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1.Document Control

1.1

0.1

Version History

{nitial Dralt

Change Control

Yaraion Mumbes drali v 0.1

All changes to this document are 1o be sent to the Change Controlier, as below:

Name Graham Bevan

Job Title Business Design Analyst

Business Address 1% Floor
{althorpe house
Phoenix Place

London WOI1X QDA
Tel: Business Telephone Number(s) |  GRO
Pogtline
Mobile . G RO
E- mail — Graham Bevan~ graham.bevani GRO
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1.2 Heferences / Related / Dependent / Parent Documents

1 $60 Stakeholder Management | 1. 2/03
Approach & Plan
PSO/S60/SP | 2 860 Testing Plan 0.1 21/01/04
E/BUIO24
PSO/MSBOBC | 3 560 Implementation Strategy | 0.7 18/01/04
M/STR/023
4 impact Programme
Communications Plan
PSO/BB0/EM | 6 Smart post Conceptual Design | 0.3 11/12/03
FISTRO18

Elsctronically Distributed Documents
Any problems, comments or improvement opportunities are to be sent to Change Controller abave. If not received direct, may wish
to ensure it is the latest version by checking with the Change Controller.
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2. Terms and Abbreviations
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3. introduction

31 Purpose

The purpose of this communications plan is to map out the deliverables necessary to support the succassful launch of the
changes implemented by the 880 Release and it's individual products.

This plan will enable the project boards to review and sign off the communication deliverables and for the plan to be
integrated into the project plans. 1t is the responsibility of the project manager to ensure afl deliverables on the plans are
achieved.

4. Scope

4.1 in Scope

« Operational Communications/Publications
s Intermal Communications
¢« External Communications

4.2 Out of Scope

« Communications concerning future releases or programme activities.
« Memoviews - these are for contingency and should not appear on a communications plan.
» Marketing activities.

&, Contents of the Release

»  Automnated Payments (AF) Enhancements

o AP-ADC (Additional Data Caplure)

o POL DES {Post Office Lid Data Exchange Server
» DVLA online

Yarsion ?éumber_ graft y .1 Datail 12.03 8
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«  Posicode & Address Finder (PAF)
»  Smart post link to PAF
# impact Programme
o Automated Remittances
o Overnight Cash holdings
o Financial System
« (Change requests & fixes

NB For a detailed description of the individual projects refer fo the 360 Implement Strategy document reference [3],

6. Background
S60 will deliver additional functionality to the Automated Payments facility.

Automated payments will be enhanced with Additional Data Capture {ADC), Pos
Data Gateway (EDG). This has the potential 1o reduce paperwork, as well as pro
captured data. This will improve accuracy of transactions and enable morg cos
benefit from this enhancement will be DVLA. We will link online to DVLA for v
enhancement provides an opportunity to take on new clients and to develop curre

ddress Finder (PAF) and an External
- clients with much more electronically
active data transfer. The first client to
cation of the new e-style MOTs. This
ent offerings.

A separate, but linked three-phase project, called Impact aims to deliver a new
Phase one will take place at the same time as the AP-ADC and PAF improvemen
of ONCH (Over Night Cash Holdings) in branches - helping Post Office Lid to
automation of the tracking system for Remittances - giving better control over th
system and enabling a tighter accounting process.

neial accounting system by mid 2005,
t will include automation of the pick up
age its cash more effectively, and the
xact whereabouts of cash rems in the

7. Post Office Lid Objective

To deliver changes 1o the way we do our business through the S60 and phase
simplify the job at the counter and in the back office in a way that will make our off
frontline people to focus more on selling.

Impact release that will dramatically
o clients more attractive, and allow our

YWearsion Mumber dralt v 1,1 Lty 12,08 g 0
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8. Communication Objective

To ensure that all audiences affected receive timely and effective communication that demonstrates our strategic
commitment to simplify the business and provide our frontline people with more time to sell, as well as assisting in delivering
Post Office Lid's objective above.

g, Audience —

Stakeholders (see S80 Stakeholder Management Approach & Plan, doc ref. [1])
General Managers

Heads of Area

Managers in the Retail Line

Fost Office® Branches

Product Managers

NBSC

Admin Funclions

Customers

10, Key Messages

Why — To simplify our processes, enhance our offer to clients, provide space for frontline people to sell, improve accuracy,
increase speed of reconciliation and drive down costs.

