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Introduction 
 
Goal of the communication audit 
 
 The Coppell Independent School District is a respected leader among Texas school 
districts for its academic performance, well-rounded curriculum, highly qualified educators, and 
parent and community involvement. People often move to the community for the schools and the 
district enjoys an unprecedented level of support which was demonstrated in the last bond 
election by an 81 percent approval margin. 
 
 The Coppell ISD Board of Trustees, in its efforts to maintain community support and 
improve all aspects of the district’s effectiveness, requested that the district conduct a 
communication audit. Although the Coppell ISD has a strong communications program, both the 
Board of Education and Superintendent Jeff Turner, Ed.D., were interested in evaluating the 
district’s “return-on-investment” in communications and are committed to improving 
communication throughout the school system. We commend Coppell ISD leaders for 
undertaking this assessment and we believe it will help you improve communication with many 
of your key audiences over the next few years.  
 
 This communication audit was contracted for, approved, and supported by the 
Superintendent and Board. It demonstrates the district’s willingness to address communication 
challenges in order to improve educational opportunities for students. 
 
 The goal of this communication audit was to seek data, opinions and perceptions, and 
from these to propose recommendations to improve the effectiveness and management of 
communication, public relations, and marketing throughout the Coppell ISD. The 
recommendations presented in this audit are designed to enhance and improve two-way 
communication between the district and its internal and external audiences. 
 
 The observations and recommendations included in this report should be reviewed 
carefully. Whether they pertain to the work of your district’s communication office or any other 
department or school, they are intended to build effective communication in a school district that 
is already known for its pursuit of quality and educational excellence.  
 
 It is often difficult to single out and measure public relations effectiveness apart from 
other aspects of the district’s operation because communication is such an integral part of a 
district’s overall success. However, individual elements can be assessed. It can be determined 
whether specific program goals and objectives have been met. The real measure of success for 
any program, however — including a communication program — is to determine whether it is 
helping the organization work toward its stated mission. The Coppell ISD’s mission “is to ensure 
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our students achieve personal success, develop strong moral character, and become dynamic 
citizens through a customized, innovative learning experience led by a visionary staff and 
community.” The auditors reviewed the perceptions of the focus groups and resource materials, 
and then made recommendations in light of your district’s mission, objectives and strategies. 

 
Opinion research as a foundation 
 
 A communication audit of the district provides an important foundation for implementing 
a comprehensive communication plan. The audit provides information about attitudes, 
perceptions, and the effectiveness of current communication and engagement efforts, and offers 
recommendations to expand or enhance the overall community relations program. The audit also 
provides a benchmark for measuring progress in the future. Developing any effective 
communication strategy begins with opinion research. 

 
Scope and nature of the study 
 
 This report presents the findings and recommendations from a series of 22 focus groups 
and various interview sessions with individuals representing a variety of the district’s internal 
and external publics. Participants in the focus groups were invited by district officials to 
represent a broad range of opinions and ideas. The focus group sessions lasted approximately 
one hour and were held from February 12-14, 2007 with the following groups: 
 

• Elementary Parents 
• Middle School Parents 
• High School Parents  
• PTO Presidents 
• Business Leaders, Elected Officials and Civic Groups 
• Community Members without School-Aged Children 
• Elementary Teachers 
• Elementary Administrative Assistants/ and Office Personnel 
• Elementary Nurses, Counselors and Diagnosticians 
• Elementary Assistant Principals 
• Elementary Principals 
• Secondary Teachers 
• Secondary Administrative Assistants and Office Personnel 
• Secondary Nurses, Counselors and Intervention Services 
• Secondary Assistant Principals 
• Secondary Principals 
• Maintenance, Custodial, Food Services and Facility Management Personnel 
• Administrative Assistants from Administration, Brock and the Service Center 
• Cabinet, Directors and Curriculum 
• Three Board of Education Group and Individual Sessions  



 
NSPRA Communication Audit 5 Coppell Independent School District 

Processes and procedures 
 
 A communication audit conducted by the National School Public Relations Association 
(NSPRA) enables a school system to view its communication from an “outside” perspective. The 
consultants for this communications audit were Susan Hardy Brooks, APR, and Jim Dunn, APR. 
Their vitae are included in the Appendix. 

 
 Step 1: Analyze materials. The first step in this NSPRA communication audit occurred 
when the communication office submitted samples of materials (i.e., newsletters, brochures, 
reports, etc.) used to communicate with various audiences. The auditors also reviewed the district 
and school web sites. These materials and web sites were examined for effectiveness of message 
delivery, readability, visual appeal, and ease of use. In addition, the auditors reviewed news 
clippings, demographic data, strategic plans, communication budget information, etc. 

 
 Step 2: Conduct onsite focus groups. The core of an NSPRA audit is the onsite focus 
group component designed for the auditors to listen to and gather perceptions from the school 
system’s internal and external audiences. This communication audit was designed to: 

 Assess the effectiveness of the district’s current communications programming; 
 Solicit and evaluate key facts, opinions, concerns, and perceptions of focus group 

participants representing various internal and external stakeholder groups important 
to the success of district communications; and 

 Suggest strategies and tactics to enhance communication with key audiences and to 
improve the management of public relations, communication, and engagement 
activities for the Coppell ISD. 

 
 In our audit of the Coppell ISD, the auditors conducted 22 focus group and several 
individual interview sessions with key district leaders and communication staff. Each focus 
group was guided through a similar set of discussion questions. The participants’ responses are 
reported in the Perceptions of the Focus Groups section of the report. 

 
Step 3: Conduct other surveys. In addition to the focus groups, the Coppell ISD 

principals completed a written survey. The survey sought comments about how they now handle 
communications and what other services the communications office may be able to provide. The 
summary of that survey is included in the Appendix. 

 
Step 4: Prepare recommendations. After reviewing the materials, the focus group 

perceptions, and the survey results, the auditors prepared recommendations, presented in the 
Recommendations section of this report. The recommendations focus on strategies the district 
can use to organize and prioritize communication resources and activities to deliver key 
messages as effectively as possible and improve its overall communication practices.  
 
 The final report was carefully reviewed by NSPRA Executive Director Richard D. Bagin, 
APR, and Associate Director Karen H. Kleinz, APR. 
  
 
 



 
NSPRA Communication Audit 6 Coppell Independent School District 

Guiding Definition 
 
 Since 1935, NSPRA has worked with school systems, education organizations and 
agencies throughout North America to advance the cause of education through responsible public 
relations, information and communication practices. In doing so, NSPRA uses the following 
definition as a foundation for all educational public relations programs: 
 

Educational public relations is a planned, systematic management function, 
designed to help improve the programs and services of an educational 
organization. It relies on a comprehensive, two-way communication process 
involving both internal and external  publics with the goal of stimulating better 
understanding of the role, objectives, accomplishments and needs of the 
organization. 

 
Educational public relations programs assist in interpreting public attitudes, 
identify and help shape policies and procedures in the public interest, and carry 
on involvement and information activities which earn public understanding and 
support. 

 
Assumptions 
 
 We assume that school systems undertake communication audits because they are 
committed to improving their public relations/communication programs. We also assume that 
they wish to view the system and its work through the perceptions of others, and that they would 
not enter into an audit unless they were comfortable in doing so. 
 
 However, some caution should be observed about the nature of such a review. Whenever 
opinions are solicited about an institution and its work, some people have a tendency to dwell on 
perceived problem areas. This is natural and, indeed, is one of the objectives of an audit. 
Improvement is impossible unless information is available about what may need to be changed. 
 
 Some of the comments noted in the focus group summaries may reflect concerns that will 
not be included in our recommendations, but they may be issues that Coppell ISD leaders will 
want to address in order to help resolve employee or community concerns. 
 
Identifying perception and communication gaps 
 
 Another purpose of an audit is to discover communication gaps. Often we hear 
completely different “facts” about the district from an internal audience versus an external 
audience. Frequently, the internal audience knows the facts and can’t believe what we hear from 
the external audience. But both audiences tell us what they know and believe. This disconnect 
falls into the maxim that “perception is reality.” More importantly, it pinpoints a content 
communication gap, calling for a communications solution. Other times, both internal and 
external groups are in agreement, revealing the need for changes or modifications in 
communication strategies.  
 



 
NSPRA Communication Audit 7 Coppell Independent School District 

 Another type of gap deals with the understanding and knowledge of communication 
programs and activities. For example, some audiences may say that the district makes decisions 
before forums are held when, in fact, the district uses input gathered in the forums to make 
critical decisions. Once again, a gap exists between perception and reality. The communications 
effort needs to include providing feedback to be sure that forum participants know how their 
input is used in decision-making. Learning about perception gaps and strategies for closing them 
is another component of the communication auditing process. 

 
Recommendations 
 
 In response to the key findings, this report contains recommendations for improving 
communication with the Coppell ISD’s internal and external stakeholders. The recommendations 
are based on proven strategies used in successful communication programs by similar school 
systems around the country. 

 
Supportive quotes 
 
 The auditors took notes in each focus group session. To ensure confidentiality, we 
assured participants that their comments would be anonymous and would not be directly 
attributed to them. Consequently, the focus group summaries are a synopsis of what was said in 
each group. Some comments are direct quotes from participants, while others are paraphrased for 
clarity. Any direct quotes will appear inside quotation marks, without personal attribution. 

 
Copies to participants 
 
 Focus group participants were extremely interested in sharing their thoughts and ideas in 
the focus group sessions. They were also interested in finding out the results of the 
communication audit. Because of their high level of interest and involvement, along with the 
importance of closing the communication loop to build trust and credibility, we recommend that 
each focus group participant receive a copy of this report for review and feedback. 
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Key Findings and Professional Observations  
 

 The Coppell ISD has an excellent reputation externally among parent and non-parent 
groups, including among business and community leaders. Internally, employees at all 
levels in the organization also highly regard the district and its reputation.   
 
The Coppell ISD is known for its high expectations, strong academics, quality curriculum, 
leadership and facilities, and for its “small town” character that is reflected in the caring, 
pride and collegial nature of the schools and the community. Families are attracted to the 
community for its schools and educators are attracted to the schools for the quality of its 
programs and the support they receive from school leaders, parents and the community. As 
one internal focus group participant said, Coppell ISD is “educator heaven.” 

 
 New perceptions and realities which are having an impact on the district’s reputation need 

to be proactively addressed. 
 

A common theme in several focus groups was that the excellent qualities the Coppell ISD 
enjoys will be challenged in the coming years as the community continues to experience 
changes in demographics and challenges in funding. Financial concerns, including some 
animosity toward the state’s Robin Hood Provision, were mentioned by several groups. 
Teachers and parents expressed a concern about teacher pay slipping behind what other 
districts’ pay. Others felt that recent concerns over the reporting of state test scores, a major 
new housing/apartment construction project and crowding at the high school presented 
significant communication challenges to the district and continue to cloud the otherwise 
excellent perceptions all groups held for the Coppell ISD. 

 
Some participants talked about a “Coppell Bubble” that seemingly protects the city from 
unwanted change and provides a metaphor for an idyllic time when the community and 
schools were even more homogeneous. The Coppell ISD was the destination district for 
affluent, educated, upwardly-mobile young parents, and societal concerns about changing 
demographics, drug use, and student safety were unspoken or nonexistent. Parents were 
simply more trusting of major institutions like public schools. This time of unbridled 
optimism, positive growth and community involvement forms a backdrop for almost every 
perception of the Coppell ISD schools and community. 

 
There is a strong belief among the focus group participants that the Coppell ISD is indeed 
experiencing significant change that the community and school district may not be fully 
facing. At the same time, focus group participants fiercely want to maintain the “Coppell 
Bubble.” This paradox presents a challenge. Attempting to maintain the status quo can create 
an impression that the school district is not aware of the change or is not willing to address 
the issues of the day. It also can cause some staff members to ask, “Why change at all?” and 
others to ask, “Where are we going?”  
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While most of the internal and external groups are ready to discuss the district’s new 
challenges, some participants felt that openly addressing the issues might cause concern in 
the community. The worst thing that the Coppell ISD could do however, is nothing at all. 
The communication challenge is to proactively address the perceptions and the new realities 
without creating a sense of panic and without bursting the sense of security and pride 
provided by the “Coppell Bubble.” By responding proactively, Coppell ISD will continue to 
be a destination district for families seeking a rigorous, well-rounded education in a safe, 
caring and supportive environment. 

 
 Facing the new challenges will require a strategic and systematic approach to 

communication using the latest technology and two-way communication methods with a 
renewed emphasis on transparency and a commitment to change at an acceptable pace.  

 
It used to be that communication tactics such as patron mailings, yard signs, and informal 
interactions with area business groups were enough to be effective. Replacing many of the 
traditional tactics with a strategic commitment to transparency, proactive leadership and 
public engagement will help the Coppell ISD effectively address the issues it now faces. 
Some of the best school systems in the nation are effectively dealing with the challenges of 
change. Change and ongoing self-analysis are inevitable and necessary for any organization 
that strives for continuous improvement. Coppell ISD leaders have already demonstrated a 
commitment to increasing transparency and engagement through the strategic planning 
process and ongoing community forums. Placing less emphasis and investment on traditional 
communication tactics and more emphasis on two-way communication through technology 
and public engagement will enable the district to continue to be a state and national leader in 
providing a first-class educational experience for students. 

 
 Although the Coppell ISD has fully embraced the use of technology, the district is 

experiencing a host of growing pains that impact internal and external relationships, 
satisfaction and effectiveness.  

 
By modeling the “innovative” part of the Coppell ISD mission, the district should be 
commended for its efforts to become a paperless organization. The district has implemented 
several online instructional, communications and operational applications that many school 
districts are just beginning to consider. However, being a trendsetter also brings challenges in 
training, developing new systems and processes for using the technologies, and seamlessly 
integrating the technologies to make life easier for all users. While parents, district 
employees and community members are pleased with the progress, several concerns were 
expressed by many of the focus groups. 

