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Engage!
Digitize yourself!

Digitize your customer experience!



DSO AOB Communications Bureau
Goals

• Develop an improved digital communication experiences that drive DSO adoption of Cisco 
Seller and Partner programs, promoting Sales growth and productivity

• Align to Sales strategic priorities and integrated with Geo platforms and initiatives with 
proactive Geo engagements, early visibility, and Geo sponsorship

• Implement a simplified, standardized, aligned, and strategic, centralized approach to 
communications  for increased audience impact and greater efficiencies 

• Implement overarching improvements to DSO communications processes, policies, and 
tools, while optimizing legacy processes and transitioning to DSO future state



CM & 
Comms
Planning

Readiness 
Implementation

Embed 
Measure

Collaborate on centralized 
change communications plans 
that enable greater  program 
alignment and standardization

Assist  and standardize  
the implementation of regional 
relevant and globally aligned 
communications plans

Partner with regions and programs 
for effective embedding of 
communications plans and 
develop access to communications 
analytics for effectiveness and 
strategic evaluation

Overarching change management communications phases and objectives

• Simplify and up level overall 
strategic messaging

• Build alignment and 
consistency among programs

• Streamline communications to 
audiences when possible

• Utilize process efficiencies

• Develop processes and tools to 
improve Sales and partner 
audiences’  Digital Experience 
that drives adoption



DSO Change Management Overarching Scope

Analytics

• PoliteMail activities
• Sales Connect activities
• Jive analytics

Regional Last Mile

• Enable the ability to 
scale change and 
adoption across all 
regions and 
organizations

• Provide tools, structure, 
and support to prepare 
the impacted 
individuals

• Mobilize organizations

Change 
Communications

• Deliver compelling, 
easy to find and  
consume information 
that motivates change 
and ultimately the 
adoption of the new 
state

• Accelerate the 
transition to the new 
state 

Training

• Provide knowledge and 
skills to equip 
organizations to quickly 
and effectively adopt 
the new state

Driving the
successful  communications and adoption

of the DSO programs

Communications	metrics		build	the	foundation	based	on	real	data:	Audience	identification	and	engagement
Change	Risk	•	Stakeholder	Analysis	•		Impact	of	Change	

PMO:	Provide	overarching	governance,	standards,	and	framework	in	support	of	the	DSO	programs	and	regions



Analytics

• Polite Mail Activities
• Sales Connect Activities

• Metrics

Regional	Last	Mile

• Enable	the	ability	to	scale	
change	and	adoption	
across	all	regions	and	
organizations

• Provide	tools,	structure,	
and	support	to	prepare	
the	impacted	individuals

• Mobilize	organizations

Change	Communications

• Deliver	compelling	and	
easily	consumed	
information	that	
motivates	change	and	
ultimately	the	adoption	of	
the	new	state

• Accelerate	the	transition	
to	the	new	state	

Training

• Provide	knowledge	and	
skills	to	equip	
organizations	to	quickly	
and	effectively	adopt	the	
new	state

Driving the
successful communications of the 

DSO programs

Communications	metrics	build	the	foundation	based	on	real	data:	Audience	identification	and	engagement
Change	Risk	•	Stakeholder	Analysis	•		Impact	of	Change	

Forecasting	and	xRM

G2C	&	Compensation

Annuities	&	Install	Base

Other	Projects	(SWOE,	MBR,	CCW-R,	Pricing,	etc.)

