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l. INTRODUCTION

1. In 2003, STATEC set up a currently well runningémiet. This was the beginning of a new era in
internal communication. In 2007, STATEC startecharbitious program including training courses,
regular hierarchical dialogues, staff meetings fandms.

2. STATEC's Intranet is a fairly complete web-jouriait has also a binding status. Information
and instructions published on the Intranet areidened as to be officially known by the entire &taf

3. The HR unit, the communication unit, the qualitgrteand the Association of STATEC's
employees (AFES-Association des fonctionnairesrgileyés du STATEC), organise events to improve
the internal communication (seminars, training sear information sessions and recreational as)iti

4. These efforts led to a new awareness of the impoetaf internal communication, but also
generated rejection, scepticism and indifferencelaly we can say that the internal communication has
improved; staff is better informed about what isngoon at STATEC and more involved in the decision
making process. But the program continues andnécessary to convince everyone that the effoets ar
worthwhile and will lead at long term to a bettasrking atmosphere.

Il TOOLS
A. The Intranet
5. STATEC was one of the first public services in Lomkurg to have a complete and daily

updated Intranet. It inspired other administratitm®llow the same direction. The decision to teemn
Intranet was not easy to take for different reasons

e -itis necessary to invest in adequate software

- the technical maintenance has to be ensured
« - the resources to manage content and up datguitarty have to be found

e - ltis necessary to find a motivated and skillddhaistrator.
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6. To gather these resources, it is vital to havers@asus on the utility and importance of this tool
within the management.

To ensure that the Intranet keeps its utility, stadf has to accept it and supply it daily. It mstmade
highly attractive for the personnel.

7. An important factor that facilitated the operatigas the unconditional support of the director
general. He declared that the Intranet has a caopustatus and that everyone is supposed to kisow i
contents. It is essential to check it everydaymmicamissing important instructions that come frtira
management. Therefore it was decided that the liefalcome page of the browser is the homepage of
the Intranet.

8. Information and training sessions were organizeskfwain the functioning and the advantages of
the tool.
9. In order to facilitate the update, several teamarigathe right to publish contents, were created:

» the administrator/main editor

¢ the association of STATEC'’s employees

» the secretary’s office

« the secretary of the “planning meetings”

* the human resources unit

* the “quality” team

« the team responsible for organizing the economitrsars
10. To maintain a good ergonomics and accessibilitypeking group meets periodically to evaluate
the tool and to recommend modifications. This isassary because the content tends to increase
gradually and sometimes in an uncontrolled way.
11. On one side the Intranet contains a more coercideo#icial part like:

* - memorandums,

e -instructions (data-processing guide-lines, ingtoms concerning the external
communication, templates etc.)

« - legislative and methodological texts
e - meetings reports
e -the press review
e - new publications

* - the organization chart with job descriptions

On the other side, the most attractive parts agthctical information and some management
tools.
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12. By “practical” information is meant: information aint new staff members (with photographs),
leisure activities (excursions, feasts, sportsrtanrents etc.), the restaurant’s menu, telephoeetdiies,
weather news and links to interesting websiteg (lilSite of Eurostat).

13. The most common management tools are the netwerdag the informatics helpdesk, the tool
to book conference rooms, a tool to complain alarking conditions, eLearning etc.

14. The Intranet of the STATEC is well accepted duistdarge content and daily update. It can be
considered as the “company’s newspaper” as welharchive of important information. The Intranet
became an inevitable tool for internal communicatio

B. The Network Calendar

15. An internal web calendar gives e.g. the membessadrtain unit, an overview of the scheduled
activities of their unit. Thus everybody is infordhen time about important dates, holidays, meetings
tasks etc. The calendar tool allows also to sematification to a group of persons, to invite theama
meeting or to notify an important event.

The calendar is easily accessible via the Intranet.

16. The compulsory use of that tool might be somehowdé&nsome at the beginning, but after a test
period, everybody agreed on the fact that alwaysvikmg what is happening in his unit, provides a

feeling of being perfectly informed and involvedall the activities of the unit. It prevents tlenstant
worry to forget or miss important events.

[l ACTIONS

C. Organization chart

To understand the communication tools and the @ibthe different actions, it is necessary to know
roughly how STATEC is organized.

Director general
Division A Division B Division C Division D
General services Social statistics National Accounts, International
Economics, Economic Relations
Enterprises Statistics
6 Units 4 Units 4 Units 4 Units

Many of the communication actions described beleferrto the communication flows which exist
between the different levels of the hierarchy.