What — The S60 release will enhance Automated Payments (AP) functionality with Additional Data Capture (ADC) ~ DVLA
is first client to benefit. We will link online to DVLA for verification of the new style MOTs. We will introduce Postal Address
Finder (PAF) as a standard feature offered for new AP-ADC transactions or as an enhancement to existing transactions.
(PAF) capabifity will initially link to smart post for a limited number of transactions.

We will be also launching the new External Data Gateway (EDG) that will allow data files to be passed to clients without the
reliance on a third party or the development of individual connections,

Impact aims to deliver a new financial accounting systerm by mid 2005, Phase one will include automation of the pick up of
ONCH (Over Night Cash Holdings) in branches - helping Post Office Lid to manage its cash more effectively, and the
automation of the tracking system for Remittances - giving befter control over the exact whereabouts of cash rams in the
system and enabling a tighter accounting process.

When — Already being developed. Supplier testing starts end Jan 2004. Launch due late summer 2004,

Yargion Mumbey drafl ¢ 0.1 Date0t 12,03 . 1
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Where — ©.4,800 DVLA branches for DVLA Online and the rest of the estate 5-:
summer 1o ¢.77 MVL branches, ¢.?7? branches to test Smartpost with PAF, ¢.77
one Cash Centre location the,

all other products. Soft launch in mid
nches to test ONCH and Auto Rem in

11, Timescales
Jan 2004 ~ SeptOct 2004

12. Budget
N/A

13, Release Communications Plan

Red. / Type Audience Objective Key Messages Chan Timing Responsible For Status/C
Product . Dielivering oSt
560/ | Stakeholder | Chief Faise awareness. Detalls of 860 release, | FoF Jan(4 - Ray | Ongoing
| s Ciperating Manage expectations. impact on POL and the fortrightly JacksordMandy
Al Oifficer Enable impact planning. | business strategy and mesting Brown via
vigion, stakeholder
mestings & input
, Review Forum,
SE /2 StakeholderC | COO/GMs To gain commitment fothe 1o Detail on the § 60/ | F2F Febs 04~ Mar | Ruth Helleran has
omms prograse 80 Presenfgtion 4 beens given the
st & How B presentation that will
reguirements will be go to the RL, and has
developed agreed fo use &t bo
o Iaput veguived from raise the profile of

Yearsion Nurnber draft v 8.4 Daia1 12.03 11
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gnd users to develoy
detail
o View of what lipact
nuny effect day b
day werking dutivs
o What this sy bring

IMBACT at the Ops
top tean meeting.

SE03 Stakeholder | Staksholders | Keep informed of 560 in bulld stags. Share Eral e 04 | Mandy
Comms DrOgress. approach Ongoing Brown/Graham
Al Manage sxpectations. dgocumsnts & Bavan/Profect
Develop famiiarity with | planspgipe Managers
850, (g Hightight
) reports,
G604 Gensral Product Highlight benefits of AR-A00 systom Brigfing notes. | Feb 04 - Delivary by POT -
Domms dManagers gnhanced system. fagter, more acouwrale, | FEF demos, QngoIng Tom Filzgerakd
ARADRC GMs Ganerate client interast, | less paper presentations,
& POL HOAs Tirwsnales, workshops,
DES & Head of EDG - advantages Exploliation
PAF Franchise & ard Haxibility, gicle,
Mudtiples
Head of Sales ,
SE0/5 General All busingss Haiss awarsnsss. Simplifying our Businpss Published Graham Bevan
Comms Manage sxpeciations. business, Enhancing | Fouus special | Mar 04 Abbl Bhodes
Al finks Demonstrate progress the AP functionality o EG Mark Kally
0 fmpact against BC promises with Addiionad Data promisas, Brief
olan and Sirategic plan, Capture, 1 Fab 04
W Improve acouracy
of transastiong.
Has potential to reduce
froniline papereork.
Wi help provide spacs
for frontine people o
spend tims saliing
An opporturity 1o take
oy new clientg and 1o
develop current olient
offerings.
Firgt olisrd o bensfit -
VLA, We will link
ording to DVLA for
yerification of the new
style MOTs,
Yarsinn Mumber gl v 81 Cata(tt 12,03 ig
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Externgl Data Gateway
{EDG) will allow data
files to be passed to

