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Stakeholder Engagement and Communication
Student’s Name

University Affiliation

Professor’s name

Course title

Date

Stakeholder engagement and communication
	Develop Engagement And Communications Plan

	Stakeholder
	Actual Values and Interests
	Engagement Tactics

· What

· When

· By whom
	Communications Tactics

· What

· When

· By whom
	Status and Impact

	Chief Clinical Officer
	Efficiency 

Quality services delivery

Reduced medical errors
	Partnership
	Formal meetings and memos
	Progress reports
Changes to project

Enhanced support for the project

	
	
	Weekly
	Weekly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Chief Finance Officer


	Efficiency

Low cost

Convenience
	Consultation
	Formal meeting and memos
	Progress reports

Changes to project
Enhanced support for the project

	
	
	Weekly
	Weekly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Chief Executive Officer (CEO)


	Efficiency

Low cost

Convenience

Increased quality of service

Growth of brand
	Consultation
	Formal meeting and memos
	Progress reports

Changes to project
Enhanced support for the project

	
	
	Weekly
	Weekly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Physicians and nurses
	Efficiency  of service

Quality service delivery

Efficiency in service delivery
	Participation 
	Emails and memos
	Progress reports

Changes to project
Enhanced support for the project

	
	
	Every two weeks
	Every two weeks
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Chief Quality Officer


	Quality service delivery

Reduced medical errors
	Consultation
	Memos, emails and meetings
	Progress reports

Changes to project
Enhanced support for the project

	
	
	Regularly
	Regularly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Community leaders


	Quality service delivery

Efficiency

Low cost

Convenience


	Pull communications
	Emails, public meetings webpages, social networking and text messages
	Progress reports

Enhanced support for the project



	
	
	Every month
	Every month
	

	
	
	CEO
	CEO
	

	Quality improvement staff


	Quality service delivery

Efficiency

Low cost

Convenience


	Partnership
	Memos, texts and meetings
	Progress reports

Enhanced support for the project



	
	
	weekly
	weekly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	

	Other executives in the hospital


	Quality service delivery

Efficiency

Low cost

Convenience


	Push communication
	Emails, memos and text messages
	Progress reports

Enhanced support for the project

	
	
	Weekly
	Weekly
	

	
	
	Chief Patient Experience Officer


	Chief Patient Experience Officer


	


Cultural, ethical and ethical stakeholder differences

The project being implemented is the integration of the health information system that is the Electronic health record system and the key stakeholders include the quality improvement staff, the patients, the chief clinical officer, the chief executive officer, physicians, nurses, other hospital executives, the chief financial officer and the community leaders, in addition, the chief patient experience officer. The cultural differences that need to be addressed through the engagement and communication include the differences in values and beliefs on the organization (Baugh, 2015). The value of the internal stakeholders and the external stakeholder differ substantially in that the internal stakeholders such as the nurses and physicians may seek to be more involved in the implementation of the project. This works to enforce values such as the need for operational efficiency while the community leaders and the patients who are external stakeholders the cultural focus is on enhancing value for their money while reducing the cost of services delivered. The legal differences that need to be addressed through engagement and communication are the understanding of the right that the stakeholders have on the project. For instance, the internal stakeholder has a legal mandate to exercise how the information system is used and therefore have a greater role to play in the engagement and communication process (Baugh, 2015).  The external stakeholders have limited legal rights on how the electronic health system is utilized within the organization (Baugh, 2015). The ethical stakeholder differences that need to be addressed include the obligation of the project team to ensure that the stakeholders have an understanding of the progress of the project and how it will impact these stakeholders. There is need to ensure that communication and engagement is adequately sustainable to address the specific interests and values of the stakeholders.