 
Participants said they are frustrated by the perceived lack of integration between Pentimation, 
Blackboard, the Portal, and the district and school web sites. In some cases, the problems 
may be resolved with programming adjustments and additional ongoing training and staff 
development. Parents believe the online registration process is too cumbersome and as a 
result, registrations are sometimes not updated or accurate. Inaccurate or incomplete 
information has repercussions with health, safety and parent contact issues.  
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Focus groups provided many comments on problems with the district web site. Coppell ISD 
is already in the process of revamping the site and getting feedback on several design and 
navigation proposals. Any organization making a concerted effort to modernize and change 
its use of technology faces similar issues. The district should remain committed to 
implementing new technology, providing additional, ongoing communication and training, 
and maintaining flexibility to ease the transition.  

 
 Coppell ISD employees and patrons may be on e-mail overload.   

 
Principals, teachers and central office administrators all expressed concern that e-mail use 
was “out-of-control,” yet all of the focus groups cited e-mail as one of their best sources of 
news and information. Teachers felt that their time to be with students was compromised by 
unfettered, seemingly continuous parent messages with expectations for almost instantaneous 
replies via e-mail. Some parent groups voiced concern about expectations from parents and 
staff regarding e-mail messages to teachers. Supervisors felt that just reading and responding 
to e-mail left them little time to do their actual work. 

  
Parents simultaneously wanted more and less information. In other words, they desire more 
timely information specific to them and their child and less general information that they can 
access on the web site or from other publications. Many parents want information “pushed” 
to them so that they don’t have to seek it out on their own.  

 
 Word-of-mouth, meetings, face-to face and e-mail communication are viewed as the best 

sources of information.  
 

E-mail and e-newsletters are viewed as important information sources. The superintendent’s 
e-newsletter, Supt’s. On, is a valued source of information among Coppell ISD’s internal 
groups. It would be worthwhile to find out specifics of what employees like about the 
newsletter and use it as a benchmark for improving e-communication both internally and 
externally.  

 
In the community at large, the Express newsletter is well received, but internally and among 
parents it is considered by many to be expensive, self-serving, and late with information that 
can be found in other places. The cable news program has a very small but loyal audience. In 
most cases, participants said they rarely or never watch the show, and several participants 
didn’t know Coppell ISD even had a cable television show. The district web site is well-used 
but considered out-of-date (in appearance and information) and hard to navigate. Many 
groups expressed the desire for a better, more dynamic, web calendar. Amazingly, many 
people said they get their information from yard signs placed on the main thoroughfares. The 
marquees outside some schools are also popular.  

 
 The Coppell ISD’s administrators and administrative office staff are approachable and 

responsive and have a strong connection to and good communication with the schools. 
 

It is rare to find such a positive relationship between administration and the schools. In most 
districts there is an “us and them” mentality that stifles communication and progress.         
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Dr. Turner, administrators and staff members at all levels who work in administrative 
functions should be commended for their service. Dr. Turner is well respected and perceived 
as an open, effective communicator. He drew praise not only for communicating well, but 
also for providing leadership on recent issues concerning state reporting of test scores and a 
major new development project proposal that would have considerable implications for the 
school district. 

 
Excellent customer services for external audiences are a hallmark of the Coppell ISD 
communications program. Internal customer service did not fare as well. Some departments 
expressed a need for more help from the communications staff or did not know what services 
were available. Generally, the communications department was praised for responsiveness to 
the media, professionalism and productivity. As one focus group participant said, “Overall 
communication is an A but we want an A+!” 

 
Maintenance, Custodial, Food Services, Facility Management and others feel they are a 
valuable part of the team. A few other support employees feel undervalued at times. They 
deeply care about the children in the district and think the superintendent is doing a good job 
in communication. It is worth mentioning their positive attitude about Coppell ISD because 
that is often not the case in other districts. Their good feelings speak highly of how they are 
respected and treated – something worth continuing. They would like to receive more timely 
information and continuing opportunities to make a positive difference in the lives of 
students. Good group! 

 
 Words like “pressure,” “stress” and “competition” are often used by focus group 

participants to describe the Coppell ISD schooling experience.   
 

The rigor, high quality of instruction, and academic success many students strive for can be a 
double-edged sword. Parents expressed concern about too much homework for children and 
that average students received less attention than students at the top or the bottom. There was 
considerable support for the idea of an academy-type high school focused on career and 
technical areas. 

 
Stress and pressure were also common concerns among the internal groups, who felt that 
they are expected to do more with less and are constantly facing new mandates and 
initiatives. The Coppell ISD’s challenge will be addressing the needs of individuals without 
compromising high expectations.  

 
 There is a desire for more consistency in communication among schools.  

 
Focus group participants perceived that there are differences in the effectiveness of 
communication among the schools, particularly at the middle school level. Middle school 
parents felt some principals and staff were better than others at using communication 
technology (specifically e-mail), to communicate with parents. Internal groups also believe 
that internal communication effectiveness varies by school.  
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Parents also questioned the kinds of information they receive. Most wanted more information 
about safety and consistency among schools in reporting incidents when threats to children 
include police or school safety personnel involvement. 

 
Parents said they sometimes feel they lack information about schools. As a result, they create 
their own reality. They believe the high school is more crowded than it really is and there are 
widely disparate perceptions about drug-related issues. Middle school parents also believe 
the high school is crowded. They are concerned that teachers are teaching to the tests, 
competition is too intense, drug use is growing, kids in the middle are getting lost, there is 
inconsistency in homework and that some schools have a better and more active social life 
than others. They said that word-of-mouth, (and here you might read “rumor”) is their best 
source of information. 

 
The desire for more consistency was mentioned in regard to other areas such as attendance 
policy, dress code, technology, etc. It may be time to begin a dialogue about aligning these 
areas at the district level without hampering the positive impact of site-based management. 

 
 District forums are successful for providing information on timely, high interest issues.   

 
Attendance at the forums is largely driven by subject matter. Some are well-attended and 
others generate limited interest. Internal and external groups noted that busy schedules are 
often the reason they don’t choose to attend. Generally, participants had few ideas on how 
attendance might be improved other than by providing childcare (which some said was 
provided) and more notification. Based on feedback from the participants, it will be critical in 
the future to be clear about the purpose of any forum. Some were unsure about whether the 
forums were meant to provide information, gather feedback, or both.   

 
 
Conclusion 
 
 The Board of Trustees, Superintendent Jeff Turner, Ed.D., the staff and community of the 
Coppell ISD have much to be proud of with regard to the quality of education provided to 
students. There is no doubt that the Coppell ISD is a district that consistently works to establish 
itself as a global leader in student achievement and in preparing students to become productive, 
well-rounded citizens.  
 
 As with all other areas that contribute to the Coppell ISD’s effectiveness, the 
communications strategy must continue to adapt and change. The development of a 
comprehensive communications plan that is linked to the district’s strategic plan will provide a 
framework to guide communication efforts and maximize effectiveness and the investment in the 
communications function. We believe the Coppell ISD is a district that recognizes the value of 
effective communication and has the right components in place – visionary leadership, a 
dedicated staff, a supportive community, and a solid reputation as an educational leader – to 
continue to achieve great results in a constantly changing environment of high expectations.  
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Recommendations 
 

The following recommendations are based on our review of Coppell ISD materials; focus 
group, interview, and survey input; and the experience and expertise of the NSPRA auditors.  

 
   
Recommendation 1: Align the communications plan with the district’s 
strategic plan. 
 
 We commend Coppell ISD for having a communications plan in place to guide the work 
of the department. Many school districts try to “wing it” when it comes to communication and 
often find themselves in a reactive rather than proactive mode. Although the plan mentions that 
its aim is to “help meet the district’s stated mission,” there are no clear connections between the 
projects, calendars and objectives in the communications plan and outcomes that would impact 
the district’s strategic objectives and strategies. The best communications plans are tied to a 
school system’s strategic plan and are designed to help the school system accomplish its mission 
and goals. This link can dramatically increase the efficiency and effectiveness of the 
communication effort because all projects are considered in terms of whether they support the 
strategic plan. It also provides a vehicle for reporting on progress and demonstrating 
accountability since evaluation criteria are built into the plan. 
 
 A carefully crafted communications plan can explain the challenges ahead and clearly 
show how the district and community are moving forward to address the challenges of a new era.  
Comprehensive and accurate messages that explain all the new and exciting possibilities for 
Coppell ISD need to be consistently shared with all stakeholders and across all communication 
efforts, including new media. 
 
 It appears that the Coppell ISD communications plan is more tactical than strategic. In 
other words, the goals and activities in the current plan cover the basic work, tools, and timelines 
of the department, but they do not make connections between the work of the department and 
district’s strategic organizational objectives. 
  
 The current communications plan places all of the emphasis on generating deliverables, 
but the rationale behind the work is not included. While good publications, web sites, and media 
relations are important, you may want to make these activities a part of a larger, integrated plan 
that includes investing more time and energy in direct communication with customers and 
stakeholders.  
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 The plan should include the four-step public relations process of research, planning, 
communication, and evaluation and address the following questions for every action or activity 
the school district undertakes: 

 Who needs to know? 
 Why do they need to know? 
 When do they need to know? 
 How are we going to tell them? 
 What do we want them to do with the information they receive? 
 How will we track and measure what they’ve learned and what they’ve done as a result of 

our communication efforts? 
 

 To maximize the effectiveness of the communications program, a framework needs to be 
fully developed to identify target audiences and key messages. It should include specific action 
steps for each of Coppell ISD’s goals and objectives, timelines and responsibilities, and 
evaluation tools. This should help identify current activities that should be maintained, activities 
that are not advancing strategic goals and that could be abandoned or de-emphasized, and where 
some resources might be redirected. This should also help the communications department 
suggest measurable indicators for communication objectives in the district’s strategic plan.  
  
 Regular formal and informal research, knowing the system, understanding the problems, 
seeking stakeholders’ opinions, evaluating what works and what doesn’t, and determining how 
the system can improve are all important components of the communication effort.  
 
 The plan also needs to focus on key talking points about the Coppell ISD. Creating 
consistent messages that confirm the Coppell ISD’s quality and stability will help as the district 
communicates any new challenges it faces. Messages and talking points need to be related to 
strategic goals, which can then serve as the content for the tactics to reach target audiences. 
Consider using the following questions to generate talking points for key messages and the 
communication plan: 

 What does the Coppell ISD want to be known for? 
 What are the values that drive the Coppell ISD? 
 What do key audiences need to know about the Coppell ISD that they currently do not 

know? 
 What behaviors are you trying to motivate among the Coppell ISD’s key audiences? 

 
 These seemingly simple questions can help develop talking points or key messages about 
the district and schools. Key messages go beyond the operational communications approach and 
begin focusing on the strategic direction of where the Coppell ISD is headed through its strategic 
plan.  
 
 This communication audit and other recent surveys conducted by the district can be used 
as baseline research for revising and updating the communication plan. You might also consider 
conducting quantitative surveys on the effectiveness of some of the district’s newsletters and 
publications as you decide where to invest communication resources.  
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 The plan should reflect the Coppell ISD’s top priorities and outline which communication 
activities will deliver key messages to target audiences. Key messages that reinforce and 
document progress on the strategic goals of the district should also be incorporated in 
publications, e-communication vehicles, speeches, and reports.  
 
 A more strategically-focused plan will ensure that major goals and objectives are not 
overlooked in the day-to-day projects and deliverables that can overwhelm a communications 
department’s capacity. NSPRA can provide samples of communication plans that you can use as 
a guide. 
 
 
Recommendation 2: Establish a Blue Ribbon Task Force to address 
the emerging issues now facing the community and the Coppell ISD. 
 
 Changing demographics, several student suicides, a perceived drug issue, a proposed 
housing division planned for the southern part of the city, and state test scores, have caused a 
sense of unrest and fear that is chipping away at the district’s reputation. These are all 
community-based issues that will require community-based solutions. By tackling issues at a 
community level and raising awareness and a broader voice, the Coppell ISD can build a 
reputation for openness, honesty and an ability to share its challenges as well as its successes. 
 

In his groundbreaking book on public engagement, Is There A Public for Public Schools? 
(Kettering Foundation Press, 1996), Dr. David Mathews, president and CEO of the Kettering 
Foundation, maintains that school issues (such as student achievement and well-being) cannot be 
treated in isolation from other community issues, and unless schools are reframed to embrace the 
larger context of community concerns, they will not be resolved because all the stakeholders are 
not at the table. According to Mathews, “What a school does makes little sense unless we know 
how its mission relates to the community’s educational goals and public purposes.” He makes 
the case that we must first work to create healthy, functioning communities before we can focus 
on school reform.  
 

For example, the Board of Trustees can change curriculum or graduation requirements to 
demonstrate a commitment to academics, but the Board alone cannot overcome the myriad of 
forces in the community that put students at risk and interfere with their education, whether it’s 
drugs, suicide, teenage pregnancy, or a rapidly growing and changing community, 
 
 The interests of the schools and our communities are inextricably linked, for we can’t 
have good schools without supportive, engaged communities, and we cannot have vital, healthy 
communities without good schools. As with any successful relationship, there must be give and 
take and a mutual benefit for both parties. 
 
 We recommend that Dr. Turner and the Board chair invite a select group of Coppell’s 
foremost opinion leaders to a discussion of issues and perceptions that exist and ask them to 
partner with the district in developing a community-wide strategy for maintaining and improving 
the quality of life in Coppell, beginning with identifying community-held values. This Blue 
Ribbon Task Force should have a strong community component, including a citizen-leader      
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co-chair. It should include representation from local government, business and industry, the faith 
community, civic groups, youth and behavioral health agencies, law enforcement and first 
responders, and include leaders who represent or serve the various socio-economic groups in the 
community. 
   