- clients more oost
- eftectivaly than vig the

currant third party or
individual connections.
Impact aims to daliver
& new financial
avqounting system by
reticd 2008, i thres
phases.

Phase ons of Impagt
includes avtomation of
ONCH and Rems.
Autornation of the pisk
up of ONCH
{OverNight Cash
Holdings} In branches ~
helping Post Offics Lid
o manage its cash
maore effectively,
Automation of the
tracking system for
Remiftances - giving
better control over the
axact whersabouls of
cash rems in the
systern and enabling a
tighter accounting
process,

b

Apr 04

BBUT General G Halse awarenass, Datalls of 860 release, | F2F Giraham Bevan,
Comms MOAs Manage expectations, impact on operations, | Briefing paper Transformational
All Head of Enable impact planning. | including nead to for coge Change Managers,
Franchise & ravise periommante POT - Tom
Multiples targels. Fitzgerald,
Head of Sales ‘
580/8 General HLMs Rajse awareness, Detalls of 880 release, | FEF May 04 1 Graharm Bevan
Lomms Manage expectations. impact on operations, | Briefi Heads of Argy
All Enable impact planning, | including need 1o for 68 Mark Kelly

Saraiors Munber dratt v 0.1
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revigs parformance
fargals,
implementation phase
starts,

Q&As

Sene General
Comms

Al

Statt & Agenls

Faisn SWArenRss.
Martage sxpactations.

Enable impact planning.

Diatalls of S80 meleage,
impaet on operations,
including nesd to
ravigse parformancs
targets,
Implementation phass

slarts.

F2F { use on
vigits elg {
WTLRL

Junddul 04

BLME

S60/10 Ceneral
Cormrms

Impact

HOA
Directly
Managed /
Commercial
/ Ruxal /
Muiltiples

To gain commitment 1o
the programme

Detail on the 5 60 / 70
;80

How the requirsments
will be developed
Input requived from
endd users to develop
detail

View of what Impact
many effect day to day
working duties

What this may bring

FIF

Prosentation

Fab (¢ - Mar
(4

TCMs & Ops
Project Mge

Gengral
Comms

RLM

To gain vomunitment 1o
the programne

Detatl on the 360/ 70
/&G

How the reguirements
will be developed
Input reguired from
end users to develop
detail

View of what Impact
many effect day to day
working duties

What this may bring

F2F

Preserdation

Feb (4 ~ Mar
(14

HOA

Gansral
Comms

860/12

impact

Wersion Wumber graft v 0.3

Siatf & Agents

To gain commitment fo

the Drograns

Date(31.12.03

e As above but
tafforad to the
auchisnce

FOF {use on

visis elo 7
VTL&L

14

Feb G4 - Mar
O

RLM
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All

Y M

ujitsy data centie

3 General Up Diate 560 Dieliverables achieved April 04/ TCMs & Ops
{omms What this will mean to ion Project Mgy
Impact the counter
Benefits this will bring
fe time saving??
Recognition -~ user
mput
Slide pack for RLM'
e |
56/ 14 General RLM Up Date 560 As above Far April 04/ HOA
Comms Slide pack tatlored o | Preser
fropact agents /£ staff
S6l/15 General Staff & Agents | Up Date 560 s above but tailored | P2 g Aprit 04/ RLM
Cranmns to the audience ¥ig /
Impact WTL
S6l/ 16 General Retail Line Up Date 550 Progress report on Cuomy 4-6 weeks Go
Comms Dieliverables Foey
Imapact Prep for Go Live
S8GM7 General Soft launch Raise awarensss, Selectad for soft FeF or Phone | MayOd/dune | TOMs & Managers
Comms branches Manage sxpettations, faunch, 34 in Retail ing
MNext steps

