
​Branch Language Library​
​Correspondence Modernization & Service Redesign – Supporting Initiative​

​Purpose​
​This initiative was developed as part of the broader Correspondence Modernization & Service​
​Redesign project. I assisted in the development and refinement of a shared internal​
​communications language library designed to improve efficiency, consistency, and clarity across​
​branch correspondence.​

​The objective was to reduce duplication in drafting, strengthen consistency in messaging, and​
​provide staff with a reliable source of approved language for both routine and complex​
​communications.​

​Context​
​Internal correspondence across the branch previously showed variation in tone, structure, and​
​phrasing, particularly in operational updates, service communications, and time-sensitive​
​messaging.​

​This resulted in:​

​●​ ​Repeated drafting of similar messages across teams​
​●​ ​Inconsistent tone and structure in communications​
​●​ ​Additional time spent aligning language during review cycles​
​●​ ​Variability in clarity and messaging consistency across authors​

​The need for a shared, centralized reference tool was identified to improve standardization and​
​efficiency.​

​Solution Overview​
​A shared OneNote-based Language Library was developed as a branch-wide reference​
​resource for approved messaging, tone guidance, and reusable language blocks.​



​I supported the development of this tool by contributing to the structure, content organization,​
​and practical application within correspondence workflows.​

​The OneNote functions as a living repository of approved internal communications language,​
​maintained centrally through the communications function to ensure consistency and version​
​control.​

​Library Structure​
​*samples below​

​The OneNote is organized into key topics for response:​

​1. Standard Messaging Blocks​

​Reusable templates for common communication needs, including:​

​●​ ​General public responses​
​●​ ​Media requests​
​●​ ​Operational updates​
​●​ ​Administrative notices​

​2. Approved Language (Sensitive Contexts)​

​Pre-approved phrasing for high-sensitivity or high-visibility communications, including:​

​●​ ​Service disruption messaging​
​●​ ​Organizational change updates​
​●​ ​Time-sensitive notices​
​●​ ​Uncertain or evolving situations​

​3. