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Dear Father,

$chool i$ really great. I am making lot$ of 

friend$ and $tudying very hard. With all my 

$tuff, I $imply can't think of anything I need, $o 

if you would like, you can ju$t $end me a card, 

a$ I would love to hear from you.

Love,
Your $on
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Dear Son,

I kNOw that astroNOmy, ecoNOmics, and 

oceaNOgraphy are eNOugh to keep even an 

hoNOr student busy. Do NOt forget that the 

pursuit of kNOwledge is a NOble task, and you 

can never study eNOugh.

Love,
Dad
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Importance of Project Communication 
Management

From PMI’s 2013 Pulse of the Profession In-Depth Report:

“… the most crucial success factor in project management is 

effective communications to all stakeholders—a critical core 

competency to all organizations.”

“Highly-effective communicators are more than 5 times more likely 

to be high performers than minimally-effective communicators”

“Our research proves that ineffective communication leads to fewer 

successful projects; organizations that are minimally-effective 

communicators report significantly fewer projects that meet original 

goals [52% vs. 80%], come in on time [37% vs. 71%], and complete 

within budget [48% vs. 76%].”
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Marketing and selling

Public Relations

Records management

• Minutes

• Emails/Memos/letters/new
sletters

• Reports

• Specifications

• Contract documents

Overall project management

And others…

 Providing project direction

• Decision making

• Authorizing work

• Directing activities

• Negotiating

• Reporting (status and 
progress)

 Attending meetings

• Team Reviews

• Executive Reviews

• Customer Reviews

The Project Manager…
Communicating 90% of the time…

Source: Project Management A Systems Approach To Planning, Scheduling, & Controlling by Harold Kerzner, John Wiley & Sons©2009
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Project Communication … Doing It “Right”

The right informationThe right information

To the right peopleTo the right people

At the right timeAt the right time

In the right formatIn the right format

At the right levelAt the right level

With the right impactWith the right impact
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What is Project Communications Management?

Project Communications Management …  to ensure that the 

information needs of the project and its stakeholders are met … to 

achieve effective information exchange.

• 10.1 … developing an appropriate approach and plan for project 

communication activities …

• 10.2 … ensuring timely and appropriate collection, creation, 

distribution, [etc.] of project information.

• 10.3 … ensuring the information needs of the project and its

stakeholders are met.

10.2 Manage 

Communications

10.1 Plan Communications

Management

10.3 Monitor 

Communications

Source: PMBOK® Guide – Sixth Edition © Project Management Institute, Inc.
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Rules of Communication

Source: Communication Skills for Project Managers by G. Michael Campbell, AMACOM©2009

• People will remember information 
they have heard more frequently

Rule of Frequency

• People remember the first few 
items presented

Rule of Primacy

• People will remember the last few 
items presented

Rule of Recency

• People will remember information 
that impacts them emotionally

Rule of Emotion

• The human brain can hold seven 
items, plus or minus two, in its 
short-term or “working” memory

Rule of 7+/- 2
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Communications and the Traditional Project 
Management Life Cycle

Initiation Planning Delivery Close

During this phase:

• The project is started

• The full project team might not be fully in place

• Key audience: PM, senior stakeholders, Sponsor, key customer

Key messages during this phase:

• Project benefits: Why we are doing this. What the impact on the business will be.

• Project success criteria: How we will know we have done a good job. 

What success will look like.

• Project organization structure: How we will manage and run this project.

The reporting lines.

Source: Social Media for Project Managers by Elizabeth Harrin, Project Management Institute ©2010
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Communications and the Traditional Project 
Management Life Cycle

Initiation Planning Delivery Close

During this phase:

• The project work is planned

• More people get involved

• Key audience: PM, project team, Functional Managers, others

Key messages during this phase:

• Project commitment: The plan.

• Project team: The work that needs to be done. Who is going to do the work?

Source: Social Media for Project Managers by Elizabeth Harrin, Project Management Institute ©2010
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Lines of Communication 

– The more people involved in the communication chain, 
the harder it is to communicate accurately.