Graham Bevan

| Nest steps upgrade
P Al {SED o GE0) ~ back :
| end impast only. E
Live countar proving in | :
Calthorpe will now !
Weraiors Mumber dratt v (.1 Batet 1203
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SOMTHTIENCE.

Soit lsunch will follow
shortly ~ details,

.27 DVLA branches
o, 3% Smartpost

o 27 ONOH & Auto
Ham

S680/19 Operational | Soft launch Manage expectations. Naxt staps. Phone Aug 04 Manager in Felad
Comms branches- fine
DvLa OVLA
LB0/20 Oparational | Soff launeh Understand changes Operational Ops Foous spl, | Aug 04 Ops Cormms
Comms brarohses - and how to do the instructinns. {lmard time 10
VLA DVLA revised processas, Change to DVLA working dayvs}
Drocuss. Workaid (lead
fime 18
working days)
ima
SHHET Operational | Soft launch tManage expeciations. Naxt steps. Phore Aug 04 Manager in Retall
Somms branches- fing
siriart Smart post
DOSURAE
s60/22 Cperational | Soft launch Understand shanges Cpsrational Ops Focus sph | Aug 04 Ops Comms
fomms branches and how to oo the ingtructions. {lead time 10
srnar Srnart post raviged PIOCeRses. working dave)
poSYPAF Workaid {(lpad
e 16
working davs]
S60/23 Operational | Solt launah Manage pxpectations. Next steps. Phone . Aug 04 Manages i Fletal
Comms branches- RaLi ing
Impact ONCHAWG -
profects Fem
143
SEGR24 Cperational | Soft launoh Understand changes Operational Ops Foous spl. | Aug 04 Croyg Sormms
comms branches - and how o do the instructions, {lead time 10
Impact ONCH AW revised processes. Change to ONCH e | working days)
Drofcty Hem, Bt Broess, Workaid {ead
1R time 18
working davs)
fime
[ENEE Genaral All business Report that soft launch | Testing complete. Husiness Jun D4 or Graharm Bevan
Corruns Foval Mail hus happenedfis about Heport on lessong Fonus, Aug D4 Mark Kaily
Yorgion Number disfty 81 Date1. 1203 18
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Al - Hirks Group 10 start, warnad and
o Impact Prepare branches 1o improvemenis,
plan axpect next staga, Quitline suft laurch
Demonsirale details,
sffectiveress of Simplifying our
business [T systems. business.
580728 Geanaral Medin/Extarmal | Demonstralg DVLA Is changing with Addarn Morria
Comms audisnces effectivensss of Fosgt new online MOT,
Al Offica® 1T systems. Fost Oftice® is ready
i ¢ | Unklowider message | to handle.

TR that the Post Office®is | AP-ADC system - ,
modamising and faster, more acowrate, | launchidemo
becoming more cheaper, 0ss paper
commercially focused,

Link o other motoring
products,
Advarlise the enhaneed
AP ADD capability 1o
_ prospective olients,
SHOET Gengral Frontline Understand changes Change to DVLA Ops Foous Aug (4 Ops Comms
Gomms & pecps - all aned how to do the process, {load time 10
DVLA Opevational | DVLA revised processes. working days)
Comms branches. Workald {lead
Managers in time 16
Retal ing working days)
fime. |
Ops Manual
{lead time for
print iso.
Sweeks, but
printed bi-
annually. CD
version and
intranet are
kept up to
date.y |
Commaroial
Foou

