
Communicating a Big Change 

Best Communication Practices

Speakers:

Joe Lewis – VP and General Counsel for Smoothie King

John Krebser – The UPS Store Franchisee 

Shane Evans – Founder Massage Heights

Rissy Sutherland – Founder/COO Multiple Brands

Jamie Izaks – All Point PR 
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Objectives 

➢Communicating Big Change in Your 
Franchise System

➢ Understand how to start the plan.

➢ Understand how to update the plan.

➢ Learn the steps to communicating big change.

➢ Create a follow-up to the plan for Implementation and 
Compliance 



Ways We Communicate 

➢ Email/Newsletter
➢ Effectiveness -32%

➢ Weekly Update

➢ 1 Win!!!

➢ Notices

➢ Consistency

➢ Webinars 
➢ 30 – 90%

➢ 1 Franchisee – 1 Expert – 1 Leader

➢ 1 Hour – Same Time/Same Day

➢ Topic/Reason

➢ Follow up communication

➢ Intranet
➢ Difficult to Find

➢ Difficult to Rember

➢ Not Interactive

➢ Force Communication



Ways We Communicate 

➢ Meetings
➢ Costly

➢ Consistent 

➢ Regional/National

➢ Awards – Big Fun

➢ Most Successful – Not Key Note

➢ No One way Information

➢ Testimonials

➢ Vendors

➢ Intranet

➢ Social Media 

➢ Hotline/Helpdesk

➢ Direct Mail 



Ways We Communicate 

-

➢ Hoot Board

➢ IFX

➢ FranConnect

➢ FRM

➢ Facebook 

Pages 

➢ Office 365

➢ WiseTail



Steps To Communicating Big Change 

➢ Why Are You 
Doing This
➢ Validity of Need

➢ Survey – Why –
Purpose

➢ Challenges

➢ Research
➢ Point Person

➢ Teams

➢ Checklists
➢ Progress

➢ Decision



Steps To Communicating Big Change 

➢ Starting The Plan
➢ Create Project Plan – Review

➢ Same Page!!! 

➢ FAC Review
➢ How they Will Work/Communicate

➢ Why – Feedback - Holes

➢ Communicate 



Steps To Communicating Big Change 

■ Selection Of Programs
■ Cost 

■ Beta Test
■ Alpha Test

■ Must Be Honest

■ Keep Same Group & Timing 



Steps To Communicating Big Change 

■ Updates to The 
Plan 

■ Schedule the Role 
out 



Communication Overall – Meeting Overview

Shane Evans

➢ Meetings Throughout Year
➢ FAC (TEAM Council)

➢ Annual Conference

➢ Top Performer / Key Influencers 

➢ All Franchisee Fall Planning for New Year

➢ Monthly Executive Team | All Franchisee – Webinar



Communication Overall - Webinars
Shane Evans

➢ Culture and Values 

➢ Operations Top Line

➢ Topic from franchisees win 

➢ Topic from Vendor/Expert 
perspective

➢ Net Promoter Scores

➢ Marketing Update

➢ Tech Update

➢ Big Announcements 



Vendors and Communication to The Public
Jamie Izaks

➢ What they can Provide

➢ How do they help in Communication

➢ How do they help in Meetings

➢ How are they the Experts

➢ How do you Manage the Relationship

➢ Determining if/how to Share with the 
Public



Big Change – Communication
Joe Lewis

■ Rebranding, POS System and Big Change
❑ Why Do We Need to Do This?

■ Key is Establishing the Business Case

■ Test it First!  Will it Achieve the Business Case Results?

■ Provide Support for the Business Case (Research, etc.)

❑ Have FAC and Key Franchisees Challenge the Bus Case

■ Obtain Buy-In from FAC First – Then One Voice to 
System

❑ Once Considered Decision is Made, the Communication  
turns to Implementation and the Why We Are Doing It

❑ Be Able to Clearly Communicate the Why Through Multiple 
Channels (Regional Town Halls - Face to Face Helps)



Big Change – Communication
Joe Lewis

■ Compliance & Enforcement
❑ Compliance Follows Good Planning & Communication

❑ Generous Lead Times for Notification & Roll-Out

■ Provide Funding Source if You Can -- Incentives?

■ Tie Extended Lead Times to Hitting Bench Marks 
(Signage, Plans, etc.).  Accelerate Deadline if Miss

❑ Determine How You Will Handle Exception Requests 
(Relocation, Cash Flow Issues, Existing Contracts, etc.)

■ Establish Enforcement Options - Minority that don’t 
Comply

■ Default with Extended Cure Period

■ Miss Cure Period – Negotiated Settlement for Extension

■ Mutual Termination & Sell or Close Unit



Big Change – Communication From Franchisee Perspective 
John Krebser – The UPS Store

➢Example: Rebranding, POS, Financials

➢What Works Best for you

1. Define and communicate the plan 

2. Set common goals and timeline 

3. Establish training programs 

4. Implementation 

5. Follow- through

6. Debrief and asses  



Big Change – Communication From Franchisee Perspective

John Krebser – The UPS Store

➢What is Missed Most Often
➢ SOPs

➢What is the Best 
➢ Common goals

➢ Simplicity (KISS)



Final Thoughts
Keys To Success

➢ Have Internal Team Singing the Same Message

➢ Have Committee Involved

➢ Complete a Beta Test

➢ Have an Incentive Plan

➢ Put Your Money Where Your Mouth Is 



QUESTIONS AND ANSWERS 



Thank You For Attending!

Rissy Sutherland

sutherlandrissy@gmail.com

Joe Lewis

Joe.Lewis@smoothieking.com

Shane Evans

Sevans@massageheightsfranchising.com

John Krebser

jkrebser3069@theupsstore.com

Jamie Izaks

jizaks@allpointspr.com
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