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Background 

Shared Interest opened its first regional office in 2006, creating an in-country presence and a 

stronger connection to the remote communities we are looking to reach.  Since then, a 

further three offices have been opened, and we have staff in Costa Rica, Kenya, Peru, and 

Ghana.  With our head office in the UK, we are working across a total of five time zones, as 

well as working with staff for whom English is not their first language.  This means that we 

need to consider many factors when communicating with our full Shared Interest team. 

In order to improve communication, we identified the need to understand information flows 

and obstacles relating to internal communication, in particular between the UK and overseas 

offices.   

 

Summary 

This report provides an analysis and evaluation of the Internal Communications survey, 

which was sent out to Shared Interest staff in February 2017. 

 

Method 

Following discussions with various staff and management, the MET created an internal 

communications survey to be completed by all staff. The survey was not compulsory and 

could be completed anonymously. The intention of the survey was to research methods and 

flows of communication in particular between the UK and overseas offices and see if any 

improvements could be identified.  

Two versions of the survey were created using Survey Monkey (one for UK staff and one for 

overseas staff). The surveys were largely the same, with a slight variation on two questions 

depending upon where staff were located. A link to the survey was emailed to all staff.  

We received an 83% completion rate by the overseas team (10 out of 12 staff) and a 70% 

completion rate by UK staff (16 out of 23 staff). Overall a 74% response rate.  

 

Findings 

Overseas survey 

The overseas team said they contacted the Lending Team most often.  

All participants said they understood information provided to them. It was highlighted that 

there should be more opportunities to have face-to-face contact with staff outside their own 

office.  

The main problems highlighted when contacting other Shared Interest offices were time 

difference and IT connectivity.  

It was noted that the regional teams communicate with their colleagues in the UK as well as 

those in regions closest to them, most often.  
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Only one participant had taken part in a staff update session.  They noted that it was difficult 

to hear the person speaking. Six participants said they would benefit from being included in 

the staff update slots, and two would like to know more about them.  

Overseas staff were asked how they felt the current method of gathering information for QR 

stories and photography works. Six staff said it worked well and three thought it could be 

improved. It was suggested that a checklist could be used and more time should be spent 

planning in advance. It was also suggested that the overseas team could provide a harvest 

timetable to assist with photography scheduling.  

Respondents in Peru said planning more time in advance should be considered.  They also 

indicated that some of the information requested by MET was available by other means. 

It was highlighted that when dealing with customers all staff need to ensure language is clear 

and coherent as sometimes emails are difficult to understand.  

Respondents in Ghana said that people in West Africa like to enquire about the well-being of 

others and do not take life too seriously; even when transacting business and it would be 

useful to keep this in mind. 

Eight participants said they would like to know more about the Member Engagement Team 

(MET) and five said they would like to know more about the Foundation.  

In the further comments it was highlighted that it would be useful for a similar survey to be 

repeated periodically.  

 

UK survey 

13 participants said it was easy to get in touch with other offices. It was mentioned that 

sometimes it is difficult to get a response from the overseas team, details were not given but 

the respondent also said that it can take a while to get a response to emails.  

The UK team stated they contact HR/IT most often, followed by the Lending Team.  

Time difference was highlighted as the biggest barrier to communication.  Problems 

contacting the office and IT connectivity also appeared, although not as prominently in 

responses.   

All participants said the staff update slots were a useful way to find out about other parts of 

the organisation. It was suggested that a regular slot from each team (every six 

months/quarterly) could be useful.  

75% of staff felt the monthly update sessions were useful in providing information on other 

parts of the organisation. Comments on this question included: 

 Sometimes in these sessions it is difficult to put into context the information or to fully 

understand it.  

 It would be useful if more detail was provided in these sessions as well as 

information on how the activity links to the wider business objectives.  

 It was mentioned that by giving updates in teams shows a divide in the organisation 

and does not show that we are all working towards a common goal.  

 The format of these sessions does not welcome input/discussions/questions.  

 The updates are always about what is going to happen in the next month and we 

don’t report back on how this went the following month.  
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 It would be useful if the overseas team were included in these updates to hear what 

they have going on 

UK staff said they would like to know more about the Foundation, Lending and Finance.  

Differences in culture were highlighted in the survey, however participants commented that it 

would be difficult to detail these differences in a guide as there are so many. 

Comments included: 

 Different ways of opening a meeting  

 Different ways of addressing people 

 Different ways of opening and writing emails 

 Differences in building relationships and trust 

Other notable comments included: 

 As an organisation we need to look carefully at the use of email. It would be good to 

remind people not to over-use email but only to make precise and efficient use of its 

capabilities. 