Yorsion Muntber deafl v 01

Data, 1203
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Genaral Frontling Understand changes Change to Smartpost | Ons Foous Sept 04
Comms & paopia angd how 1o do the Drocess, {lead Yime 10
Al Cperational | Managers in revised processes. Changs to DHCH winrking davs
sxoluging | Comms Reatall e DIGORER. Workaid {lead
VLA Change o Aute BHem | fime 18
DIGOass. warking deys)
time,
Ops Manua!
{lmad time for
prind s o,
Bweeks, but
pringed bie
anrwally, GD
version ani
ntranet are
kel U b
date)
Cuorrpnercial
Foous
SB0/29 | General Customers Undarstand changes to 7, DVLA online MOT and ® Verbal Jul 04 Frontline people
Conmns DVLA and smagt post | barscanned ¥ Postors onwanls DVLAProdust myr
DA & rarrindarg, R
smart New V5 tiog books).
Pt We will hand back
41N 2 Sy
Customer receipt is :
X nowavalidproof ¢f (L
‘ ¥ jpostage,  ~* £
SR Dperational | Al Branchss Contihgeney planning & | Fesdback on sammon | Ops Foous Sopt (4 Ops Comms For
DO problem management. | errors aned reminder of Continge
Al oorrent procedres noy Only
Sl s s
Warsior Mumbar dralt ¢ 01 Dtald? 1208 18
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13.1 Risks & Contingency

¢ Key release and project dates constantly changing, impacting the ﬁbi!ity;

resulting in reactive communications,

» Release content changing, impacting the ability to effectively plan communications or resulting in reactive

communications,

# % #®& & B B €

14. AP-ADC

AP-ADC is delivering enhanced functionality to new and existing AP products. As such operational communications wil

Tactical plans fail to gain project board sign off,
Helease authorisation not given.

Functionality fails to function as expected or not at all,
Expectations of key stakeholder/audiences mismanaged.
Volume of competing communications resulting in messages being cancelled
Ineffective targeting.
Poor messags development

generally be delivered via the DVLA Online product, the first to the AP-ADC functionality.

or diluted.

