION

Presenter Notes
Presentation Notes
To sum it all up...

successful collab looks like this



BE THEIR BIGGEST CHEERLEADER

Presenter Notes
Presentation Notes
We aren’t here to give colleagues more work, we are their advocates and we want residents to see all the great work they do and appreciate them

We want them to be successful 



COLLABORATION UNLOCKED 
SCAN TO SHARE YOUR FEEDBACK
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