DSO Change Management Overarching Scope

PMO:	Provide	overarching	governance,	standards,	and	framework	in	support	of	the	DSO	programs	and	regions



Segmented audiences identification

§ Last	Mile	regional	change	agents	representing	all	
impacted	users	(internal	and	external)

§ Last	mile	executive		communications	stakeholders

Last	Mile	Regional	Change	
Agents

Additional	Impacted	
Stakeholders

Leaders/	Sponsors

Cisco	Sellers	&	Partners

§ Sales	Ops
§ Customers

Vision, voice, sponsorship, business value, 
program status, alignment, cascading

Communication tools, messages, delivery, 
program status updates, and interactive 

feedback

Business value/impact, training, tools 
feedback mechanisms

Business value/impact, training, tools, 
feedback mechanisms

§ Executive	champions	
§ Change	leaders	representing	
all	relevant	outside	functional	groups

§ Impacted	sales	leaders

Governance	Bodies

§ Steering	Committees	
§ Executive	Operating	Committee	for	each	initiative
§ Extended	Operations	and	Finance	Leadership
§ DSO	Program	managers
§ Initiative	Program	Managers

§ Cisco	Sellers
§ Partners	&	Distributors
§ Services
§ CPS

Program status updates, scope, timeline, 
vision, business value, tollgates, metrics

§ Finance
§ Legal

• Sales	Strategy	&	
Planning	(S&P)	



DSO Communication Vehicles
Supporting the change curve, events, milestones, audience requirements, and analytics

Awareness	-
Adoption

to	Adoption• Video
• Overview 

presentations
• Cisco Live
• GSX
• Quick reference 

guides
• FAQs
• Digital signage

Leadership	
Alignment

• All hands
• Sponsor guides
• Monthly status
• E-mail/voicemail
• Regular 

governance 
readouts

Support 
behavior 

change with 
vision and value

Program	vision	and	
business	value,	status	
updates	and	sponsor	

education

Change Curve

• Sign up for training
• Launch Instructions 

guide
• Regional newsletters

• Go-live announcement
• Execute Commit results
• Initiative Summit 

readouts
• Regional newsletters

Call-to-Action Post	Launch
Milestone/
Event	Driven

• Normalization emails
• Adoption metrics 

dashboard
• Mitigation bulletin
• Regional newsletters

Targeted and 
specific 

messages

Program status 
updates, go-live 
announcements

Release/Event Driven
Adoption	metrics,	
normalization	
status,	mitigation	

Platforms

Interactive, 
community 

driven, analytics

• CEC
• SalesConnect
• Search capabilities
• Jive sites
• Operations 

Exchange 
community

• Partner Central site
• Distributor Central 

site

Static portals, 
analytics

• Region/segment 
targeted email

• Region/segment 
newsletters

• Region/segment 
news/Jive sites

• Folloze
• Jive interactive 

communities

Push

Cisco Marketing reducing noise >>> less push, more pull
Cisco IT building faster than ever >>> Agile releases

Long lead times for external newsletters
Content length and timing (including urls for future details) need to reflect newsletter/page lead times and limits

Pull



Communications RASCI and stakeholder transformation process

Collaborative Alignment 
• Monthly review of CM and 

Comms  swimlane plans, 
including comms  audience and 

distribution  impact  plan
• Geo regional constraints & 

requests submitted
• Comms leads enter deliverables 

on Smartsheet for monthly 
calendar  impact review

• Discuss vehicle strategy and 
metrics analysis

• Strategic alignment discussion 
on Global & Geo Programs

Executive Endorsement
• Engagement with excoms

for aligned messaging
• Incorporate top initiative 

communication into Chris 
Dedicoat’s quarterly 

vehicles (max 1-2 per 
quarter)

Geo and segment Sales 
Engagement

• Collaboratively develop 
content with Geo and 

Segment teams
• Reinforce messaging from 

when applicable
• Develop transformational 

communication

Sales & Partners
• Transformational and run-the-

business communications that 
drive results

§ Collaboratively adapted content 
with SMEs, regions and 
segments 

§ Strategic vehicles by audience, 
regions and segments

§ Call to action, requirements, and 
training communicated in a 
timely manner

Simplier,	aligned,	relevant	strategic	messaging	- Supported	by	leadership	for	Seller	and	Partner	digital	program	adoption
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Sales	&	Partner	
Audiences

Overarching process for generating, developing, distributing, and analyzing  DSO AOB communications

Sales

Finance

HR

Central	Function	
Downstream	

Drivers

G2C	&	
Compens
ation

CM	Programmatic	
development

Forecasting	
and	xRM

Annuities	&	
Install	Base

Other	
Projects	

(SWOE,	MBR,	
etc.)