to effectively plan communications or

Hef. / Type Audisnce Objective Koy Messages Channel Thming Hesponsible For StotusiC
Praduct Delivering ost
J80/43 Stakeholder | Stakeholders | Keep informed of 860 Progress and Share End.Jan 04 | Mandy Ongoing
Comms DIOGress. developments. approdch -~ ORGUING. Brown/Graham
Manage sxpeclations. | dosuments & Bevan/Paul
Develop familiarily with plans. | Warbiriok
S60. Highlight
reports,
5804 General Product Highdliaht benefits of AP-ADC system - Brinfing notes. | Feb 04 - Dalivery by POT ~
Comms Managers. enhanced aystem, taster, more acourate, | F2F damos, ongeing Tom Fitzgerald
AP-ADC Gis Generate client interest. | less paper presentations,
& POL HOAS Timescales. workshops.
DES & Head of EDG ~ advantages Exploitation
PaF Franchise & and Hexibility, guide,
MMultiples Selling the products,
Head of Sales
© Wersion Number drafl v 0.1 Diafeii1 12,03 19
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T Diractorads Communioalions Strategy Dosumant Tamplae
BROAG | Opsrational | A Branches Cordingenoy planning & | Pepdback onoommon | Ops Poous Sept 04 O Comms For
OIS problem management arrars and remindst of Gontinge
carrect provedures ney Only
SHO/E8 Opsrational | Al Branches Qps Manual Update, Change o A_-ADC Qpg Manual Sept 34 Opg Somms
Comma Disaster Recovery
DIGDEAS,
14.1 Risks & Contingency
+  System not performing as expecled alter solt launch/go-live.
« Delayed launch,
= Additional products coming ondine,
15, POL DES
Rt ¢ Type Audience Objective Koy Mossages Chanmnel Thrsing Respunsible For BtatusiC
Product ‘ » , Delivering ast
SBO3 Simkehoider | Slakehoiders | Kesp informed of SEO Progress ang Share EndJan 04 | Mandy Tngoing
Comma DIOEIOSE. developments, approach ~ Brsgolng, Brown/Graham
Manage sypaciations, dosuments & Bavan/Faul
Develop familianity with s, Warbrink
880, Highlight
‘ ‘ ranons.
&0/ General Produnt Highlight benefits of APALE system ~ Brisfing notes. | Feb {4 Dativary by POT -
Comms tlanagers. arhanced systam, faster, more acourate, | FEF demos, angolng Tom Filzgersid
APADD GMs Gonergle olient interesl. | loss papsr prosentations,
& POL HOAS Tinesoales, werkshops.
DES & Head of EDG - advantages Exploitation
PAF Franohise & and Hexibility, gudicle,
Multiples Selling the products,
Head of Sales , _ } _
SB30 Cperationsl | AL Branches | Dontingenoy planning & Feedbachk oncommon | Ops Foous Sept 4 Opp Gomms For
QIITHTES problem management. grrors and remindsr of Contings
porrest procadurss sy Only
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{1 Dirsctorate Communications Strategy Dosument Template
151 Risks & Contingency
«  Gystem not performing as expected after soft launch/go-live.
&
®
16. DVLA Online
Ref. Type Audience Objective Koy Messages Channal Timing Responsible For Siatusf
Delivering Cost
SHM/3 inksholder | Stakeholders Keap idormed of 560 Progress and Share End.jan 04 Mandy Dngoing
Somms DIOYress. developments. approach ~ ONGoing. Brown/Graham
Manage sxpeclations. documents & Bavandan Cakley
Davelop fmiliarty with plans,
860, Highlight
repotis.,
B80T General Soft launch Halse awareness. Selected for soft F2F ot Phone | MayQdidune | TCMs & Managers
Comms branches Manage expectations, faunch, a4 in Retail ine
Naxt sleps,
Se0E0 Cperational | Soft Laungh Traiving Delivery Instructions on how 1o | Workald and 19/07/04 Ups Cormums
Comms Branches perform the new other training
transaction, materials,
860G Oparational Soft launch Manage expectations, Next steps. Phone Aug D4 TOM & Manager in
Comms branches- Fetall tne
DVLA
SHGE0 Operational Solf Launch Understand the chahges | Change to DVLA Ops Focus Spl | Aug D4 Ops Comms
Comms Branches - and how o do the OrocHss. ‘
o revised process ‘
| KeyDate L _ Soft Launch . 8/0
BEGR2Y Opwrational | Remaining Training Delivery Instructions on how to | Workaid and QR/08BAY Ops Comms
Comms Branches perform the new other training
transaction. materials,
SeQRY Cipsrationsl Soft Laursh Understand the changes | Change to DVLA Ops Foous Aug 04 L Oos Comms
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Comms Branches and how to do the PIOCORY, Cormmeroial
ey s d g s g F‘;
BEN/2Y Genaral Customarg | Understand changes to | DVLA online MOT and | Verbat Jul G4 Frontine people
Cormurs DVLA and sman post barscanned Pontars orwards Procluct magr
rerminders,
New Y8 {log books).
We will hand back
Yids,
LHROMAG Cperstiongl | MYL Branches | Contingenoy plasning & | Peedback on commaon | Ops Foous Sept 4 Ops Commg For
SUITUNS problem management. errors and reminder of Continge
sorrsct procedres ney Only
BB Ceerational | MVL Branches | Ops Manug! Update, Changs to DVLA | Ops Manusl Sopt 04 Opy Corrms
Comms DIONRSR, ‘
161 Risks & Contingency
«  YOSA not there
+  DVLA not there
« Dates move back
s AP-ADC elements not there.
«  Software does perorm as expected,
= HMalease authorisation not given.
17, PAF
Fref. / Type Audience Obfective Key Messages Channel Timing Rasponsibde For Statusi
Product Dedivering ast
SEMA Stakeholder | Stakehoiders | Keep Informead of S80 Progress and Shareg EndJdan 04 | Mandy Oingoing
Comms DIOgress, developments, approash - QNGOING. Browr/Graham
Manage expectations, dogurments & Bevan/Win I'Gruz
Dvelop familiarity with olans.
S0, Highlight
rapuns,
SR04 Genaral Product Highlight benefits of AP-ADC system - Briafing noles. | Feb 04 - Dalivery by POT -
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11 Qiractorgte Carnrnunications Strategy Documeant Template
Lomms Managers, grthanced systerm. faster, more aocurate, | F2F demos, Sngng Tom Fitzgerald
AP-ADC (GMs Gensrate clent interest. | ess paper presentations,
& POL HOAS Timesoales. workshops.
DES & Hend of EDG - advantages Exploifation
PAF Franchise & and Hexibility, guids.
Muttiptes Sefling the products,
Head of Sales , ,
SEO/30 Operational | All Branches Contingeney planning & | Feedback on common | Ops Foous Sept 04 Ops Gomms For :
COMMS probiem menagement, arrors and reminder of Continge
oorect proceduras ney Only
SE028 Uiperationad | All Branches Cps Manual Updats, Change to AP-ADC Ops Manual Sept 04 Ops Comms
Cormms Digaster Recovery
process.
17.1 Risks & Contingency
{ V?kfos'g"ﬁ %
18. smart post link to PAF T
Heaf. Type Audience Objective Koy Messages Channel Timing Responsibie For Slatus/
Detivering Cost
56043 Stakeholder | Stakeholders | Keep informed of 860 Progress and Share Enddan 04 | Mandy Cinguing
Comms Progress, developments. approach - ONGING. Brown/Graham
Manage expsctations. doouments & Bevan/faren
Develop tamifiarity with plans, Rogers
$60. Hightight ;
_reporns.
S8017 Ganeral Soft launch Raise awarensss. Selacted for soft FEF o Fhone | MayOd/dune | TCMs & Managers
Comms branches Manags espectations, launich. 04 in Rotall ine
' Nexi steps,
Se0/20 Cporationsl | Soft Launch Training Delivery instructions on how o | Workald and 18704 Cps Comms
Comms Branches parform the hew other training
transaction. matarials,
86019 Operational | Soft launch Marage sxpeciations. Naxt steps. Phong Aug 04 TOM & Manager in
Comms branches Hetall line
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Soft Launch
Branches