– Formula for the calculation of communication links:

Number of Links = n(n-1)/2

where n = number of people communicating

Source: Project Management Communications Bible by William Dow and Bruce Taylor, John Wiley & Sons ©2008
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Communications and the Traditional Project 
Management Life Cycle

Initiation Planning Delivery Close

During this phase:

• The bulk of the project work gets done

• There may be multiple delivery phases

Key messages during this phase:

• Project deliverables: The tasks to be done & who is doing them. What is expected to 

be produced.

• Project progress: The performance we are seeing (to schedule/budget).

• Project control: The measurement & control of risks, issues, and quality.

• Project approval: Should we be moving to the next delivery phase?

Source: Social Media for Project Managers by Elizabeth Harrin, Project Management Institute ©2010
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Communications and the Traditional Project 
Management Life Cycle

Initiation Planning Delivery Close

During this phase:

• Work is completed

• Evaluation of the achievements vs. objectives

• Handover of operational elements

Key messages during this phase:

• Project evaluation: How we did against our success criteria/measures.

• Project status: Confirming that the project is now closed.

• Project handover: Who are we handing the project over to? Have they 

accepted the outputs?

• Project success: Communicating our project success.

Source: Social Media for Project Managers by Elizabeth Harrin, Project Management Institute ©2010
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Communication Challenges facing Project 
Managers

– Communicating Up and Out

• The right messages to the right people outside of 
the project team

• Ensuring messages are accurate, informative, 
but with the appropriate amount of detail

• Appropriately considering the stakeholder’s 
stake in the project

– Managing Miscommunication

• Understanding that each party believes their 
version of the truth is the truth or that he/she did 
what they were called upon to do

• Not over-reacting – e.g., putting everything in 
writing via email
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Stakeholder Power/Interest Grid

Keep satisfied Manage closely

Monitor

(Minimum effort)
Keep informed

L H

H

Interest

Power

Winning Support for Your Projects by Rachel Thompson, mindtools.com
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Communication Challenges facing Project 
Managers (continued)

– Managing the Team’s Communication Preferences

Source: Social Media for Project Managers by Elizabeth Harrin, 
Project Management Institute ©2010

“Get to 

point!”

“Get to 
the 

point!”

“I can’t “I can’t 
‘see’ 
that”
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What date is this?

02/04/03
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International format = YYYY–MM–DD

3rd of April 2002 = 2002-04-03 or 2002 Apr 03

Popular format = 3 April 2002
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 5 NCAA Division 1 championships
 12 Final Four appearances
 12 ACC regular season titles
 14 ACC tournament championships
 2nd on list of multiple championship 

coaches
 1000th win – January 25, 2015
 Coach of US men’s basketball team – 3 
gold Olympic medals (2008, 2012, 2016)

May 7, 2018 21



Communicating within the Project Team 

• Four major communications 
needs:

• Responsibility

• Coordination

• Status

• Authorization
Source: The Fast Forward MBA in Project Management by Eric Verzuh, John Wiley & Sons ©1999
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Purpose of Communication

• Instruction

• Informing or teaching people 
something

• Inspiration

• Motivating your readers or 
listeners to act in a certain way

• Advocating

• Convincing or selling someone on 
your point of view

• Stimulation

• Stimulating discussion or debate

Source: Communication Skills for Project Managers by G. Michael Campbell, AMACOM©2009

Ask yourself: “The purpose of this 

communication is ___”
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Developing Effective Messages

Source: Communication Skills for Project Managers by G. Michael Campbell, AMACOM©2009

Effective 
Messages

Justified 

timing

Justified 
delivery 

medium & 
timing

Clear 
purpose

No 
surprises!

Clear 

actions

Clear 
expectations 
& required 

actions

Concise

Draft 
Edit 

Send 
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Eight Times to Abandon E-mail

1. Debates, new solutions or complaints

2. Changing tasks or assigning new tasks 

3. Anything other than an “all is well” status report 

4. Change to the Triple Constraints / Competing 
Demands

5. New team members 

6. Requirements clarifications 

7. Stage-gate decisions 

8. Quality test or assessment results
Source: Eight Times to Abandon E-mail by Bob McGannon, PMP, March 2009 ESI Int’l E-newsletter
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Preventing Common 
Communications Problems

Establish clear 
roles & 

responsibilities.
Ask questions.