 The unknowns surrounding emerging issues can cause rumors to spread and unfounded 
fears to grow. Because nature abhors a vacuum, people begin to fill in the blanks with 
information that is not true and fears that are not founded. Communication theory holds that all 
problems seem smaller in the light of day, and that truth is the strongest argument in dealing with 
emotional issues. This Blue Ribbon Task Force should be charged with identifying critical issues 
impacting the community at large as well as the schools and recommending ways that the 
representative community organizations can work collaboratively to find solutions. 
 
 
Recommendation 3: Communicate and update the community on key 
issues facing the Coppell ISD. 
 
 As mentioned in Recommendation 2, several issues that impact both the schools and the 
community are rumbling under the surface among Coppell ISD’s internal and external audiences. 
The Coppell ISD leadership needs to begin sharing more information and open a dialogue about 
its key issues so that more residents understand what the issues are and how the district is 
addressing them. Open communication builds better understanding, involvement, and support for 
district efforts to resolve problems and plan for the future.  
 
 The grid shown below is a sample format for communicating about specific issues. The 
grid becomes a single fact sheet that explains the issue, its current status, and how citizens can 
become actively involved. It is imperative that these fact sheets be updated regularly. They are 
often best distributed by posting to a specific spot on the web site in a PDF format. Fact sheets 
can also be linked in e-newsletters. They help to ensure that everyone speaks in “one clear voice” 
about issues impacting the future of the schools. 

Issue at a Glance Student achievement tests 

Description Recent test scores have created some confusion among parents and 
patrons about the Coppell ISD’s curriculum. List key messages or 
talking points on this issue. 

Work to Date Explain programs that are underway to make progress in this area. 
Strategies and timelines to-date for creating understanding about what 
test scores mean and efforts to improve scores. (Saves staff time in 
explaining what has been done on this issue in the past). 

Barriers to Progress List items like budget, time, approvals, etc. 

What’s Next Explain work yet to be completed. Support and call for action by 
various groups. Next meeting dates listed, if appropriate. 

Your Involvement You can help our schools with this issue by… 
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Key Messages – Standardized tests are required by law to measure student success. 
– The Coppell ISD ranks among the best in the area on test scores. 
– Scores among students, grades and schools are difficult to interpret. 
– There is room for improvement in Coppell ISD’s test scores. 
– The Coppell ISD is addressing the issue in the following ways… 

For More Information List contact. 

 
 
Recommendation 4: Make improvements to the district and school 
newsletters. 
 
 Express needs to be reviewed to support a more strategic communication effort. It is well 
received by the larger community to which it is targeted but is seen as expensive, out-of-date and 
somewhat self-serving by many parents and staff. Consider reviewing the content, look and feel 
of the publication. Focus group participants value the calendar, which should continue to be 
included in the “Back-To-School” issue. The district could also publish a “Celebration” issue 
featuring photos, awards and recognition of students and staff, and a “District Report Card” issue 
on accountability and progress toward achieving strategic goals at the district level. These 
themes would provide clarity of purpose in the publication as well as substantive information 
related to district goals and objectives. 
 

• Develop more timely, relevant content for newsletters. Express, e-newsletters and 
school-level newsletters also provide great opportunities to share key messages on issues 
that employees, parents and citizens care most about. Try to focus on future issues and 
events rather than on things that have already happened. In some cases, focus group 
participants reported that the information in the newsletter was out of date by the time 
they received it. Newsletters are also an excellent place to reinforce goals and 
accomplishments related to the Strategic Plan.  

 
• Conduct readership surveys of Coppell ISD publications. The school district can stay 

in touch with what information parents and community members are truly interested in 
and occasionally disinvest in some publications by conducting readership surveys of 
district publications and newsletters. Schools should conduct occasional readership 
surveys of their building-level newsletters as well. Try to include some type of copy or 
device (tear-out card, for example) encouraging and facilitating reader feedback on the 
publication. This could be a response form, or information directing the reader to a short 
survey online. The primary focus of publications should be to deliver news and 
information about the local schools and the district based on what stakeholders have said 
they want to know.  
 
The surveys can be simple, with a goal of determining whether people are reading each 
publication and if they find it valuable. If not, the publication should be eliminated and 
the money invested in other communication activities. A readership survey can also 
provide guidance on the type of information to expand in the publication. In today’s 
media-oriented society, information overload is a problem not just in the workplace, but 
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at home as well. Information must be of interest and value to the target audience in order 
to catch their attention. 

 
 
Recommendation 5: Improve internal communication systems and 
processes. 
 
  The internal framework of communication is the infrastructure that supports all external 
communication efforts and is an essential component of any communications plan. Although 
many focus group participants said that they get the information they need to do their jobs, some 
felt like they were not getting important news. It is critical that Coppell ISD employees 
understand and support the programs, services and people of the school district.   
 
 As frontline communicators, employees should receive important information before the 
media and public. It is important to recognize the role of employees as communicators and 
ambassadors for education, and support them in this effort by providing them with timely 
information, key messages, and training when appropriate. 
 
 Although participants were complimentary of Dr. Turner’s communication efforts, 
employee focus groups believe that internal communication is inconsistent from school to 
school. District and building-level administrators should always remember to “close the 
information loop” by explaining to staff the genesis and rationale for specific actions and 
projects and then reporting back to them with the results of these efforts. Some teachers were 
concerned that sometimes parents received information about new programs and initiatives 
before they did. Other staff members said teachers are sometimes asked to make particular 
curriculum changes or fill information requests from the district without understanding why the 
changes or requests are being made. Some suggestions for improving internal communications 
include: 

 
• Model internal e-newsletters after Supt’s. On. The immediacy of an e-publication (not 

needing significant production or distribution time) ensures that information is fresh and 
timely. Focus groups consistently identified Supt’s. On as an important source of 
information. Some ideas for content that could/should be included in electronic 
newsletters or shared as links to drive traffic to the district web site: 

 New policies and procedures. 
 Explanation of Board philosophy and direction. 
 Rationale behind decisions and follow up on how feedback was used. 
 Information on accountability standards and assessments. 
 Updates on projects or programs. 
 Strategic plan updates. 
 Governmental/legislative updates. 
 Background and resolution of school incidents.  
 Communication tips on sharing information with parents and the public. 
 Special events, activities and awards at school sites. 
 Recognition of employee work and achievements.  
 Celebrations of sensational customer service or good deeds. 
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 E-newsletters can also include summaries of newly-released reports with links to the web 
 site for those interested in more in-depth information on specific topics.  
  
 The Coppell ISD needs to make sure all staff members have online computer access in 

order to receive e-newsletters. Some focus group participants said that they do not have 
computer access to read e-newsletters and would like to receive print copies. In instances 
where employees do not have access to a computer, printed copies can be sent and 
posted, or a computer kiosk could be set up in staff lounges for employee use.  

 
• Evaluate the use of e-mail. We recommend the Coppell ISD research current e-mail use 

patterns in the schools and involve staff in revisiting the guidelines to keep e-mail 
communications manageable. Most of the focus groups said e-mail was among their 
preferred sources for delivering and receiving information, but also expressed concern 
about overloading teachers and staff with e-mail. Clear guidelines and expectations 
should be established, including setting reasonable timelines for responding to requests, 
to ensure that it remains a useful tool and that messages are responded to in a timely 
manner.  

 
In order to meet parent expectations for e-mail communications with teachers and 
administrators, we also suggest involving parent representatives along with staff in 
reviewing and revising guidelines. The discussion should include determining what 
constitutes unreasonable demands of a teacher or principal’s time and procedures for 
addressing issues or concerns related to the use of e-mail. 

 
• Increase opportunities for face-to-face communications. There are many ways to 

provide information, but maintaining high levels of trust and good morale requires two-
way communication. Research shows employees prefer face-to-face communication from 
direct supervisors to memos and newsletters, and the focus groups reflected this as well. 
We suggest that all administrators who plan and run meetings work to create more 
opportunities for discussion and interaction. An opportunity to dialogue and ask questions 
promotes better understanding of issues and problems and, in turn, creates better 
ambassadors for the schools.  

 
 Principals and administrators should be encouraged to include support staff in faculty and 

department meetings when possible, or find other ways to meet with these employees. 
Based on focus group feedback, support staff members sometimes don’t feel valued or 
respected in their roles. While it is not always easy for them to attend faculty meetings 
due to work hours and responsibilities, making it possible for them to attend some 
meetings each year will reinforce their sense of being valued as contributing members of 
the school team. Along with school-related topics, principals should also cover important 
district information at meetings. Key messages should be shared at all staff meetings 
(message cards could be distributed as well), so that everyone is clear and comfortable 
with their communication role.  
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• Develop a standard process for reporting the outcome of meetings involving staff. 
Some focus group participants indicated they do not always get the information they 
need. Some school representatives are more conscientious about reporting back than 
others, so there is often a lack of consistency in the amount and quality of information 
distributed. One way to address this problem is to designate one person who regularly 
attends a specific meeting to keep a meeting memory grid of the discussion that includes 
the topic, decisions made, responsible parties, timelines, etc. This grid can be shared with 
meeting participants, placed on the employee section of the web site, and used to report 
actions and outcomes from the meeting. A grid makes it easier to track the discussion as 
it takes place, eliminates the need for lengthy minutes and assures that consistent 
information is being communicated. A grid might look like this: 

 

Item  Action/Discussion Next Step Responsibility  Deadline 

Testing Notice   Principals to parents  Draft Letter  Sam Smith 4/3/07 
Key 
Communicator  Invitation Letter Send Letters  Sally Smith 4/10/07 

 
 Copies of the grid can also be used to set the agenda for the next meeting.  
 

 In addition, principals should be encouraged to share minutes or information on key 
issues with their teachers, secretaries and other key staff. Some said they receive this kind 
of information from their principals, but others did not.  
 

 If the Coppell ISD is really serious about improving communication, administrators’ 
effectiveness as communicators and facilitators should be incorporated into their 
performance reviews, including specific measures or outcomes.  

 
• Encourage principals to include secretaries/support staff in the communication loop. 

School secretaries and support staff are a critical part of the communication loop in any 
school district. They come in contact with numerous internal and external stakeholders 
every day. Each one of these interactions is an opportunity to enhance the connection 
between stakeholders and the district. In order to allow support staff to function 
effectively in this role, it is critical for administrators and principals to funnel information 
to them on a regular basis. The following steps can be taken by principals and 
administrators to ensure that support staff has the information they need to do their jobs 
well: 

 Review daily and weekly schedules so that they are aware of activities going on in 
the school. 

 Review the major issues being discussed in the district so that they feel 
comfortable answering basic questions from parents. 

 Provide support staff with a copy of the district calendar, Board agendas, and 
other publications so they can answer questions and share information. 

 Include them in planning meetings and discussions, when possible. 
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• Celebrate more. Most focus group participants indicated they appreciate 
acknowledgements of their efforts and those of their colleagues. Participants in several 
groups said high stress is an unintended consequence of the district and community’s 
high expectations. In today’s busy world, it is easy to overlook the daily efforts of staff 
and forget to take the extra time to say “thank you.” Most educators shy away from 
formal recognitions, but the small day-to-day acknowledgments of employee efforts can 
make the difference between a motivated or stressed-out staff. 

 
Schools and departments should look for ways to celebrate small successes on a regular 
basis. In an intense work environment, humor and sensitivity to people as individuals 
helps keep everyone happy and productive. While the district should continue to develop 
formal recognition programs, principals, administrators and supervisors should also be 
encouraged to recognize staff members in a more informal way on a regular basis. It may 
seem overly simple, but small things can make a big difference in an otherwise stressful 
day. Some suggestions include: 

 Commending employees for their initiative in a public setting. 
 Sending notes of congratulations for work well done and copying those notes to 

their personnel files. 
 Taking time to say a personal thank you. 

 
 
Recommendation 6: Engage the public in dialogue about meeting the 
needs of all students.  
  
 Meeting the needs of all students, particularly “average” students, was a common area of 
concern among focus group participants. Several participants discussed the need for an academy 
high school. As the Coppell ISD considers moving forward with a proposed new initiative, it will 
be beneficial to get community input, ideas and feedback through public engagement efforts.  
 
 The Coppell ISD regularly conducts forums on a range of topics. Focus group 
participants said these forums are a good source of communications and outreach, even though 
busy schedules often keep them from participating. The success of past forums has been topic-
driven and attendance has varied depending on interest. We encourage the district to use public 
engagement strategies such as forums to support planning efforts, but to also evaluate what 
works and what doesn’t in order to refine the process so that it functions effectively and builds 
participation. We believe it is important to include a public engagement component as part of the 
overall communications plan in order to sustain and strengthen the district’s connection to the 
community. 
 

The other factor to consider is that not every decision requires an engagement process. 
One way to assess this is to consider what Dr. David Mathews calls “Gateway Questions” that 
lead to engagement: 

• Is this a problem that affects me? – People first have to connect the problem or issue to 
what they deem valuable before they will get involved (or engage). 

• Can I do anything? – Even if they feel the problem is serious, they have to feel there is 
something they personally can do to make a difference. 
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• Who will join me? – People often feel powerless if they see themselves as acting alone, 
but believe they can make a difference if others of like mind join them. 
 
Consider using the Blue Ribbon Task Force (see Recommendation 2) to help determine 

which decisions require an engagement process, or which topics merit a discussion, by using the 
“Gateway Questions” to assess possible public interest and reaction. You may also want to 
consider surveying parents about topics they would like to discuss. 

 
Some focus group participants said they were confused about whether the purpose of 

forums held in the past was to share information or to gather feedback. Faculty and staff in the 
focus groups indicated they were somewhat unclear about their roles or their need to participate 
in previous forums. It will be important to clarify the format and purpose of forums or 
engagement efforts to manage expectations in the future.  