Forecasting	and	
xRM

CM&Comms
planning	

Annuities	&	
Install	Base	
CM&Comms
planning	

Other	Projects	
(SWOE,	MBR,	

etc.)	
CM&Comms
planning	

G2C	&	
Compensation	
CM	&	Comms	

planning

ABO	aligned	tools,	
templates,	processes

CM	Impact	
Driven	
Comms
Sales	&	
Partner	
impacts:
1)		Current	
state	
2)	Change	
state	
3)	Impact	list	
of	changes

GET

GSP

GC

Americas

Last	mile	&	geo	regional	
distribution

Executive		channel	
distribution

EMEAR

Metrics:	
Assessment	
&	content	
quality	

optimization	
plans

Forecasting	and	
xRM

CM&Comms
planning	

Annuities	&	
Install	Base	
CM&Comms
planning	

Other	Projects	
(SWOE,	MBR,	

etc.)	
CM&Comms
planning	

G2C	&	
Compensation	
CM	&	Comms	

planning

Program	Content	
development

Monthly	
Centralized	
Comms	
Meetings

1)	CM	leads	submit	
CM	&	Comms		plans
2)	Comms	leads	add	
deliverables	on	the	
SmartSheet tracker

3)	Global	comms	teams	
review	audience	

distribution	impacts	
for	calendar	view

4)	Metric	&	vehicle	analysis
5)	Strategize	and	discuss	
plans	going	forward	

w/	regional	comms	leads

WWSSO

S&P

DSO	Leadership



Communications
Analytics and Metrics
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Monthly comms program lead audience impact review**

**Monthly	meetings	that	include	all	program	comms	leads



<Return to Index

Metrics Tracking

Beginning in Q4, all 
program emails will 
be sent using 
PoliteMail. 

The AOB Comms
Lead is responsible 
for letting the AOB 
Metrics know when 
emails are sent.  

Metrics will be 
tracked for all 
program emails.





DSO Communications 
Alignment Package



Cisco branded comms materials
Cisco DSO PowerPoint templates

Cisco DSO email templates

Cisco Style Guide

Cisco Brand Writing Resources:
Winning with Words

Cisco Brand Language Guidelines 
(available 12 languages)

Free Writing Help Sessions

Intro to Cisco Branded Voice VOD

Other Learning & Development VODs



DSO CM Communications 
tools and best practices

DSO AOB Smartsheet Stakeholder Comms Calendar

CM Swimlane Template

CM Communications Planner Template

Communications Content Development & Distribution 
Intake Form

Box Link for Monthly Change Communications Plans

Best Practices for Running a Meeting



Appendix



Communications Channel Analysis and Overview for PMs (1 of 2) 

<Return to Index

Platforms	and	
Vehicles

Region Audience Frequency Lead Time	(Add	
time	for	regions	to	work	
with	content	and	make	
arrangements.)

Metrics Responsible Editorial	
Requirements

SalesConnect	Platform All Internal	and	external Continuous Varies for	new	
1 week	for	updates

Yes Global	CM	team

Operations	Exchange	
Community

All Internal	and	external Continuous 1	week	 Yes Global	CM	team

Partner	and	Distributor	
Central	Sites

All? Internal	and	external Continuous 1	week? Global	CM	team

Program	Jive	
Communities

Varies Vary Varies Vary

Targeted	Emails All Highly	targeted	internal	lists	
(Email to	highly	targeted	
externals	varies	across	
regions	– some	can	only	
cascade	through	internals	
(PAMs,	DPAMs,	etc.)	For	
external	emails,	inform	
related	internals	so	they	are	
not	surprised.