Take time to 
listen.

Don’t over 
communicate.

Be clear, concise, 
open & honest.

Take ownership 
for mistakes.

Lead by example.

Recognize that all people 
learn & communicate 

differently.

Use appropriate forms of 
communication.

Establish a 
cadence for your 
communications.

Develop a strong 
Communications 

Management Plan.
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The Communications Management Plan 

… describes how project communications will be planned, structured, 

implemented and monitored for effectiveness.

Resources Resources 

allocated

Source: PMBOK® Guide – Sixth Edition © Project Management Institute, Inc.May 7, 2018 27 



The Communications Management Plan…  In 
Other Words

What it is:

• … defines the process & procedures involved with 
communicating project information.

• … link between the process of managing the project 
information & distributing it to the appropriate 
stakeholders …

• … generates the procedures the project manager 
and/or team members will follow …

• … includes timeframes, recipients, distribution & 
storing methods, and the information collection 
process.
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Communication Matrix 
Example #1

Source: Project Management Communications Bible by William Dow and Bruce Taylor, John Wiley & Sons ©2008

STAKEHOLDER SENSITIVITIES INFO 

NEEDS

MEDIA WHO 

DELIVERS

FREQ PURPOSE BARRIERS

Sponsor – Lisa

Very busy –

not interested 

in details

Progress 

against

budget 

Face-

to-face

1x1 

Paula

1x 

per

week

Only 

variances

Her

schedule

Working 

committee 

members

Narrow view 

based on 

function

Options 

to allow 

for pros 

& cons

Email,

calls

WC Chair

with PM

support

Each

Tues.

Get them 

involved

Different 

needs
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Communication Matrix
Example #2

Communication Recipients Method Timing Prepared By

Status Report Team members

PowerPoint file 
posted to 
project web 
site 

Every Friday 
by COB

Project Manager

Change requests Project Manager

Completed 
form posted on 
project web 
site

As required
Customer, team 
members

Source: Project Management Jump Start by Kim Heldman, PMP, SYBEX ©2005
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Right-Sizing Your Communications Management 
Plan

Guidelines

1. How difficult are stakeholders to deal with?

2. How complex is the project to manage?

Decision Matrix

Focus on External 
Communication

(4)

Heavy Internal & External 
Communication 

(2)

Low 
Communication 

Required 
(3)

Focus on Internal
Communication

(1)

C
o

m
p

le
x
it

y
 o

f 
P

r
o
je

c
t

Level of Stakeholder Difficulty

High

Low

Low High
Source:

ProjectManagement.com
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Quadrant #1

(1) Focus on Internal Communication

 Communication is among core team and sub-groups.

 Internal groups must get the information they need… from the 
customer, other stakeholders and each other.

 Capture redundant questions and answers. Make them readily 
available to others.

 Avoid flooding customer with uncoordinated requests. Manage the 
communication through a buffer… the Project Manager.

Project Complexity Stakeholder Difficulty

High

Low
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Quadrant #2

(2) Heavy Internal & External Communication

 Solid communications plan agreed to by all team members and 
stakeholders.

 Documented formal process by which the plan can be altered. 

 A lot of negotiating and explaining.

Project Complexity Stakeholder Difficulty

High

High
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Quadrant #3

(3) Low Communication Required 

 Simplistic, often repeatable, projects with same stakeholder groups.

 Balance communication between customer and team.

 Need a project communications plan -- may be easier to implement 
and live with.

 Manage expectations.

Project Complexity Stakeholder Difficulty

Low Low
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Quadrant #4

(4) Focus on External Communications

 Communication involves stakeholder hand-holding through education.

 May be constant interruption and change.

 Communications need to be formally documented.

 Change control / management process important.

 No verbal discussions that fail to get documented!

Project Complexity Stakeholder Difficulty

Low High
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In review …

– The importance of Project Communication

– What Project Communication entails

– Communication across the project phases

– Communicating with the project team

– Common communications challenges and ways to 
prevent them

– The Project Communications Management Plan 

– Right-sizing your Communications Management 
Plan
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Your turn
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