
Internal 
Communication

Key tool to make institutional 

processes viable

Asesoría de Comunicación Institucional Bruselas, Octubre 2019

1st WCO Global Customs Communication Strategies Conference 
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IF possible
change

organizational or a 
successful
institutional 

development,
IF communication is 

weighted as a frontline 
tool
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Institutional Communication Policy

• Strong institutional decision

• Aligned to the Strategic Plan

• Communication look

transversal to the institution

• Diagnosis

• Definition and development of a PECI

• PECI implementation

• Monitoring, measurement of results, 

analysis and realignment

The installation process



DIAGNOSIS
Analytical process to know the institution
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Conditions for organizational

diagnosis

Elements of organizational

diagnosis

Perspectives of the 

organizational diagnosis

Situation diagnosis
Internal Situation

Functional diagnosis

Cultural diagnosis



On three levels: institutional, interpersonal and intrapersonal

INTERNAL COMMUNICATION



PLANTED OBJECTIVES
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Internal Communication
Big goals

Optimize organizational processes 
and staff performance

Promote open and fluid 
internal communication

Keep officials informed, 
integrated and motivated

Publicize the actions in the 
institution properly

a

b

c

d
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Internal Communication
Good practices to cultivate

Announce changes or new 

projects with time for decision 

making

Explain decisions that might seem 

inconsistent or secret

Emphasize the advantages and 

disadvantages of current and 

future decisions

Openly discuss the chances of 

success or failure to anticipate 

frustrations
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Internal Communication
Barriers to effective communication

VERTICALITY

SELECTIVE PERCEPTION

DEFENDING

LANGUAGE
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Internal Communication
Proposals for effective communication

Commitment of the top leaders

Associate actions with words

Commit to two-way communication (descending and ascending)

Promote face-to-face communication

Keep the members of the institution always informed

Design a communication program according to the general needs



TOOLS AND ACTIONS SET
To achieve the objectives
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Internal Communication
INTRANET 

627
News a year

72 % of the 

officials declares 

that its main 

route of 

information is 

the Intranet
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Internal Communication
New Time Newsletter

14 Editions, 

more than 200 
news

History of
customs

Social activity

"Handwriting"

Officials outside
customs
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Internal Communication
Communication Referents Network

8 years of 

implementation

Currently

52 referents

Communication

weekly

Generation of own

activities
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Internal Communication
UNIFORMS

Officials 

received summer 

and winter 

uniforms
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Internal Communication
Awareness activities

NATIONAL 

CAMPAIGNS

ANNUALS

International Day to Fight 

Breast Cancer
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Internal Communication
Awareness activities

NATIONAL 

CAMPAIGNS

ANNUALS

World Diabetes Day
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Internal Communication
Awareness activities

NATIONAL 

CAMPAIGNS

ANNUALS

Day of the book
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Internal Communication
Awareness activities

CNATIONAL 

CAMPAIGNS

ANNUALS

Campaign for Blood Donor 

Club
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Internal Communication
Awareness activities

NATIONAL 

CAMPAIGNS

ANNUALS

Campaign _ Fight against 

Gender Violence
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Internal Communication
Awareness activities

NATIONAL 

CAMPAIGNS

ANNUALS

Día del funcionario
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Internal Communication
Awareness activities

Children's Day

NATIONAL 

CAMPAIGNS

ANNUALS
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Internal Communication
IDEAS competition
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Internal Communication
Communication Training

Workshop "Effective Public

Speaking"

Workshop “Effective presentations”



INTERNAL PERCEPTION
Institutional Communication in DNA
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INTERNAL PERCEPTION
Perception about communication
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THANK YOU

VERY MUCH

Dirección Nacional de Aduanas

URUGUAY

Leonardo Trentini

leonardo.trentini@aduanas.gub.uy

mailto:leonardo.trentini@aduanas.gub.uy