S60/20 Oparational

Zomms

Undargiand the changes

anid how 1o do the
wised process.

Changs to DVLA
PIBORYS,

Ops Focus Spl

Ops Comms

o " Key Date 8o gh " ['ozioaioa
SHN2T Qperational | Femaining instructions on how to | Workaid and ORADBI0A
Cormms Branches partorm the new other raining
trangaction. materialy,
BR0ET Dperational | Soft Launch Understand the changes | Change to smart post | Ops Focus Aug 04 Ops Comms
omms Branches and how to do the HOURBE. Cormmercial
_revised process. Focus -

S6028 | General | Customers | Understand changes to | Validated address Verbal Jut G4 Frontline ;}éﬂf:ﬁé
Comms srrast post {ookup. Fogters orwards Product mgr
Custorner receipt i3
now proot of purchase
for Slandard Partels
] rangections.
SEGA0 Dperational | Alifranches Contingency planning & | Feedback on common | Ops Focus Sept 04 Ops Comms For
OIS probder management arrors and reminder of Lontinge
correct procedures ney Only
Seoey Coseational | Al Branches Ops Manual Update, Change to smartpost | Ops Manusd Sept 04 Cips Cornms ‘
Comms DIDOESE,
18.1 Risks & Contingency
19, Impact Programme
19.1 Risks & Contingency
Wargion Mumbser draft v 9.3 Datelil 1203 24
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T Dractorate Comrunisations Stateqy Dooumant Tempdate

20. Change Requests and Fixes

20.1 Risks & Contingency

21. Development, Delivery, Clearance and Sign-Off Authority
Detail here the development, delivery, clearance and sign off authority for communications
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