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8 top tips  
for deploying 
a successful 

communication 
strategy

It can be hard to keep up with 
the fast-moving communications 

revolution. Find out to how 
companies stay on top of  

the challenge.
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1 Understand the key drivers 
for change 
IT directors and small-business owners are considering topical issues 
or variations of them, regularly and frequently. The questions they are 
asking themselves generally derive from:

 u The impact of technological innovation

 u Rising customer expectations

 u Staff demands for more effective working arrangements

 u The desire to control operating costs

 u  The need to make a convincing business case for ICT investments 
for the future 

It’s important to understand these internal/external and social factors 
that are driving constant change within your customer and staff base 
in order to secure the right technology strategy that delivers against 
all stakeholders’ demands.  
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Listen to wants and needs 
To deploy a successful communication strategy you will need to make 
calculated assumptions regarding your stakeholders’ requirements 
and behaviours, both internal and external. Getting into their mindset 
by brainstorming their wants and needs, or deploying a more official 
research programme will help you to understand what they really 
demand from your communications strategy. Consider the following 
challenges:

 u  Staff: How staff behaviours may be changing and the  
drivers of these changes

 u  Futureproofing: The technical elements staff members 
may want in the medium and long term

 u  Pricing: Concerns around having the best possible 
contract and value for money 

 u  Change: The technical and resource costs of 
making a communications change 

 u  No change: The technical and resource  
costs of not making a communications  
change

 u  Customers: How your customers’ behaviours 
may be changing and reasons for this change
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Keep up with rapid changes 
in customer behaviour 
Consumers’ behaviour is changing fast; new technology is being 
adopted quickly and is permeating everyday life at a rapid rate. The 
changes affect not just what but how and when customers buy and 
consume goods and services. 

Businesses have to evolve or die – as changes in the make-up of 
Britain’s high streets show. Smart devices being used by customers in 
retail stores for example, now have the potential to steal a sale from a 
store, even while the customer is in-store. Guest Wi-Fi can provide the 
ability to access stores’ product demos and information but it also allows 
competitor price matching and browsing too. Getting the communication 
infrastructure in place is one thing but making the business model 
watertight and function without risk – and provide benefits – is another. 

A mobile phone is a unique identifier with the right technology 
businesses can combine the location information provided by a mobile 
device with other customer-specific data, in order to improve their 
understanding of customers and thereby meet customer needs more 
effectively.

The technology has the potential to do much more than help retailers 
decide the optimum location for a shop, or the best place in a shop 
to display a particular brand. In is quite easy to envisage a  future of 
personalised retail and leisure, where the environments a person enters 
into respond to his or her known tastes; for example, screens that 
change to show in-store offers that reflect a person’s previous purchases. 
The approach takes the logic of targeted online advertising and applies 
it the world of bricks and mortar. It could help transform the high street 
yet again; only this time virtual and real worlds may merge rather than 
operate as binary opposites.
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Understand changes in  
staff behaviour 
As well as consumer markets shifting quickly, the world of work is 
changing too. Consumerisation of technology is driving changes in 
business processes; people want to work in the same way that they live 
the rest of their life. Instant messaging, frequent updates to Facebook 
pages and new applications covering a myriad of needs are changing 
expectations of how they could and should work; and they expect their 
employers to keep up. This is especially true of staff who work remotely 
or who travel often.
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Understand the terrain 
Fixed-line, mobile, Wi-Fi, 3G, 4G, and the prospect of 5G; voice, data, 
applications, network coverage – the enabling technology that firms 
need in order to do business is complicated. There are a plethora of 
devices, applications, network providers and they can be packaged in 
many different ways. 

It can be a minefield and if left unmanaged or unconsidered it could 
deliver unnecessary expense. Recently, for example, an IT director whose 
UK-based firm was in the process of merging with a US company saw 
one of the US directors unwittingly run up a bill of $80,000 for data usage 
via his home network. 

How could this have been prevented?

Ideally by providing a global Wi-Fi solution with software that 
automatically selects the most cost-effective connection available in 
a given location. This type of facility means that users do not have to 
choose which connection to use nor do they have to remember the 
passwords for each location they visit. It also means that IT directors can 
sleep more easily, knowing their bills are more predictable. 
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Develop your strategy 
Organisations need to define a clear strategy in order to choose  
the IT investments that are right for them. You will need sound  
advice regarding:

 u  The components available: hardware, software, networks; what is 
accessible today that matches the demands of your staff and your 
customers – and most importantly your communication strategy as  
a whole. 

 u  The different ways the above can be packaged: will your chosen 
technologies work together to deliver against your objectives? 
Component parts do not always function effectively as one so start 
with a top down approach – consider your objectives first and not 
necessarily the hardware your teams desire. 

 u  The kinds of flexibilities and futureproofings that need to be built 
into your strategy so that new technologies and applications may be 
incorporated at some future point. Make sure that the items you do 
invest in aren’t deemed obsolete within a short space of time.  

An example of this is BPP Law School who have grown over the past 
three years – requiring an increase from 350 to 600 mobile connections. 
Its communications strategy has enabled it to increase flexible working, 
reduce demand for desk-space and for desk-phones. By using a 
hardware funding scheme BPP was able to upgrade the majority of its 
handsets so they are relevant for two more years, rather than for just 
another six months. 

There are many considerations to be made and outsider knowledge 
will come in handy at this point; for advice around funding pots, 
futureproofing expertise, flexible working legislations, Bring Your Own 
Device (BYOD) and more. Having these solid pillars in place and marked 
off of your ‘to do’ checklist will ensure nothing gets missed and that your 
strategy is watertight, cost effective and smooth running. 
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Be transparent  
According to Alan Webb, IT Operations Director at international 
consultancy and construction company Mace: “Transparency is essential 
to establishing trust between us and our providers and to controlling 
our costs. Software can generate data, but the data has to be shared 
in order to enable the kind of active management that helps realise 
productivity gains and cost savings.” Webb believes that managers 
need to have and share information on mobile usage at the level of the 
individual, as well as the team, if they are to manage costs.  
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Get to grips with Big Data 
The pace of technological change is unlikely to slacken. Add into 
the mix large and complex Big Data sets with challenges such as 
capture, curation, storage, search, sharing, transfer and analysis; this 
is also deemed likely to drive the evolution of many current business 
communications models into more robust and relied upon channels. 

Of course predictions and forecasts come and go but one thing is clear; 
businesses need to adopt new technologies and approaches, adapt to 
changed environments and stakeholder demands, and evolve if they are 
to thrive. 
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Read the case study: 

  Olive deploys business communications  
software Olive Business Manager 

Olive Communications is a trademark that is registered in the UK and other countries 

Company reg: 04648708. ©2014 Olive Communications

Like our guide? Interested in finding out how Olive could help your business? 
Please send us an email at info@olive.co.uk
T: 0203 675 3000

Olive House 
Mercury Park 
High Wycombe  
HP10 0HH

http://mediahub.olive.co.uk/zenith-case-study
http://mediahub.olive.co.uk/zenith-case-study