 
Some topics may warrant discussion in smaller venues that allow wider participation 

from people who may be hesitant to speak up in a larger setting. Some additional engagement 
strategies to consider include: 

 
• Hold study circles on “hot topics” that emerge from forums. Community forums 

don’t often lend themselves to in-depth discussion of specific topics of concern due to the 
format and large numbers of people involved. Study circles are facilitated groups that 
involve 10-25 people in discussions on a particular topic. They provide an opportunity to 
surface all sides of an issue as well as some underlying concerns that may impact the 
outcome. Task force groups often evolve from study circle discussions when participants 
realize there are things they personally can do to effect change. The study circles 
approach would provide the Coppell ISD with a method for listening to the public and 
discussing major issues from diverse perspectives. 

 
 For example, the district could initiate a study circle dialogue about the perceived drug 

issue. This would allow interested members of the public to better understand what is 
driving concerns, investigate what is real vs. what is perceived, and discuss the impact it 
is having on families, schools and the community at large. Opening a dialogue about 
serious issues the district and community face helps to build greater public ownership of 
the outcomes of decisions made to address these issues. Study circles can also be used for 
building-level issues and employee concerns. Providing opportunities for facilitated 
dialogue with employees creates a comfort zone for airing concerns and complaints and 
demonstrates that their input is valued. NSPRA can provide more information on 
coordinating study circles. 

 
• Start an advocacy group. A number of focus group participants expressed concerns 

about the state’s Robin Hood Provision. One way to address this concern is convene a 
broad, standing advocacy group of informed parents, community members and staff to 
assist Coppell ISD with any ongoing efforts to lobby state legislators on behalf of the 
schools and education. It is often more effective in bringing about change when the call 
for action comes from citizens and not just the Board and administration. Some districts 
produce information pamphlets on state legislative programs and proposed laws each 
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year. These offer complete information about local legislators and how to contact them. 
During the legislative session, updates on the progress of bills and actions impacting 
education could be posted to a special section of the web site and shared with key 
communicators. Educating stakeholders about important legislative issues helps to create 
strong advocates and build ongoing support for the schools. 

 
• Consider holding “Board Listening Sessions” quarterly. While the public comment 

section of the regular meeting agenda allows the public to speak to specific action items, 
Board meetings offer limited options for the public to give more general input. A strategy 
being used by some boards is to add a “listening session” – a half-hour or hour-long – 
before the start of a study session or regular meeting. The purpose of this session is to 
allow the Board to hear directly from the public on issues or concerns that may not be on 
the agenda. These sessions should be structured more like a study session to allow Board 
members to ask questions and respond as appropriate. You will need to check with 
district counsel to make sure that open meeting law guidelines are followed, but this may 
be an option worth investigating. 

 
 The Board will never be able to please everyone, but the decision-making process needs 

to be balanced and take into account all points of view on what’s best for all children and 
schools in the community. Holding several “listening sessions” each year would 
demonstrate the Board’s commitment to transparent communication and decision-
making. 

 
• Hold “Coffee Conversations” in the community. Because most opportunities for the 

public to interact with the school system involve citizens coming onto district “turf,” 
taking the school system to the public can often be an effective way to encourage 
engagement. A variation of Dr. Turner’s “brown bag lunch” sessions held with staff is to 
schedule something similar for community members. For example, the superintendent, 
cabinet and Board members might establish a monthly opportunity for citizens to drop by 
a local community venue for informal conversation about the school system. Consider 
teaming up with a local coffee shop or restaurant to host the event. Set a regular time and 
day (i.e., every second Tuesday from 7:00 – 9:00 a.m.). Board members and 
administrators could pair up and rotate attendance.  
 

 To be most effective, provide a structure for the conversations by designating topics – for 
example, one date might focus on state test scores, another on the budget or growth 
issues, etc. Open-ended “venting” sessions are not particularly useful, and it also is 
important to honor the district’s chain of command for solving individual problems 
related to the schools or personnel.  
 
The key is to meet with community members on their turf to listen to concerns they may 
have about issues impacting the district. It should be clearly stated that these “listening” 
events are just that – no decisions will be made based on conversations that take place. 
They should be positioned as opportunities for the Board and administration to gather 
opinion research and information. 
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• Provide opportunities for the public to have input that do not require attendance at 
a meeting. Offer a page on the district web site that allows people to record their 
comments or reactions to a question or issue. Provide “communicards” at Board meetings 
and in schools that ask a specific question about an issue the district is dealing with that 
patrons can write a response on and return to the communications office. 

 
Timing is also critical to successful engagement initiatives. In order to include 

opportunities for parents and community members to participate in dialogue with the Board and 
administration on major initiatives or program and policy changes that impact the schools, the 
district must factor this into decision-making timelines. While it is difficult to put exact start and 
finish times on any given issue under discussion, one way to begin is by determining the outside 
deadline for a final decision, and then work backwards from that point. The bottom line for 
planning is to ensure that stakeholders are involved from the very beginning of the process, and 
not just brought in at the approval stage, after the bulk of development work has been done. 
 
 
Recommendation 7: Continue efforts to expand, revise and update the 
web site. 
 
 District web sites are now critical communication and marketing tools, and they are often 
the first impression that people have of the district and schools. The Coppell ISD web sites are 
vital communication tools as more people come online in the schools and community.  
 
 Focus groups were critical of the current district web site and excited about the prospect 
of the new site that is currently under development. Many of the criticisms of the site related to 
navigation, timeliness of updates and the lack of integration among several online tools.  
 
 The process Coppell ISD has used to review and analyze the site is a good one, and 
district officials should follow the recommendations that have come out of the effort. There is 
often a power struggle between the communications and technology departments concerning 
differences of opinion on content, navigation and visual appeal. Much of the conflict can be 
avoided by listening to users, agreeing on a decision-making process and being clear about 
shared responsibilities.  
 
 Revisions and additions to the web site should remain a communications priority; with 
additional focus on the design and content of individual school web sites. All of the web sites 
should be evaluated in the context of how well they deliver content users want and how well they 
deliver the district’s key messages. Users should be asked to suggest the types of information 
they find most useful by responding to an online survey or e-mailing responses. 
 
 The Coppell ISD web site should also be used for “myth busting” and to counter the 
rumor mill. Whenever an important issue is up for discussion, or the district learns of 
misinformation that is being propagated in the community, accurate, factual information should 
be posted in a prominent spot on the web page for easy access. District and school e-newsletters 
and publications should promote the web site as a source of additional information. 
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 It is important that information on all of the Coppell ISD web sites be constantly updated. 
While it is fairly easy to get people to visit a web site once, the challenge is getting them to 
return regularly for new information. The web sites will never eliminate other communication 
channels because some community residents will not have access to it. However, its focus as a 
communication channel will continue to grow each year. Some considerations for revising 
district and school web sites include: 
 

• Consider providing templates for individual schools, departments and other content 
providers. A template should contain coded formats for all critical information such as 
navigation and branding, so content providers need only fill in the page with their own 
information. 

 
• Develop a production and style guide. A style guide contains information about file-

naming conventions, text and link colors, background colors, word count per page, and 
other standards. The guide should give instructions on the use of the logo and any other 
trademarks belonging to the Coppell ISD. Include guidelines that will ensure a consistent 
look, feel and navigation.  

 
• Assure buy-in and involvement from employees. Offering “how-to” workshops on 

using the style guides and templates, creating HTML and web graphics can help 
employees feel comfortable and competent in using the web site effectively. In-house 
training on a variety of web topics, including e-mail etiquette, effective web searches, 
online curriculum development and database development, will improve employee 
productivity on the web and give Coppell ISD another opportunity to enhance its 
reputation. 

 
 

Recommendation 8: Provide professional development opportunities 
in customer service and effective communication. 
 
 Employees should receive a clear message that communication is an important part of 
their jobs and not just a function of the superintendent or the communications department. 
Coppell ISD is known for providing great professional development opportunities on a range of 
topics for teachers and administrators. Some support staff focus group participants said they were 
eager for an increase in their professional development as well. Professional development 
opportunities specifically focused on effective communication and customer service would 
benefit employees at all levels in the Coppell ISD.   
 
  “Ambassadorship” is an important part of customer service, from both an external and 
internal perspective. All employees, from the administration on down, need to clearly understand 
their roles in providing the services today’s education “customer” demands. In order to be 
effective in this important role, employees also need to feel empowered to make decisions 
related to meeting customer needs. Internally, staff members need to understand how they 
support each other in their jobs, and how to meet the needs of their colleague “customers” in the 
schools. 
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 Even though the Coppell ISD enjoys a reputation for responsiveness and collegiality, we 
recommend that the district provide ongoing customer service training for employees to ensure 
that everyone understands their role in shaping the district’s reputation. Greater employee buy-in 
can be secured by involving them directly in establishing standards of service for the district and 
schools. Standards of service provide clear guidelines to follow and also provide a way to 
evaluate the effectiveness of your efforts. By providing staff with training in phone and e-mail 
etiquette, dealing with difficult people, how they influence others and general communications, 
the Coppell ISD will give employees the tools to support them in their roles as ambassadors and 
customer service agents for the schools.  
 
 It is also helpful to reinforce employees’ efforts by highlighting examples of good 
customer service on the web sites, in publications, or by recognizing efforts to go “above and 
beyond” at Board meetings. NSPRA offers a CD-ROM-based tool kit – Unlocking Sensational 
Service: Tools for Tapping the People Power in Your Schools – that offers a framework for 
customer service training in a school setting.  
 
 By including a public relations/ambassadorship component in new employee orientation, 
the Coppell ISD can create a commitment to customer service right from the start. This provides 
an opportunity to stress the importance of communicating accurate information and facts to the 
public and also provides the district with an opportunity to do some “myth busting” of employee 
and community perceptions of the school system. The orientation should include a review of 
communications processes and procedures and help new hires feel part of the team. Employees 
new to the area and the district may be unfamiliar with local customs and communication styles 
and this can help them feel more comfortable in the community. Provide new employees with a 
welcome packet that includes general information about the Coppell ISD. The packet could also 
include tips on providing “sensational customer service.” We suggest the district’s existing staff 
orientation program be reviewed and revised to include a communication component.  
 
 It is extremely important to include support staff in orientation programs because they are 
also key communicators who are viewed as credible sources of information by the community. 
Board members should also have the option to participate in the training. 
   
 With an increased emphasis on effective communications, it would also be beneficial 
to provide all district employees, not just new hires, with “Ambassador” packets at the beginning 
of the school year. We have found that employees appreciate receiving a “tool kit” of district 
information that they can use in their daily interactions with the public. Coppell ISD leaders 
should continue to stress the role of all employees as communicators and ambassadors for 
education, and support them in this effort by providing timely information, a clear, consistent 
message, and continued training.  
 
 
Recommendation 9: Consider updating the district logo. 
 
 As the Coppell ISD focuses on its key messages and the Coppell “brand,” it should also 
consider updating the current logo. Many people view the Coppell ISD as one of the best in the 
state when it comes to high achievement, quality of teaching, community involvement and 
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leadership. Patrons and staff see the school district as cutting-edge, dynamic, modern, 
progressive and suburban. When the auditors reviewed the district’s publications, we were struck 
by the inconsistency of the western, Pony Express-style logo and graphics alongside the district’s 
mission to provide “innovative” learning. The “wild west” look and feel of the publications 
seems incongruous and sends a mixed message concerning the school district’s reputation.  
 
 The current logo and graphics are professional, attractive and obviously the work of a 
skilled graphic designer. The problem is that the “look” does not match the image the district is 
trying to portray. It may be worthwhile to conduct market research on how people perceive the 
current logo, analyze the impressions they get of the district as a result, and determine if it is 
helping or hindering the Coppell ISD’s image. 
 
 We are not recommending that the district consider changing the mascot, the Coppell 
Cowboys. However, the “cowboys” do not have to be reflected in the Coppell ISD logo. 
 
 
Recommendation 10: Eliminate or modify the Coppell ISD cable 
television program. 
 
 Based on focus group feedback, it appears that the Coppell ISD cable television program 
is not being watched by many parents, patrons or employees. Some participants were not aware 
that the district had a cable program. Some said that they knew of the show but that there are 
many other program options. Other participants said they use satellite television or another cable 
subscription service that does not carry the show. The cable show has a few dedicated viewers 
but overall, viewership does not seem to justify the cost.  
 
 The Coppell ISD cable program, no matter how good it is, is not at this time generating a 
strong return-on-investment for the district. Because scripting, shooting and producing a 
television show requires a considerable amount of time and resources, we recommend that the 
show be eliminated or substantially altered, and those resources be re-channeled into other, more 
effective communication efforts. 
 
 Short of eliminating the show, it could become student-produced, providing broadcast 
students with the opportunity for hands-on learning experiences and creating a student and 
parent-based audience. Another option is to reduce the number of programs produced each year.   
 
 Additional research on purpose, audience reach and outcomes of the cable show could be 
conducted before a decision is made, but will likely reinforce feedback from the focus groups. 
 
 
Recommendation 11: Plan for improving future communications with 
diverse populations. 
 
 Growing diversity in the Coppell ISD community will require the school district to seek 
new and different ways to develop genuine two-way communication with its families and 
patrons. Traditional publications may be ineffective in reaching non-English-speaking and 
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immigrant populations. The district should research the best ways to communicate with the 
different minority groups it serves. Some strategies to consider for future planning to connect to 
minority stakeholders include: 
 

• Create a diversity council or network. Talk to employees involved in community-based 
programs, faith and business leaders, community groups and organizations, nearby 
colleges, and government agencies to identify people who are recognized as active, 
involved members of minority communities. Consider having each school with a high or 
expanding minority population also identify parents to represent the school. Use this 
council or network to advise the district on effective ways to reach minority constituents 
and to respond to projects and programs under development. Provide the group with a 
description of Coppell ISD initiatives designed to reach minority students and a way to 
have their questions answered throughout the year. Representatives from the diversity 
council should also be included in the key communicator network.  