Ad-hoc Minimum lead	times	can	
be	as	much	as	10	
working	days.	Allow	as	
much	time	as	possible.	
Regional engagement	
with	Sales	and	
permission	from	Sales	is	
usually	required.

Politemail
(internal	only	
and	not	
always	
feasible)

Usually	regional CM	
team

Vary,	but	include	url
and	contact	for	more	
information.	

Region/Segment/Sales
Team Jive	Sites	
(Numerous)

All	Regions Internals Continuous Varies Varies Regional	CM	team Vary

Cisco	Partner/Partner	
Plus	Snapshot	
Newsletter

EMEAR Partners Monthly ~4	Weeks	(before	pub	
date),	inclusion	
dependent on	partner	
category	preference	
selections

Regional	CM	team Headline	of	maximum
8	words,	body	25-30	
words,	2	word	call	to	
action	and	externally-
accessible	url



Platforms	and	
Vehicles

Region Audience Frequency Lead Time	
(Add	time	for	regions	
to	work	with	content	
and	make	
arrangements.)

Metrics Responsible Editorial	
Requirements

Cisco	Distributor	News EMEAR Distributors Monthly ~4 weeks	(before	
pub	date),	no
guarantee	of	
inclusion

Regional	CM	team 50	word	maximum	plus	
externally-accessible link

APJ	Cisco	Partner	
Newsletter	(CPN)

APJC Partners Monthly 2	weeks	from	time	
of	submission
(ASAP	as	limited	
space	availability)

Regional	CM	team 60	word	maximum,	
externally	accessible	url for	
more	information

Connecting	APJ	&	
Connecting	GC

APJC Internal Fortnightly 2	weeks	at	least	
depending	on	
required	posting	
date.

Regional	CM	team 60	word	maximum,	url for	
more	information

APO	News	Internal	
Newsletter

AMER Internal	 Fortnightly 4-5	Days (before	
pub	date)

Number	of	
newsletter	
views

Regional	CM	team Headline	of less	than	10	
words,	50	word	maximum	
body,	url for	more	
information

APO	News	External	
Newsletter

AMER Partners	 Fortnightly 4-5	Days	(before	
pub	date)

Number	of	
newsletter	
views

Regional	CM	team Headline	of less	than	10	
words,	50	word	maximum	
body,	externally-accessible	
url for	more	information

GCS Chief	of	Staff	
Bulletin	(Services)	
Newsletter

AMER Internal Global	GCS	Services	
Focused	teams

Weekly 3	Days	(before	pub	
date)

Anecdotal/	
cascade	model	
/built for	speed

Regional	CM	team Approximately 60	words	
plus	url for	more	
information

Communications Channel Analysis and Overview for PMs (2 of 2) 



How to Request an Ad Hoc Communication –
From inside and outside DSO

Fill	out	and	
submit	the	
short	online	

request	form at
https://app.smartsheet.com/b/form
?EQBCT=261327a0fd284adf99557a9

57ae8949e.

Your	submittal	will	
trigger	an	alert	to	the	

DSO	AOB	
Communications	Team.			

Please	attend	the	
follow-up	interview	with	
the	communications	
person	so	we	can	get	

the	additional	
background	information	

we	need.

The	communications	
person	will	consult	with	
others	including	Brian,	
Cecile,	Sophie,	and	
regional	POCs	as	

needed	to	decide	if	we	
can	support	your	

request	and	to	develop	
a	plan.

The	communications	
person	will	emails	you	
with	the	decision	and	
reason	for	denial	and	

will	update	the	
Communications	

Request	Smartsheet.

The	communications	
person	will	let	you	know	

and	will	begin	the	
workflow	including	
updates	to	the	
consolidated	

communications	plan	
and	to	the	Ad	Hoc	
Communications	

Request	Smartsheet.

No

Yes