D. Personal development interviews (PDI)
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17. “In our modern world, where the employees havete fan increasingly constraining
environment, it is necessary to have an adaptedrorgtion. The role and mission of each employee
must be clearly defined. It is up to the leadersdam themselves being capable to support and to
motivate all the staff members. There is no diitthao make between important work and ordinary
work; all the wheels must turn well to ensure atirojzed service. The message is not to maximize the
productivity of the staff, but to help it to dodtaily work in a conscientious and rational wafgbstract

of the SIGEP guide lines).

18. Within the framework of the national masterplarthed modernization, the promotion of quality
and the development of staff management (SIGER@a)h the public administrations, STATEC
launched a pilot project in 2006 which aims at aigiag, at annual intervals, personal development
interviews between senior staff and the membetkedf units. These talks aim to identify the degrée
satisfaction of the personnel in the following digd

* their relations with the senior staff

their tasks

» the working conditions

the relations with their colleagues
< their career objectives for the future.
19. During these meetings, an analysis of the trainggglirements is also made.

20. These talks take place once a year, with a faatyrfonized questionnaire. They have a duration
of 30 to 60 minutes per person.

21. The head of unit draws up a summary report of thetings (organization, contents, follow-up)
The anonymized versions of these reports are dezattleby the human resources department.

22. The advantage of this type of exercise is thafiesl topics are discussed systematically and
bilaterally between the chief and the different rbens his unit. With the help of the questionnéine,
employees can prepare the meeting in advance. Tiresenstances are not given during spontaneous
talks on an isolated subject or staff meetings.

23. These personal development interviews have not Wwetsomed by everyone. Some people
regard it as drudgery and as excessive bureaucFaey.think that occasional discussions are largely
sufficient and that there is no need for compulgoocedures. Although these talks and the related
reports are obligatory, they are not carried outagrybody.

24. Nevertheless, the utility of systematic PDIs isogtdzed by the majority of the agents of
STATEC.

E. Working together

25. In 2005, STATEC set up a project entitled “Workiogether”. The goal was to make the
management aware of the needs and expectationmoflern Administration.

26. As STATEC can hardly hope to increase its humaoure®s in the coming years, it will have to
learn how to mobilize the staff and to improve tleeimpetences. These changes can be realized by the

development of managerial competences, communitatid relational skills of the team leaders.

27. In this framework, STATEC worked out a two-yeariagciplan with several axes.
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28. In a first phase, after a training course giverabyexternal expert, a platform of exchange and
reflexion was created by the heads of units. Thgestiof these workshops is to reflect on the wesio
means and channels of communication used withioffiee. An improvement plan was worked out and
set up. The aim of this action was to encouragednemunication between the various hierarchical
levels and to strengthen the co-operation in tlilg deork.

29. The second phase consisted in organizing refleximikshops at employee level. These work-
shops were animated by an external consultantgdhewas to propose tracks of improvement
concerning collaboration, the dialogue or the ergeawith the hierarchy or colleagues. The conchsio
of the workshops were presented by the team to lieid of unit.

30. The results of these actions led, to a certainngxte a broadmindedness of the management
facing criticism and complaints by the staff mensber

F. Economic seminars

31. In order to promote knowledge and communicatiorceaning research and work carried out by
STATEC, the economic studies unit regularly orgasigconomic seminars in order to present new
results to the staff members and to internal atereal experts, before the official release.

32. STATEC organizes approximately ten sessions par ¥ session lasts more or less 1 hour.
The average audience is about 25 persons.

V. ORGANISATION

G. The annual planning meeting

33. During the annual planning meeting, the directoregal, the secretariat of planning, the heads of
divisions and units review the activities and thetpfems encountered in the past year, and present t
program of work and the strategic objectives fa ¢bming year.

34. In order to prepare the annual planning meetinghtads of units and divisions prepare a
working paper as well as a synthesis for the ardgntation.

35. The discussions on the work program finish at mydd&e afternoon is reserved on general
subjects like working conditions, computer secyfityman resources etc.

36. The report of the planning meeting is used to dnpvthe annual report on the Luxembourg
statistical system which is published within thenfiework of the annual governmental reports. liss a
used to prepare the working paper for the meetinbeoHigher Council for Statistics.

37. The minutes of the planning meeting are dissemiheitethe Intranet.

H. The Management Committee

38. The Management Committee (the director generaffahieheads of division and the head of
Human and Financial Resources unit) deals with btaag and personnel issues. It ensures that urgent
matters are attended to. As the subjects treatddsiiCommittee are partly confidential, no dethile
report is produced, but the director general infothe monthly planning meeting about the subjects
treated and the main decisions. The Management Giteerasually meets every week on Friday.