 When contacting the overseas offices for information I sometimes feel like a burden 

and that they don't have the time to give us the information we require. To help in this 

it would be great if we could get something like the email Elizabeth used to send out 

detailing new/updates on lending which is going on overseas. It would also be good 

to include one member of the overseas team in the MET team meetings to give us a 

brief update on activities, this would help better inform case studies for us to tell to 

members and also it would make it easier for us to choose customers for 

photography shoots. 

 

Overall 

The majority of overseas and UK staff found it quite or very easy to get in touch with other 

offices, and found email and Skype the most useful methods for doing so.  

Overall there was a difference in knowledge across offices. The overseas team said they 

would like to know more about the Member Engagement Team (MET).  This compared to 

the UK team who wanted to know more about the Foundation and Lending.  

One comment from the overseas team suggested it would be helpful for all staff with work 

phones to have their Skype connected automatically. 

 

Conclusions/Recommendations 

Communication 

Skype and email are the most prominent forms of communication and there are no 

suggestions to use other methods of communication when contacting other offices. To 

overcome the highlighted problem of the lack of face-to-face communication, video Skype 

should be used when possible. Although it should be noted that IT connectivity sometimes 

prohibits this. 
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In response to the suggestion that staff with company phones should have their Skype 

connected.  It would be helpful to communicate that this is possible and IT can assist with 

setting this up, if required.  

 

Time zones 

It may be useful to have either a clock or something set up on all staff computers which 

clearly shows the different time zones for all Shared Interest offices. This would help staff be 

more mindful of time differences when communicating and highlight that they may not get a 

response right away.  

 

Photography 

A meeting took place with the Regional Managers and MET to discuss potential 

improvements to current photography planning.  

Discussions took place and suggestions included: 

 Going forward the MET will take into account time for planning photography and 

stories for QR, however on some occasions there is no other option but to work to a 

tight deadline.  

 It may be useful for the overseas team to provide the MET with a harvest seasons 

chart for all commodities we finance and keep this up to date on an annual basis.  

 A checklist will also be considered for future use.  

 Planning time in advance for photography calls. MET will aim to give two months 

notice for photography shoots and plan an annually calendar for photography. 

 Location of customer information and availability of this to MET.  

 

Marketing materials 

Results from the survey suggest that we need to increase the awareness of MET activity 

among the overseas team.  

The cost of posting hardcopy UK marketing materials is prohibitive but it would be useful for 

digital copies to be circulated after each issue is completed, to increase awareness and 

understanding of the MET activities. MET discussed this issue with the Regional Managers 

during their UK visit. The overseas team highlighted that it is a useful tool to have hard 

copies of QR which they can use for themselves and to show customers, especially those 

featured. It was also highlighted that some customers do not have the facility to download 

via computer.  

It was agreed that a monthly Skype update for each overseas office would be scheduled 

going forward.  The first Skype catch up meeting with the Ghana office has been scheduled 

for April. Further Skype calls with Peru and Kenya will follow.  

 

Updates 

In the past the Lending Team have circulated regular emails about customers to all staff. 

This was a useful tool, especially for the MET to assist them in gathering stories for the 
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member newsletter and the website as well as keeping other staff informed of the activities 

of the organisation overseas. It would be useful to reintroduce this practice.  

Going forward, it is recommended that the MET should also circulate a short customer case 

study each quarter to all staff. These case study will be chosen from recent QR articles and 

website content.   

 

Culture Card 

The creation of a Culture Card for existing staff, Board, Council, volunteers and new recruits 

would help highlight Shared Interest values and differences between cultures. This would 

also be used as a tool to reinforce our positive statements.  

 

Staff update slots 

Regular staff update slots focusing on different teams in the organisation would be useful to 

help staff understand the different areas of business.  

It is recommended that these should be scheduled so all staff can take part (so time 

differences will need to be considered). These could be coordinated with the ‘Back to Basics’ 

sessions run by the middle management team. Staff would be invited along on a voluntary 

basis to learn more and ask questions about the team.  

 

Monthly updates 

It would be helpful to explore ways to make the monthly update slots more of an open forum, 

with staff input, discussions and questions.  

When managers are giving updates it would be helpful to include information on how these 

link to the wider business objectives and to put the information into context, so they are 

better understood by all members of staff regardless of team.  

An overview of the previous month’s activity should also be given as well as why we are 

doing this. For example, MET may say they are running an insert campaign one month – in 

the following month they should report how this went as well as future plans.  

It would be recommended that it is trialled for the Regional Managers to be included in these 

updates on a quarterly or six monthly basis; this would mean changing the time of certain 

update slots to accommodate. A trial has been agreed to alternate the time of the monthly 

updates going forward – rotating between morning and afternoon slots.   

 