 
• Increase efforts to translate informational materials for non-English-speaking 

parents. While it is unrealistic to think the Coppell ISD can translate all materials into 
multiple languages, it can translate the phrase “This document is important. Please have 
someone translate it for you” into a variety of languages. This reference sheet can be 
attached to school documents and serve to signal non-English-speaking parents that they 
need to find someone to help them with the information. 

 
• Develop outreach programs to neighborhoods, churches, and community 

organizations to distribute information and gain feedback about issues affecting 
families. Many ethnic and cultural groups are more open and responsive when 
approached in environments where they are most comfortable, such as church or home. 
Communicating face-to-face with parents in their primary language in their homes builds 
strong connections to the schools. Some districts have bilingual liaisons that work 
directly in the neighborhoods with families. The Coppell ISD may want to conduct 
research to determine whether this type of outreach is needed in some of its 
neighborhoods. 

 
• Build partnerships with ethnic agencies. A strong relationship between the Coppell 

ISD and community agencies that serve specific ethnic groups will allow it to benefit 
from their advice and expertise and help provide the district with an entree to these 
communities. We suggest the district consider bringing these agencies in several times a 
year to consult on new initiatives and projects that impact their communities. 

 
• Provide visual signs of welcome and an appreciation of diversity at schools. Consider 

displaying posters that say “welcome” in many different languages, a simple gesture that 
can make a positive first impression. (NSPRA’s product catalogue offers a poster for this 
purpose.) Displays that highlight an appreciation of different cultures also add to creating 
an inclusive climate.  
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• Provide diversity training for staff.  Diversity training for staff should be developed to 
build understanding and sensitivity to cultural concerns. Often, these training programs 
aren’t real world or relevant, so be rigorous in your search for effective programs. 

 
• Create a Welcome Center or telephone help line for non-English-speaking families 

new to the district.  As the district’s diversity grows, Coppell ISD might consider 
creating a Welcome Center where new families can receive an orientation to help them 
navigate the system. This would include assistance in getting children immunized and 
registered for school, information on community and district resources available to them, 
background on programs for second language learners, including information about 
testing, English classes for adults, and other educational opportunities. An alternative 
would be to offer and publicize a telephone help line (preferably staffed by a bilingual 
staff member, not a recording) that new families can call for information and answers to 
questions.  
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Perceptions of the Focus Groups 
 
 This section gives you an overview of perceptions identified by the auditors in the focus 
group sessions held during the onsite visit February 12-14, 2007. This section is not a verbatim 
report of responses to the auditors’ questions. Rather, it contains comments that appear to 
identify significant beliefs, concerns and suggestions of participants. It is important to note that 
the comments recorded here are perceptions and are not necessarily accurate or factual. Many 
comments led to recommendations in this Communication Audit Report. Other comments may 
be helpful to the Coppell ISD administration and Board in addressing staff and community 
concerns in other areas. 
 
Group:  Elementary Parents 
 
Strengths 

• Strong academics. 
• Focused on kids at all levels. 
• Offers a variety of courses. 
• Good teachers and administrators. 
• “Dr. Turner is appreciative of people.” 

 
Improvement Areas 

• Web site. 
• Should focus less on state tests. 
• Too much homework. 
• Communication in elementary is good, but not as good beyond that level. 
• More funding for libraries. 

 
Image/Reputation 

• Lack of consistency from campus to campus. 
• Other districts admire Coppell ISD. 
• Attracts people to community. 
• Class sizes are a negative. 

 
Best Information Sources 

• Word of mouth. 
• E-mail. Teachers respond twice daily at the elementary level. 
• Express is focused on past events. 
• Web site is difficult to navigate. 
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• Communications department sends out sporadic e-mail. 
• Don’t receive much from the district level. 
• Web needs search feature. 
• Don’t get cable channel. 
• Didn’t know district had a cable television show. 
• Information on cable show isn’t timely. Not much active programming. 
• Get newsletter at the beginning of each week. 
• Provided with homework and lessons of each day. 

 
Additional Information Requests 

• No transition help from 5th to 6th grade. 
• Crisis and emergency information, even if it doesn’t involve their school. 
• Phone calls to district office aren’t always returned. 

 
Forums/Engagement 

• Beneficial. 
• It would be helpful to provide childcare and offer day and night options. 
• Not always sure of purpose. To inform? To get feedback? 
• Big forums aren’t really as effective. 
• This year the district is working harder on outreach through sessions on strategic 

planning. Really wanting to engage parents in the process. 
 
Communication Strengths 

• Express. 
• Get information out in a variety of ways. 
• School-based newsletters need to look forward instead of back. 
• Portal is a good start in technology. 
• Marquees are helpful. 

 
Communication Improvement Areas 

• Make it easier for teachers to have web pages. 
• Blackboard program lacks consistency from teacher to teacher. 
• Need to be clear on teacher expectations in using technology. 
• More consistency across communication channels and among schools. 
• A chat room for parents would be helpful. 
• Use fewer acronyms. 
• Web site has great potential but doesn’t currently reflect quality. 
• Poor communication on teacher reassignments in the middle of the year. 
• Fall curriculum night should be more focused on curriculum and less on social time. 
• School fundraisers – don’t know if fundraising is legitimate school effort. 
• Cable show is not watched. 
• Calendar is confusing. If students are out of school for any reason, just say “no school.” 
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Group:  Middle School Parents 
 
Strengths 

• Parent involvement. 
• Strong faculty. 
• Excellent facilities. 
• One high school.  
• Students. 
• Family-centered.   
• Community support. 
• Good education; strong academics. 

 
Improvement Areas 

• High school is too big. 
• Too much emphasis on competition. 
• Hard to make the top 10 percent that are guaranteed to go to flagship state universities.  
• Crowding at the high school. 
• Inconsistency between middle schools in homework, curriculum and communication. 
• Cater to students at the top and bottom. Students in the middle need attention as well. 
• Too much homework at middle school and high school. 
• Teachers teach toward tests. 
• Over-emphasize AP classes. 

 
Image/Reputation 

• Great band program. 
• People move here for the good schools. 
• Small town environment where people know and care about children. 
• Good at everything. 
• Never embarrassed to be from Coppell ISD. 

 
Best Information Sources 

• Word-of-mouth. 
• Web site and e-mail from principal. 
• Portal. 
• Express is showy. Contains information that is available in other places.  

 
Additional Information Requests 

• More on what education programs parents get for their tax payment. 
• Want more information “pushed” to them directly. 
• School safety issues/incidents sent to all elementary and middle school parents, not just to 

the parents of the school involved.  
• Each school distributes information to parents differently.  
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Forums/Engagement 
• Use communications systems that push information to them, rather than a model that 

requires them to go out and find information. 
• Some did not get accurate and timely information about high school registration forum. 

 
Communication Strengths  

• E-mail communication with parents (at some schools). 
 
Communication Improvement Areas 

• Too much information.  
• Need targeted information.  
• Consistency between schools. 

 
 
Group:  High School Parents 
 
Strengths 

• Working to improve AP program. 
• Strong curriculum. 
• Harder to make top 10% in Coppell ISD. 
• Students are graded tougher and held to higher standards. 
• Students get a great education. 

 
Improvement Areas 

• Some teachers are not engaged outside of AP courses. 
• AP kids needs are being met, but not others. 
• “Kids who choose a different path are left out.” 

 
Image/Reputation 

• Among the top districts. 
• The reason people move to the area. 
• Strong fine arts. 

 
Best Information Sources 

• Principals’ monthly newsletters. 
• Express, for calendar. 
• Telegram – some receive and some don’t. 
• Teachers are responsive to e-mail. 

 
Forums/Engagement 

• Parents don’t have time to attend. 
• Appreciate day and evening options. 
• Forums sometimes get out of hand. Some parents get confrontational. 
• Prefer smaller venues with targeted invitations. 
• Don’t always know if intent is information-sharing or dialogue. 
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• Prefer web surveys. 
 
Communication Strengths 

• Much improved at high school level. 
• Variety. 
• Blackboard. 

 
Communication Improvement Areas 

• Open House – no time to interact with teachers. Chaotic. 
• Nobody watches the cable show. 

 

Group:  PTO Presidents 
 
Strengths 

• Parent involvement. 
• A caring administration willing to work “outside the box.” 
• Faculty. 

 
Improvement Areas 

• Some faculty members at middle school and high school level. 
• Class size. 
• Too few counselors. 
• Disconnect between high school and parents. 
• Parents need to be more proactive. 

 
Image/Reputation 

• Too large at high school level.  
• District is set up for kids who excel. Less than excellent students fall through cracks. 
• Beginning to address “neglected majority” of students. 
• A great school district. 
• Excellence. 
• Drug problem is not discussed, but it is real. 
• Losing some students to private schools. 

 
Best Information Sources 

• E-mail. 
• PTO Presidents’ meetings. 
• Administration talking about plans/desires for schools. Very helpful. 
• Dr. Turner should come to individual schools to visit with parents. It is less intimidating. 
• Express. 
• E-newsletters are good, but need to be kept short. 
• Don’t always get needed information as a parent. 
• Communication often goes out, but parents don’t pay attention. 



 
NSPRA Communication Audit 38 Coppell Independent School District 

Additional Information Requests 
• Monthly calendar with all important dates at the district level. 
• Updated list of employees and e-mail addresses (could be online). 

 
Forums/Engagement 

• A great communications tool. 
• District asks for public opinion too often. 
• Some suspect forums are a “railroad job” because decisions are already made. 
• Forums provide accountability. 
• Strategic planning action teams at high school weren’t constructive. 
• Building-level forums with Dr. Turner would be more effective. 
• Forums are good. “The problem is closing the feedback loop by getting back with us.” 

 
Communication Strengths 

• E-mail newsletters. 
• Express. 
• Big picture items. 
• Push-style communication is best. 
• Good meeting communications. 

 
Communication Improvement Areas 

• “Good news is everywhere. Touchy issues are not addressed.” 
• Concerned about lack of communication regarding drug issue. Parents are in denial. 
• Dress code is not enforced. 

 
 
Group: Business Leaders, Elected Officials, Civic Groups 
 
Strengths 

• Small town feel. 
• In touch with community and parents. 
• Progressive and responsive leadership. 
• Proactive with both good and bad news. 

 
Improvement Areas 

• Crowding at high school. 
• State rating system. 
• Possible growth.   

 
Image/Reputation 

• Strong education programs.  
• Elitists. 
• Wealthy district (perhaps unjust). 
• A top district in the region. 
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• Competitive in all areas (fine arts, academics, athletics). 
• Family-oriented. 
• Reputation is very good but neighboring districts are “moving up.” 

 
Best Information Sources 

• Express newsletter/calendar. 
• Yard signs along the road.  
• Face-to-face with district officials, especially the communications director. 
• Word-of-mouth, although sometimes not accurate. 
• Web site. 
• E-mail from school principals. 
• Some felt there is too much information in too many different forms and want a single, 

reliable source. 
 
Additional Information Requests 

• Drug use and challenges the district faces. 
• A balance of good and bad news.  
• Too much negative information wouldn’t give accurate picture of district.  
• Health and safety issues. 

 
Communication with District  

• Able to call or e-mail any teacher or administrator. 
• Never had a problem contacting the district.  
• Call communications director. 
• Teachers might feel “bombarded” by multiple ways parents can contact them. 
• Open House is good. 
• Principals welcome communication. 
• Calls are returned in two hours. 

 
Forums/Engagement 

• Majority had attended a forum. 
• Mixed reaction, from self-serving to helpful. 
• Forums on tests/state ratings were excellent. 
• Difficult to engage parents because they are so busy. 
• District makes the effort to communicate. Parents need to make the effort to get the 

communication they need. 
• PTO’s do great work. 

 
Communication Strengths 

• Use “vast array” of communication channels. 
• Web site. 
• Media mix is good. 
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Communication Improvement Areas 
• Navigation on web site. 
• Communication when schools might be closed. 
• Some school web sites do not have enough information. 
• Teachers need to keep information current on their web pages. 
• Include directions to events on web site. 
• More dynamic and up-to-date district calendar on web site. 
• Not everyone has Internet access. 
• Perceive that a “bubble” protects the school district, its culture and small-town feel. Fear 

that changing demographics and outside influences may change “bubble.” 
 
 
Group: Community Members (no children in CISD) 
 
Strengths 

• Great reputation. 
• Web site is good. 
• Communication with teachers and principals is good. 
• Close-knit community. 
• Variety of activities for students. 
• Facilities. 
• Preparation of students. 

 
Improvement Areas 

• Class sizes at high school. 
• Academy approach may be needed. 
• Work to keep a lid on negative behaviors. 
• Lots of homework. 
• Large schools limit extra-curricular activities for students because of competition. 
• More vocational opportunities. 
• Drug problems. 
• Too much pressure on kids. 

 
Image/Reputation 

• Parents seem to have a lot of control over Board members and administration. 
• Some parents have too much influence. 
• Texas Education Agency ratings are important when people relocate. 
• Grandchildren are learning at high levels. 
• Willing to listen. 
• Staff and teachers are always stressed due to outside pressure. 
• Concern for average student’s ability to succeed. 
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Best Information Sources 
• Local newspaper. 
• Express. 
• Parents. 
• Word-of-mouth. 
• Web site. 
• District offices are open and accessible. 

 
Additional Information Requests 

• Would like to know more about future school activities and events rather than past ones. 
• Getting information in advance might get more support for plays, etc. 
• Nobody watches the cable show. 
• Would like to see section once a week in the Dallas Morning News. 

 
Communication with District 

• E-mail and phone calls. 
 
Forums/Engagement 

• “Dr. Turner is well-spoken and an excellent presenter.” 
• People don’t always know about forums, but it is not district’s fault. 
• Marquee at administration offices would be helpful. 
• Taxpayers need direct mail on issues. 
• People should opt-in on school e-mail opportunities. Need opportunity to do so in 

Express. 
 