. The monthly planning meeting

39. The Heads of Unit meet monthly in order to managaroon projects, information exchanges,
follow-up of day-to-day issues and to implement aemmhitor the annual programme.

40. The minutes of the monthly planning meetings ase disseminated to the whole personnel via
the Intranet.

J. Division meetings

41. Once a month, the division director invites hisdeeaf unit to a 1-2 hours meeting in order to
discuss problems and opportunities regarding tig dark and the agenda fixed for strategic objeesi
These meetings normally should take place befaenbnthly planning meeting, in order to prepare the
topics which are on the agenda. The division mgstare also meant to inform the heads of unit about
decisions taken by the Management Committee.

K. The staff meetings

42. It is recommended to the heads of unit to orgaregellarly staff meetings, in order to coordinate
the work, to inform on decisions taken at the hidfierarchical level, and get him/herself infornued
the work in progress and the problems which haeeiiwed.

43. Unfortunately, only part of the units organizedfsteneeting systematically, though this type of
meeting is largely appreciated by the staff. tossidered that they make circulate informatioa in
dynamic way. The unit in charge of communicatiofdlats staffs meeting, with some rare exceptions,
each week, the same day at the same time. Shautesisummarize the covered subjects, the decisions
taken and the person responsible for the implertienta

44, During the personal development interviews, the imenmof the unit used to express themselves
very favourably to staff meetings as an internal td communication. The experience shows that the
personnel of the units who hold regular staffs mngstare, in average, better informed and motivated
than their colleagues who do not have this oppdstun

L. Heads of Unit Forum

45. During the training cycle in management, which tptdce within the framework of the
“Working together project”, the board of the heaflsinit stated that the communication with the
Management Committee required improvements. Thiéyét enough implied in the decision-making
process and that many ideas did not find their weathe “Belle Etage”. In order to improve this sition,
they created a Forum of discussion which meets amoenth to discuss subjects of general intenest, i
order to make recommendations to the ManagemeetFdlum is animated alternately by the different
chiefs of unit. The organizer is responsible toveore at the next assembly, to define the agendéoand
animate the debates.

46. The conclusions of the Forum are subjected to thietihly Planning meeting for discussion.

47. After a little more than one year of operation, caa conclude that, even if some of the heads of
unit do not take part in the Forum for unspecifiedsons, this initiative reinforced solidarity argon

them. It contributes to the innovation and progaghe working methods and improves consideratndy t
communication between the units.

48. The heads of unit feel less isolated with theitpems. They hear that their colleagues have the
same type of problems and can contribute to stlemttogether.



M. The AFES (Association of STATEC's personnel)

49. The AFES’s aim is reinforcing the links of solidgirbetween its members and in particular to
ensure the professional representation of STATEsonnel and to take initiatives to preserve the
material, the moral and the social interests ofri¢snbers.

50. Among its role as a kind of “trade-union”, to repeat the personnel in face of the management,
the AFES carries out a series of other activities:

» It organizes visits of companies, excursions, @ma@s parties, wine tasting, charity
actions etc.

* It undertakes satisfaction surveys of the personnel

« It defends the interests of the personnel in fddeowner of the building (problems of
air condition, equipment, catering etc.)

51. Each year, during the annual planning meetingpthsident of the AFES submits a report on the
activities and the degree of satisfaction of thenimers.

V. FUTURE CHALLENGES

STATEC made many efforts to optimize internal comination. In regard to its staff size (160
persons), this performance was not easy to do.

But we still have a long way to go if we want tach the fixed objectives. There are still too many
colleagues who have to be convinced of the utilftgome (maybe time consuming) actions.

The use of the Intranet, the Economic Seminardtamélanning meetings is well accepted.

Even though everybody agrees that Division- andf 8taetings are of highest utility, some members
of the management are slightly negligent in theldfi

We notice a similar attitude concerning the pgptition in the Forum’s meetings (heads of unit).
Approximately 60% of the members are participatigularly. Among these 60%, everybody
acknowledges that the Forum is a very importantranication tool. So there is still some work to
do to convince the other 40% to join the Forum.

There is also a need for persuasion regarding #reagement training and the Personal Development
Interviews. A reason of this reluctance might ket thost of the management members are largely
involved in the production of statistics and hawe enough time to fulfil their management tasks
sufficiently.

Despite some minor problems, the ongoing progrannfernal communication has raised a new
awareness of the importance of a good internal conication: communication has been improved!