Rationale for engagement activities selected

The engagement approaches identified in this case include partnerships, collaboration participation, push and pull communications. Partnership is essential to developing relationships with key stakeholders who have the capability to influence the development and the outcomes of the proposal. Partnership as identified by Bourne (2015) involves the sharing of accountability as well as responsibility which provides  a two way  engagement approach that enhances the decision making process and the implementation of key activities. The partnership with key stakeholders such as the Chief Clinical Officer and the Clinical Quality Staff will see that adequate intellectual resources and insights are added onto the proposal thus informing its implementation and success.  Strategic partnership as an engagement approach as noted by Alexandra-Mihaela and Danut (2013) provides the organization with an opportunity to leverage the necessary skills during the development and implementation of projects. Partnerships ensure that key stakeholders are involved from the beginning to the completion of the project. 

Another stakeholder engagement approach used is participation. In participation, the stakeholders such as the nurses and physicians were involved in the initiative.  Participation, as argued by Eskerod and Jepsen (2013) provides an opportunity for the stakeholders to take an active role in the development of the initiative through undertaking strategic tasks or activities. Participation works to ensure that the stakeholders bear the responsibility for the initiative which works to enhance support and acceptance of the initiative while mitigating the development of resistance to the proposal (Eskerod & Jepsen, 2013). Participation of the stakeholders is essential to ensure that the initiative is aligned to address the values and interests of the stakeholders. Another engagement approach implemented is consultation, and this was adopted for senior most executives within the organization who were not directly involved in the health information system adoption but had a definitive stake in its success such as the Chief Executive Officer and the Chief Finance Officer. Consultation, as noted by Worsley (2016) is an effective approach to engaging stakeholders as it provides the involvement of these stakeholders without placing ay responsibility on them. The CEO and the CFO hold considerable influence over the initiative and need to be constantly consulted to provide their much-needed feedback on the progress of the initiative and any changes that need to be implemented to enhance the outcomes of the initiative. Consultation is neither noted by Worsley (2016) as a limited two-way engagement in which the stakeholders consulted have additional expertise on the initiative and how it can be developed within the constraints of the project.

Push and pull communications are additional engagement approaches used in this initiative. Push communications is one-way engagement and is used to broadcast information to all the stakeholders through the use of channels such as email and memos. For internal stakeholders who are not directly involved in the operations of the initiative such as other executives, this will be an effective approach to engaging and communicating with them. Pull communication as argued by Worsley (2016) provides an effective engagement strategy that provides the stakeholders with control over the communication information as the information is made available while the stakeholders decide whether to engage with it or not and this includes the use of web-pages to communicate the progress of the health information system integration initiative.

Rationale for communication activities

Success of any initiative or project is based on the extent to which communication of the stakeholders is carried out. Acceptance of the project and its use by the stakeholders to address critical values and interests is based on the communication initiatives used. The use of formal meetings for higher level stakeholders such as the CEO, CFO and Chief Quality Officer is essential to provide individualized statement of the progress of the initiative being implemented. Worsley (2016) argued that the use of formal meeting in project management provide an opportunity for the stakeholders to share their opinions as well views on the project. Bourne (2015) argued that the use of formal meetings in project management is essential to developing impersonal relations with the high level stakeholders such as the CEO and CFO. The use of memos is another approach to address the communication needs of the internal stakeholder. Worsley (2016) argued that memos are effective for communicating to a large group of stakeholders and in this case memos are appropriate for nurses, physicians as well as other executives within the organization. Public meetings are appropriate for external stakeholders such as the patients and the community leaders. Public meetings as stated by Worsley (2016) are appropriate for presenting information to large audiences of stakeholders and therefore appropriate for community leaders and patients as they help in the formation of relationships with these stakeholders.  Emails will be used to communicate the progress of the initiative and any changes to it among various groups of stakeholders from the CEO, other executives, nurses, physician, quality department staff and vendors. Emails are effective at communicating with a large audience of stakeholders (Eskerod & Jepsen, 2013). Social networking is another effective approach to communicating with the external stakeholders such as the community leaders and the patients as it provides access to the large groups of stakeholders and provides an easy and effective way to disseminate information to the large group.
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