Communication Strengths 

• Redistricting issue was handled nicely. 
• Online access to assignments, grades, etc. for parents and students. 

 
Communication Improvement Areas 

• Web site needs work. 
• E-mail communication. 
• People won’t read direct mail. 

 
 
Group: Elementary Teachers 
 
Strengths 

• Strong leadership.  
• Parent involvement. 
• Size is advantage. 
• Resources and support. 
• High expectations. 
• Growth in diversity. 
• Teachers have autonomy. 
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Improvement Areas 
• Student/teacher ratio. 
• High school is too large. 
• New special education staff figuring out systems and processes. 
• Having one high school used to be a plus. May not be a plus now. 
• New special education guidelines come at last minute. Referrals are a mess. 

 
Image/Reputation 

• Excellent. 
• Families move to Coppell for schools. 
• Student teachers seek Coppell ISD assignments. 
• Image is changing. 
• “When you always strive to be the best it is stressful.” 
• Successful graduates. 
• Non-college bound kids are lost. High school needs more options for students. 
• Testing pressure begins in kindergarten. 
• Begin SAT and vocabulary preparation in 6th grade. 
• Too many assessments. 

 
Best Information Sources 

• E-mail. 
• Staff meetings. 
• Principal. 
• Sometimes find out more as a parent than as a teacher. 
• Newspapers. 
• District web site. 
• Weekly newsletters. 
• Supt’s. On. 

 
Communication with District 

• District curriculum staff meets with different grade levels. 
• Benefits division is responsive. 

 
Forums/Engagement 

• Success depends on the issue. 
• Good outreach. 
• People are so busy. Should offer more than once and at different times. 
• Board listens to every person at board meetings. 
• Brown Bag lunches at schools that provide parents a chance to ask questions are good. 
• Need more interpreters for non-English-speakers. 

 
Communication Strengths 

• Supt’s. On. 
• Principal brings information from meetings. 
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• E-mail on middle and high school activities. 
• Newspaper coverage. 

 
Communication Improvement Areas 

• ESL parents. 
• Should send quarterly memo to parents with web site references and ways to interact. 
• Not many people watch the cable show. 
• More outreach to non-English-speakers. 
• Coppell ISD has a growing problem in teacher recruitment. 
• Could improve the way district administration communicates with teachers.  
• Always surprised by five or six new things at the last minute.  
• New initiatives are not always assessed or reviewed.   
• Coppell ISD doesn’t measure outcomes before moving to the next new thing. 

 
 
Group: Elementary Administrative Assistants/Office 
 
Strengths 

• Friendly and capable staff. 
• Family atmosphere. 
• Teamwork and networking. 
• Among the best districts in the state. 
• District-level support. 

 
Improvement Areas 

• Major problems with Portal and Pentimation. They don’t work together. 
• Need more upper management communication. 
• Staff should pilot new software, systems and processes before investing time and money 

in things that don’t work well. 
• Lack of training led to problems with technology in enrollment process and gathering 

parent information. 
• Help desk not responsive. 

 
Image/Reputation 

• Parents go online first to check school web sites, which is good and bad. 
• Good image overall. 
• People move to Coppell for the schools. 
• High expectations. 

 
Information Sources 

• E-mail. 
• “Dr. Turner keeps us posted on big things that are happening.” 
• Express. 
• Principals. 
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• Supt’s. On. 
• District web site. 
• Cable – rarely or never. 
• Some information should go directly to secretaries instead of through principal. 
• Sending enrollment numbers daily and monthly seems like a duplication of effort.  
• Tone of reminder messages is often negative. 
• “Paperless” efforts end up taking more time and paper. 

 
Additional Information Requests 

• Changes in operation and things that affect them. 
• Need to know information before parents. Need to know what to share/not share. 

 
Communication with District 

• Sometimes fear of getting reprimanded gets in the way. 
• “Teachers are overloaded with testing and teaching, but they always get back to us.” 

 
Forums/Engagement 

• Difficult to attend after going in to work early, working through lunch and staying late. 
 
Communication Strengths 

• Web sites. 
• Express/calendar. 
• Maps are helpful but need to be more accessible. 
• High school newsletters. 

 
Communication Improvement Areas 

• Not every principal shares information. 
• Need more materials in Spanish. 
• Still need student enrollment card because technology is not dependable. 
• Portal is not dependable. 
• Parents aren’t providing updates because process is too cumbersome. 

 
 
Group: Elementary Nurses, Counselors, and Diagnosticians 
 
Strengths 

• Parent participation. 
• High percentage of employees who want to do well. 
• Driven by what is best for children. 
• Relatively safe learning environment. 
• Teams work well. 

 
Improvement Areas 

• More staff development for nursing and counseling staff. 
• Counselors need relief from administration to work more with children.  
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• Testing role takes a lot of time away from kids. 
• Paperwork processes at the elementary level, particularly enrollment. 
• Inconsistency in processes from school to school. 
• Need consistency in some areas, but not in others due to diversity, demographics, etc. 
• No consequences for tardies. 
• Database is not current.  
• Parents don’t like entering information on the Portal. 

 
Image/Reputation 

• People move to Coppell for the schools. 
• Competitiveness is sometimes stressful. 
• Safe. 
• Significant programs for children with disabilities. 
• Drug abuse and pregnancy issues are “swept under the rug.” 
• Parent education needed on difficult subjects. 

 
Best Information Sources 

• Word-of-mouth. 
• Principal. 
• E-mail. 
• Dates and deadlines in Express. 
• Administration summarizes weekly meetings and sends it via e-mail. 
• PTO newsletters, although some don’t get the message when it is paperless. 
• Transition to paperless has not gone well. Too much too fast. 
• Supt’s. On. 

 
Additional Information Requests 

• Some principals send detailed information while others do not. 
• Sequence of communication isn’t sensible sometimes. 
• Pentimation does not work for nursing staff concerning health issues. 

 
Communication with District 

• People are approachable and responsive. 
• Unable to get answers sometimes. 
• Role of diagnostician at campus level is not understood or properly unitized. 

 
Forums/Engagement 

• Parent forums are beneficial. 
• Do not have employee forums. 
• Faculty advisory committee is active. 
• Strategic planning teams are also involved. 
• It is sometimes unclear if employees are welcome at external forums. 
• Parking is an issue. 
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Communication Strengths 
• Parents are well informed. 
• Information is out there, but some don’t take time to find it. 
• Portal is a good tool. Not enough parent education on using it. 
• Wireless and home access. 

 
Communication Improvement Areas 

• Implemented too much technology too fast without fixing interface issues. 
• School district calendar changes after it is published. Early dismissals are a problem. 
• Web site posts jobs but not job descriptions. 
• Need a list of “who to talk to about what.” 
• With Administration, Brock and Service Center things seem “chaotic.” 
• People are spread too thin. 
 
 

Group: Elementary Assistant Principals 
 
Strengths 

• Quality staff. 
• Parental involvement. 
• High expectations. 
• Academic achievement. 

 
Improvement Areas 

• Need consistency in policies and processes (attendance, etc). 
• Rely too much on word-of-mouth regarding expectations and mandates. 
• Teachers don’t understand why they have to make so many changes. 
• “We have too few people trying to do too many things.” 
• Some campuses not as current in technology. 
• Small-district mentality is harmful. 
• Teacher morale is a challenge due to workload. 

 
Image/Reputation 

• A leader. 
• “Educator heaven.” 
• Proud. 

 
Best Information Sources 

• Each other. 
• E-mail. 
• Supt’s. On. 
• Calendar. 
• District web site, but navigation is difficult. 

 



 
NSPRA Communication Audit 47 Coppell Independent School District 

Additional Information Requests 
• More forward-looking information on future of district. 

 
Communication with District 

• Phone. 
• E-mail. 
• Easy access to anyone. 

 
Forums/Engagement 

• Beneficial to parents and community. 
• Turnout depends on those who need and want to attend. 
• Hear mostly from “vocal few.” 
• Strategic plan process engaged many people. 

 
Communication Strengths 

• Supt’s. On. 
• Well-informed parents. 
• Board Highlights should be pushed out. Too hard to find. 
• Weekly curriculum update. 

 
Communication Improvement Areas 

• Never heard of cable show or never get to see it. 
• District web site. 
• Can’t personalize individual school web sites. 
• Too much parent information is web-based. 
• Portal registration is too time consuming. 

 
 
Group: Elementary Principals 
 
Strengths 

• Community. 
• Value communication. 
• Caliber of educators. 
• Commitment. 
• Administrative support. 
• Parental support. 
• Sense of connection. 
• Collegiality. 
• Staff development. 

 
Improvement Areas 

• More time for campus staff development. 
• Planning time for teachers. 



 
NSPRA Communication Audit 48 Coppell Independent School District 

• Special education transition. 
 
Image/Reputation 

• Stellar. 
• Phenomenal. 
• Exemplary. 
• Elite. 
• Premier. 
• Parents feel that they get the best at the elementary level. 
• Some students go to private schools and come back. 

 
Best Information Sources 

• E-mail. 
• Administrative meetings. 
• Grapevine. 
• Supt’s. On. 
• Express. 

 
Additional Information Requests 

• Sometimes parents get information before the principals, which is difficult. 
• Too many e-mail messages. 
• Directors feel overwhelmed at being the “filters” for so much information. 
• Would like to have more input before decisions are made. 

 
Communication with District 

• Principals’ meetings. 
• Phone calls. 
• E-mail. 
• Very responsive. 
• Communicate well with each other as principals. 

 
Forums/Engagement 

• Parent input is helpful. 
• Successful when combined with student performance events. 
• The topic drives attendance. 
• Forums are promoted well. 
• Parent University was cancelled due to lack of participation. 
• District does a great job engaging people. 
• “Some groups think decisions are already made when we don’t do what they want.” 
• Format of forums is not usually conducive to dialogue. 

 
Communication Strengths 

• Proactive rather than reactive most of the time. 
• React well in crisis. 
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• Express is important to parents. 
• Board recognizes accomplishments. 

 
Communication Improvement Areas 

• Legal restraints sometimes prevent administration from sharing information. 
• Sense a communications breakdown at the directors’ level. “Right hand doesn’t know 

what left hand is doing.” 
• Web site – hard to navigate. 
• E-groups are not working. 
• People aren’t watching cable show. 
• Receive the same information multiple times. 
• Need better e-mail filters. 
• More face-to-face is needed to help parents understand need for changes. 
• “Overall communication is an ‘A’ but we want an ‘A+.’” 
• More internal communication is needed. 
• Used to appreciate getting information about birthdays, illnesses, achievements, etc. 

 
 
Group: Secondary Teachers 
  
Strengths 

• Small size. 
• Parents that care. 
• Educated parents 
• One high school community. 
• Number of college-bound students. 
• Location in a suburban community. 
• High expectations. 
• Committed teachers. 
• Proud to be Coppell ISD teachers. 

 
Improvement Areas 

• Funding. 
• Drug issue. 
• Increasing parental demands. 
• Changing demographics. 
• Growing gap between economic levels. 
• Crowding at high school. 
• Increasing demands on teachers. Less time to work with students. 
• Teachers are too approachable. Some feel swamped with e-mails. 
• Younger teachers do not feel respected by some parents. 
• Full value of technology (Portal and Blackboard) is not being realized. 
• Parents go to principal or district administrator with concerns before talking to teachers. 
• High expectations not matched by teacher pay scale. 
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• Helping at-risk children, especially those involved in drugs.  
 
Image/Reputation 

• Strong academics. 
• High academic scores. 
• High number of students doing well in AP classes. 
• Excellent fine arts. 
• Known as a college-bound prep school. 
• Special needs students are treated well. 

 
Best Information Sources 

• Supt’s. On. 
• Memos and e-mails from principal. 
• Department Chairs. 
• Word-of-mouth. 
• E-mail in general. 
• Express seems expensive, self-serving. Duplicates info in local newspaper. 
• Cable is not watched. 

 
Additional Information Requests 

• Parents need more information on basic parenting skills. 
• What is happening in other schools? 
• Need more information about students with possible discipline problems.   

 
Forums/Engagement 

• Parent University is good. 
• Style is to communicate out. Need to spend more time listening. 
• Same people always come. 
• Many people are still not connected. 
• Some people do not know about the forums. 

 
Communication Strengths 

• District is trying hard to keep community informed. 
 
Improvement Areas 

• No central place for communication.  
• Marquee at high school. 
• More information on effective parenting.   
• Communication with non-English-speaking parents. 
• Update information on web site. 
• Some information contains too much fluff. 
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Group: Secondary Administration Assistants, Office Personnel 
 
Strengths 

• Small community and school district. 
• Strong academics and fine arts. 
• Good communication. 
• Small town feel and mentality. 
• Parents/community have a high level of interest and concern in schools.  
• Many volunteers. 

  
Improvement Areas 

• Incorrect information sometimes goes out. 
• Express seems to be a costly publication. 
• Web site Portal. 
• Confusion about filling forms out online or on paper. 
• Teachers get too much e-mail; no set guidelines. 
• Teachers need to spend more time teaching and planning and less time responding to 

parent demands.  
• Too much time and money is spent on the students at the top. Not enough time on 

average students and students at the bottom.  
• Students are sometimes pushed too hard. 
• No vocational strand. Students not going on to college may be left out. 

 
Image/Reputation 

• Strong reputation for excellence. 
 
Best Information Sources 

• Web site. 
• E-mail from superintendent and district. 
• Calendar. 
• Principal. 
• Express could have incorrect information. 
• High school e-mail blasts. 

 
Additional Information Requests 

• Some get the information they need to do their job. Others do not or have difficulty 
finding it. 

 
Forums/Engagement 

• Community feels like it is a part of the school team. 
• Amazed at how strongly people support their schools with time and money. 
• Same people are always at the forums. 
• There is a feeling that decisions are already made before the forums are held. 
• Make an effort to invite new people. 
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Communication Strengths  
• Amount of information. 
• High expectations. 
• High school principal uses e-mail effectively with parents and staff. 

 
Communication Improvement Areas 

• Some people may not be getting information. 
• Communication with non-English-speaking parents. 
• Reduce e-mail request load on teachers. 
• Update web site. 
• So much is going now it is hard to keep it straight. 

 
 
Group: Secondary Nurses, Counselors, Intervention Services 
   
Strengths 

• Really strong teachers. 
• Strong curriculum that really challenges students. 
• Parent involvement is way above average. 
• PTO’s. 
• Districts values students, teachers and parents. 
• Programs for at-risk students. 
• Inclusion in special education. 

 
Improvement Areas 

• Changing demographics. 
• High standards are difficult for some students to achieve. 
• Lots of pressure to meet high expectations. 
• Rigorous testing schedule. 
• Robin Hood means budgets have decreased. 
• Better pay schedules in neighboring districts. Harder to get and keep best teachers. 

 
Image/Reputation 

• High test scores. 
• State leaders in band/drama/academics/sports. 
• Special Education destination district. 
• Small district; one high school; strong community. 

   
Best Information Sources 

• Web site. 
• Express. 
• E-mail. 
• Portal. 
• Local schools do well with consistent targeted messages. 
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• School newsletters. 
• Telephone access.  
• Well-informed. 

 
Additional Information Requests 

• Nurses and counselors concerned that supervisor’s additional duties compromise 
communication and leadership. 

 
Communication with District 

• Often asked for input. 
• 360-degree communication is good. 
• E-mail works really well. Prompt responses are the norm. 

 
Forums/Engagement 

• No secrets in the district. 
• Many advisory committees; people are welcome to participate. 
• Difficult for busy people to come to forums. 
• District demonstrates it wants to communicate. 

 
Communication Strengths  

• Solid effort. 
• Good reporting of accomplishments. 

 
Communication Improvement Areas 

• Communication with non-English-speaking parents. 
• Need guidelines for interpreters. 
• More students are in need of more help. 
 

 
Group: Secondary Assistant Principals 
 
Strengths 

• Parental support. 
• Commitment to be the best. 
• Help kids move forward in their lives. 
• Student involvement. 
• Excellent staff. 
• Attract great teachers. 
• High expectations and standards. 

 
Improvement Areas 

• “Helicopter parents” are sometimes too involved. 
• Need more consistency in the way things are managed. 
• More support staff needed for administration with larger student body. 
• Have not caught up with diversity. 
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• Need education on cultural diversity. 
• More career and technology opportunities are needed. 
• Community has small town traditions. Need to think creatively to meet all students’ 

needs. 
• Dealing with at-risk students in different ways. Need clarity. 

 
Image/Reputation 

• High expectations. 
• Affluent. 
• Focused on student achievement. 
• Sometimes seen as “haughty” or “uppity.” 
• People come for schools. 

 
Best Information Sources 

• Kids and parents.  
• “Parents don’t hesitate to tell you what they think.” 
• Teachers. 
• Administration. 
• Better if you live and work in the district. 
• Express – for recognition. 
• School newsletters. 
• E-newsletter is sporadic. 
• Supt’s. On is informative. 
• Meetings at the beginning of the year are great. Hear from departments. 
• Principals’ retreat. 
• Assistant principal meetings provide good peer-to-peer contact. 

 
Forums/Engagement 

• Registration meetings at the high school are helpful. 
• Topics drive attendance. 

 
Communication Strengths 

• Proactive in reaching out to community. 
• Use multiple channels. 
• Willingness to listen. 

 
Communication Improvement Areas 

• Need to find ways to reach parents who have language, culture or technology barriers. 
• Cable show is not beneficial. 
• Coppell doesn’t recognize some lower income groups in the community. 
• Lots of depression among students and denial around drug use issue. 
• Problems need to be addressed at the community level, not just at school level. 
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Group: Secondary Principals 
 
Strengths 

• Students excel in every area. 
• Parent commitment and support. 
• Facilities. 
• Technology. 
• Location. 
• Depth and quality of leadership. 
• Ability to anticipate and prepare for challenges. 
• Teaching staff. 
• Commitment to do what is best for children. 

 
Improvement Areas 

• High level of achievement makes it easy to rest on laurels. 
• Resistance to change because of past success. 
• Demands by stakeholders; incredible expectations. 
• New era of limited resources. 
• Appearance of crowding at high school. 

 
Image/Reputation 

• Fabulous fine arts. 
• Affluent. 
• High achieving district. 
• Compare Coppell ISD to private schools. 

 
Best Information Sources 

• E-mail. 
• Meetings. 
• Web site. 

 
Additional Information Requests 

• Parents without Internet may not get information. 
• Parents who do not have strong relationship with their school may not get information. 
• More information about scholarship opportunities. 

 
Communication with District 

• Yes, communication is two-way. 
 
Forums/Engagement 

• Information about the forums may not get to all areas of the community 
 
Communication Strengths 

• Pride in the extensive community participation the school district currently enjoys. 
• A real commitment to communicate and improve. 
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• Strong, hard-working communications team. 
  
Communication Improvement Areas  

• Consistent information and messages.  
• Less jargon. 
• Too many e-mails. 
• Information may contain too much jargon.  
• Parents may not understand what information means to them and their child. 
• Intranet and web site are good but need to be updated and redesigned.  
• Parents who do not speak English face challenges. 
 

 
Group: Maintenance, Custodial, Food Services, and Facility 
Management 
 
Strengths 

• Academics are excellent. 
• People move here for the schools. 
• Special needs department. 
• Excellent facilities: beautiful, clean, safe. 
• Good equipment. 
• Excellent community support. 
• PTO’s. 
• Communication with parents. 
• Web site. 
• Paying for lunch on the web site. 
• Heath inspection is posted. 

 
Improvement Areas 

• Beginning of the year costs to parents. 
• Blackboard is not kept up-to-date by teachers. 

 
Image/Reputation 

• Academics. 
• Great schools. 

 
Best Information Sources 

• Web site. 
• Word-of-mouth. 
• Express. 
• School safety meetings. 
• Team meetings. 
• Monthly manager meetings. 
• Community newspapers. 



 
NSPRA Communication Audit 57 Coppell Independent School District 

Additional Information Requests 
• Earlier calls on snow days. 
• Timely information on web site, especially grades and class assignments. 
• District benefits information. 

 
Communication with District 

• Comfortable communicating up and down the chain of command.  
• Treated with respect. Concerns are heard. 

 
Forums/Engagement 

• Superintendent is effective in engaging stakeholders. 
• Supt’s. On. 
• Have not participated in forums. 
• Notification in newspaper. 
• Use yard signs. 
• Different meeting times and child-care are helpful; may not make a difference. 

 
Communication Strengths 

• Community newspapers. 
• Open district. 
• Interoffice mail. 

 
Communication Improvement Areas 

• Need hard copy of employee handbook for those who do not have a computer. 
• Some support service employees are not getting e-mail. 
• Simplify and make communication efforts uniform. 
• Cable TV is not watched. 
 
 

Group: Administrative Assistants from Administration/Brock/Service 
Center 
 
Strengths 

• Employees are proud to work in Coppell ISD. 
• People take ownership of schools regardless of position. 

 
Improvement Areas 

• Taking care of average students’ needs. 
• Lack of unity among schools. Too competitive. 
• Hire lots of people at the top, but work paraprofessionals too hard. 
• Often feel underappreciated. 
• Poor training. Little investment made in professional development for paraprofessionals. 
• Some don’t have job descriptions. 
• Should count industry experience when determining pay levels. 
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• Lack of consistency. 
 
Image/Reputation 

• Outside the district it is good. 
• Sufficient technology resources. 
• Growing concern about size of high school. 
• Image is split – some think it is good and some do not. 

 
Best Information Sources 

• Word-of-mouth. 
• Supervisors. 
• Newspaper. 
• Express, but it is old news. 
• Appreciate one-page calendar. 
• Like Supt’s. On. 
• E-mail. 
• Maintenance and grounds staff lacks e-mail access. 

 
Additional Information Requests 

• People who answer phones need updated district-wide calendar of events. 
• Don’t know whom to call when someone needs help. Used to have a helpful list. 
• Need a paraprofessional group meeting on a regular basis. 

 
Communication with District 

• Usually through boss. 
• E-mail. 
• Face-to-face. 

 
Forums/Engagement 

• Some are helpful and some are not. 
• Seem too scripted. 
• Decisions are made before forums are held. 
• People with extreme positions attend and speak up. 
• Can’t really say what you think. 

 
Communication Strengths 

• Web sites, although they need work. 
• Supt’s. On. 
• Great communication from benefits department. 
• Marquees. 

 
Communication Improvement Areas 

• Cable show is not watched. 
• “Any information that would help us do a better job.”  
• Would like feedback on principals’ meetings at building-level. 
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• No mention of “our people” at recognition events and convocation. 
• Christmas Open House too expensive. 

 
 
Group: Cabinet, Directors and Curriculum  
 
Strengths 

• District employees. 
• High-achieving district. 
• Relationship between school and community. 
• Intelligence, vision and understanding nature of employees. 
• Parent involvement. 
• High-achieving/high-performance schools. 
• Constant focus on improvement. 
• Staff development. 
• Collaborative efforts/shared goals. 

 
Improvement Areas 

• Parent involvement can become invasive. 
• Pressure for high achievement. Some kids do not fit the mode. 
• Pressure to be a cutting-edge district, ahead of the curve. 
• Demographic and socioeconomic changes are creating anxiety and a “push back” 

response toward change. 
• Expect private school education in a public school setting. 
• Parent expectations are not balanced with financial reality. 
• Diversity in community is not reflected in the staff. 

 
Image/Reputation 

• Lighthouse district. 
• Regional leader. 
• Trendsetter to neighboring districts. 

 
Best Information Sources 

• E-mail. 
• District meetings. 
• Internal face-to-face. 
• Web site. 
• Often overwhelmed by e-mails and meetings. 

 
Forums/Engagement 

• Groups and procedures are in place to communicate with the district. 
• District does a great job presenting forums. 
• Organized access to information. 
• Hold forums when students are already involved in a school activity. 
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Communication Strengths 
• A lot of information is provided. 
• Good communication with external audiences. 

 
Communication Improvement Areas 

• Large number of daily e-mail requests makes it difficult to respond in a timely manner. 
• Need more strategic help in providing information to the district. 
• Develop guidelines and protocols for e-mail. 
• Use chain-of-command to address community and staff inquiries. 
• Consolidate information on the web, simplify and make it easier to find information. 
• Internal communication. 

 
 
Group: Board of Trustees (combined comments from three focus group sessions and 
individual interviews) 
 
Desired Outcomes of Audit 

• Return on investment in communication. 
• Communication is always an issue externally and internally; consistency is lacking. 
• People need to understand why certain decisions are made. 
• Strong opinions. 
• Proactive, involved parents. 
• No sacred cows – want to know what strategies district might disinvest in. Objective 

feedback 
• Frustrated by navigation on web site. 
• Northlake issue. 
• “Crises are driving the district while underlying issues are neglected.” 
• Some communication efforts may not be reaching a lot of people. 
• What works in parent communication? 

 
Image/Reputation 

• “Not as shiny as it used to be.” 
• People have other options and more are choosing private schools. 
• Most parents are happy. 
• Some fear at elementary and middle school level about high school. 
• Bad news travels fast and is hard to get rid of. 
• State of the art. 
• Widely recognized as the top district. 
• High expectations. 
• High-achieving students and community. 

 
Improvements 

• Poor communication on teacher reassignments in the middle of the year. 
• Fall curriculum night should be more focused on curriculum and less on social time. 
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• School fundraisers – sometimes don’t know if fundraising is legitimate school effort. 
 
Communication Strengths 

• Getting information out at the school level. Effectiveness differs by school. 
• Central office curriculum communication is good. 
• Express was effective in the past. 
• Responsive and effective in the media. 
• Communication at the high school has improved. 
• Board communication is good. 
• Respond well to media. 
• Employee recognition. 
• Huge undertaking. 
• E-newsletters. 

 
Communication Improvements 

• Web site is not intuitive and navigation is difficult. 
• Post major initiatives on web sites, including grade alignment work, bond information, 

issues, etc. Put it all out there and be more transparent. 
• Web site has great potential but doesn’t currently reflect quality. 
• No problems with communication in general. 
• Don’t always react quickly enough. 
• Tools are available, but average people can’t find the information they need. 
• Sometimes teachers don’t get the communication they need. 
• If district wants to be perceived as innovative, it needs innovative tools and an innovative 

“look.” 
• “Improved communication isn’t necessarily more communication.” 
• More bullets, less copy. 
• Nobody watches the cable show. 
• Express is dated when it comes out. 
• Some schools don’t have an automated phone system. 
• Can’t get through on high school phone lines. 

 
Forums/Engagement 

• Topical forums seem to be the most effective. 
• Committee process works well. But Board still gets feedback that decisions were already 

made before committees meet. 
 
Publications 

• “Parents love Express. Don’t get rid of it.” 
• Calendar is confusing. If students are out of school for any reason, just say “no school.” 
• Marquees are helpful. 
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 What is NSPRA? 

 
 Principals’ Communication Checklist 
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What Is NSPRA? 

 
 Since 1935, the National School Public Relations Association has been providing school 
communication training and services to school leaders throughout the United States, Canada, and the U.S. 
Dependent Schools worldwide. NSPRA’s mission is to advance education through responsible 
communication. We accomplish that mission through a variety of diverse services that we provide to our 
members and to other school leaders who contract with or purchase products from us. 
 
 With over 70 years of experience, we have a reputation in the field for practical approaches to 
solving school district and education agency communication problems. We have useful communication 
products, offer workshops and seminars, maintain resource and research files, have contacts and resources 
within the corporate communication industry, and have 32 chapters throughout the country that provide 
local networking opportunities for members. 
 
 In keeping with our mission, NSPRA provides workshop assistance to school districts, state 
departments of education, regional service agencies, and state and national associations. For many of 
these groups, we have completed research-based communication audits to analyze the communication 
flow, targeting, content, and effectiveness of their communication messages. 
 
 The NSPRA National Seminar, the most comprehensive school communication workshop any-
where, is held each July. This four-day session offers more than 70 topics on a wide array of school 
communication issues. The July 2007 Seminar will be held in Phoenix, Arizona. 
   
 NSPRA’s monthly membership newsletter Network is seen as a communication resource for 
school leaders, not just our members. Each edition tackles a major problem and explains how commu-
nication can play a vital role in solving it. PRincipal Communicator is our building-level PR newsletter 
which provides practical help to school principals and other building-level leaders. The calendar and 
variety of communication topics are helping many to effectively improve communication at the 
community level. Our four electronic newsletters, NSPRA This Week, The NSPRA Counselor, NSPRA 
Alert, and Opportunities, provide summaries of breaking national education news, in-depth studies of 
issues and trends, and updates on seminars, products and services available to educators. Communication 
Matters for Leading Superintendents is an electronic newsletter targeting communication issues and 
topics for school system leaders. 
 
 The Flag of Learning and Liberty is a national education symbol, developed by NSPRA in its 
50th Anniversary Year. On July 4, 1985, the Flag of Learning and Liberty flew over the state houses of all 
50 states to launch the rededication of America’s commitment to education and a democratic, free society. 
 
 NSPRA is a member of the Educational Leaders Consortium and works with all major national 
organizations to help improve educational opportunities for the nation’s young people. In addition, 
NSPRA is a sponsoring agency of the Educational Research Service (ERS). The association also sponsors 
four national awards programs to bring recognition for excellence in communication to individuals, 
districts and agencies. 
 
 More information about NSPRA is available at www.nspra.org. 
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       National School Public Relations Association 
                Communication Audit 
            Checklist for School Principals – Summary  
 

Name of District/Organization: Coppell Independent School District 
 
The following questions relate to External communications. 
       
1. A school newsletter is sent to parents:  

    4  Weekly 11  Monthly    1  Other     0  Never 
 6x a year, plus beginning of year prior to school 

 Weekly – electronically 
 
2. Efforts are made to acquaint new families with curriculum/services:  

    8  Before school begins    8  Regularly during the school year 8  As needed 
• Before school begins – Curriculum nights 
• Before school begins – interviews 

 
3. a) The principal responds to questions and concerns from parents and the public: 

  12  Same day     6  Within 24-48 hrs   0  As I can get to it 
• Same day - If at all possible 
• Same Day – Often 
• Within 24-48 hours - Never beyond 24 hrs 
• Same Day – if possible, Within 24-48 – for sure 

 
b) School office staff responds to questions and concerns from parents and the public:  
  10  Same day     8  Within 24-48 hrs   0  As they can get to it 

• Same Day - if at all possible 
• Within 24-48 hrs – Messages on voicemail in late hrs. must be addressed the next day 

 
c) Teachers respond to questions and concerns from parents:  
  6  Same day         10  Within 24-48 hrs          1  As they can get to it 

• Within 24-48 hrs – Messages on voicemail in late hrs. must be addressed the next day 
 

4. Parents can voice ideas and concerns about the school through: 
 14  PTO/PTA       3  Advisory committees   
 12  Site Council/School Improvement Team   2  Forums/study circles 
 15  Individual meetings with administrators/staff   5  Other (please describe):  

 Classroom Teachers, Counselor 
 Brown Bag Lunches 
 Team meetings 
 Extra curricular booster clubs 
 E-mail, 
 Class reps 

 
5. Special programs are offered to help parents help their children learn: 
    1  Monthly    7  2-4 times yearly   5  At least once a year     1  Never 

• At least once a year – this year we are doing a science night 
• 2-4 times yearly – we also do a great deal of 1-on-1 “counseling” 
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6. Volunteer programs in the school include: 
   15  Parents    4  Senior citizens          13  Community members       6  Other (please describe): 

 CHS Student Athletes 
 Business Buddies 
 High School students 
 Past teachers, Businesses 
 District Staff members 
 Speakers- 6 wk. celebrations 

 
7. The school has established business/civic partnerships or other business support programs: 
    13  Yes      2  No 

• No - not yet 
• Yes - through partners in education 

 
8. Do you have programs to involve non-parents in school activities? 
      10  Yes                                  5 No 

• Yes – Mentor Partnerships 
• Yes – Mentoring, Career Day, site board team 
• Yes – guest speaker, service learning 

 
9.  Have you conducted a survey or focus group to determine whether the 

information/communication parents receive from your school meets their needs? 
    7  Yes   7  No 

• Survey (x2) 
• Yes – at the end of the school year 
• Exits, meeting with CISD administrators 

 
10. Check any of the following that you use to communicate with parents and community: 
    15  E-mail       7  Voice-mail 
    15  Web site       6  Cable TV channel 
    5  Recorded message phone line     0  Low-watt radio station 
    0  Broadcast phone messaging   15  Newsletters 

• Would love to podcast on our website 
• Cable TV Channel – District Channel 
• Newspapers 
• Announcements on school monitors in every class 
• Student broadcasting station on campus about 1.5 each month 
• Marquee Messages 

 
The following questions relate to Internal communications. 
 
11. Teachers can voice ideas and concerns about the school through: 

15  Staff meetings      9  Advisory committees           1  Suggestion box   
15  Site Council/School Improvement Team               12  PTO/PTA                 0  Association/Union reps 
15  Individual meetings with administrators    8 Other (please describe): 

 Team Leader 
 Team Leader Mt. 
 Sometimes Committees 
 Email 
 Campus Mgmt committee 
 Academic leadership meeting 
 Staff Survey 
 Any way they want 
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12. Support staff can voice ideas and concerns about the school through: 
  15 Staff meetings       8  Advisory committees          1  Suggestion box   

 15  Site Council/School Improvement Team               10  PTO/PTA             0  Association/Union reps 
 15  Individual meetings with administrators    5  Other (please describe):  

 Email 
 Leader of support staff paraprofessional 
 Staff survey 
 Class reps 

 
13. Check any of the following that you use to communicate with teachers: 

 15  E-mail    10  Voice-mail    15  Staff meetings 
 4  Daily bulletin     6  Web site                    12  Staff newsletter      9  Other (please describe): 

 Conferences 
 Classroom Visits 
 Weekly Bulletin (x3) 
 Monthly team leader     

meetings 
 Online Calendar 
 Memos 
 Morning announcements 
 CMC 
 Academic leaders 
 Task force 

 
14. Check any of the following that you use to communicate with support staff: 

  14  E-mail    8  Voice-mail    14  Staff meetings 
  4  Daily bulletin   5  Web site  10  Staff newsletter 11  Other (please describe): 

 Conferences 
 Visits 
 Weekly bulletin (x3) 
 Online Calendar 
 Memos 
 Morning announcements 
 CMC 
 Academic leaders 
 Leader of support staff 
 Daily Academic team  

   meetings 
 Department meetings 

 
15. Inservice training on conducting effective parent/teacher conferences is provided: 
 a)    12  To all teachers        3  To new teachers only 
 b)    6  Prior to conferences       11  Yearly         0  Never 

• No Choice - It has not been provided every year 
• Yearly – we revisit throughout the year 

 
16. Before open houses and/or curriculum nights, teachers receive inservice training in making 
 presentations, working with diverse cultures, delivering key messages about education, etc.: 

   8  Prior to events 4  Yearly 2  Never 
• No answer – our staff is extremely professional and effective 
• No answer – at professional conferences  

 
17. Teachers are encouraged to arrange special events and activities that bring parents and 

community members into the school.   12  Yes          3  Sometimes         0  No 
 
 

• Staff newsletter – weekly (x2) 
• Daily bulletin – daily breakdown included in weekly newsletter 

• Staff newsletter – weekly (x2) 
• Daily bulletin – daily breakdown included in weekly newsletter 
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18. Teachers receive information from or about the district via (check all that apply): 
   15  E-mail    5  Voice-mail     15  The principal  
   15 Web site    8  District Intranet     15  District publications 
  11  Memos    11  Employee newsletters   13  Meetings with district administrators  
   10 Cable TV channel   2  Associations/unions       4  Other (please describe):  

• Campus Reps @ dist. Mtgs. 
• District Meetings 
• Department meetings 
• Staff Development 
• TAAE –all are members of TAAE 

 
19. Support staff receives information from or about the district via (check all that apply): 
   15   E-mail    6  Voice-mail     14  The principal  
   15  Web site    8  District Intranet     14  District publications 
   11  Memos    13  Employee newsletters     11  Meetings with district administrators  
   9  Cable TV channel   2  Associations/unions       3  Other (please describe): 

• District Meetings 
• Leaders of support staff 
• Department meetings 
• Staff development 
• TAAE 

 
20. Do programs involving teachers and support staff emphasize the PR roles they play as 

ambassadors for the school system?            13 Yes               2  No  
• Yes – Not enough 

 
21. Would you like to offer an inservice training program in effective communication or public 
 relations for your staff?    10  Yes            3  No 

• Possibly 
• Not at this time 

• Yes – we offer communication 
workshops 

 
22. Would you like assistance in developing a communication plan for your school?    

    8  Yes    5  No   
• Possibly 
• No answer – always interested in new ideas/growth 

 
23. What could your district administration do that would be most helpful to you in planning and 
 implementing your communication efforts? 

 Making sure we receive info in timely manner to send out to parents. 
 They are very supportive of our campus efforts. 
 Have more training available as an option. 
 Inform us just as soon as possible dates for campus dates in August so we can firm up our plans – this 

is very important. 
 Continue doing what they are doing. 
 Ensure principals are in the know. Clarify when thing are shared who will be responsible for 

communication with remainder of staff. Ensure departments are communicating with each other (the 
right hand knows what the left hand is doing). Provide an online calendar, continuously updated, that I 
would use as a skeleton for our online campus calendar.  

 They are very helpful and supportive – continue in that role. 
 Help conduct campus training – PR with public/parents. 
 I feel they do a good job. 
 We have the tools but we need the stress effective communication more. 
 Provide a model and feedback to help refine the process. 

• Meetings with district admin – varied committees, meetings, staff 
development, etc. 

• Cable TV channel – video also 
• Associations/unions – those who belong 
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 Communication – is there ever enough? Our district is exceptional in the ever so many ways of striving 
to communicate with our parents and community.  

 Continue to offer workshops that feature parent conferencing skills. 
 Increase time between project development and implementation; be more proactive with 

communication efforts; provide up-to-date calendar. 
 Time. 

 
 

 
© National School Public Relations Association, 15948 Derwood Rd., Rockville, MD 20855   

301/519-0496  FAX 301-519-0494 
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Susan Hardy Brooks, APR 

 
 Susan Hardy Brooks, APR, has counseled school leaders on a range of marketing 
communications issues and strategies for more than 28 years. Since starting her company, 
HardyBrooks Public Relations in 1998, Susan has provided strategic communications counsel to 
more than 50 clients, including K-12 school districts, community colleges, universities, state 
education agencies and other organizations that support public education.  
  
 From 1981-1998, Susan served as marketing director for three career technology centers, 
including Metro Tech, Canadian Valley Tech and Francis Tuttle. She served as Francis Tuttle’s 
marketing director for 10 years. She is currently serving as Executive Director of The Citizens’ 
Policy Center, a public policy research and education organization (think tank) dedicated to 
creating better opportunities for individuals and families. Support for public education is among 
the Center’s top priorities. 
 
 Susan currently serves as NSPRA South Central Region Vice President. She has 
presented public relations and marketing workshops in 25 states. Her strategies have been 
featured in pr reporter, the National School Public Relations Association’s Network newsletter, 
Techniques magazine and several other national journals. She is a frequent presenter at state and 
national marketing conferences, and has received more than 100 awards for her marketing 
campaigns, publications, projects and events. 
 
 Susan has a master’s degree in education administration from the University of 
Oklahoma and a bachelor’s degree in journalism from Oklahoma Baptist University. She is 
accredited in public relations (APR) by the Public Relations Society of America. 
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Jim Dunn, APR 

 
 Jim currently serves as the Director of Communication Services for Liberty Public 
Schools, Liberty, Missouri, and also teaches Communications at William Jewell College. Prior to 
assuming the directorship of Communication Services on a full-time basis, Jim was a public 
school teacher for 26 years. He was selected as Liberty High School Teacher of the Year in 
1983, and won the district’s Honoring Excellence Award.  
 
 He served as the 2004-2005 President of the National School Public Relations 
Association (NSPRA) and from 1996-99 served a three-year term as NSPRA South Central 
Region Vice President. 
 
 Jim was named the 2003 Missouri Professional of the Year by the Missouri School Public 
Relations Association (MOSPRA), and has served MOSPRA as President in 1990-91 and twice 
as Western Vice-President. Jim served as NSPRA South Central Vice-President from 1996-99 
and also chaired the NSPRA Accreditation Committee. He is a popular presenter at the NSPRA 
and MSBA national conferences and has served on numerous national committees. 
 
 Jim has won five major writing awards for his weekly newspaper column, has written a 
tribute selected for inscription on a memorial to teacher/astronaut Christa McAuliffe, and twice 
served on the National Teacher of the Year Selection Committee. He currently serves on the 
Board of Governors for William Jewell College and Liberty’s Sister City Commission and 
worked eight years as a Youth Minister for the Liberty Presbyterian Church.  
 
 He holds a Masters Degree in Humanities from Southern Methodist/Baker University. 
Jim and his wife, Kathy, have two sons who are currently in college and graduate school. 
 
 
 
 
 
 

 
 
 
 
 
 

 


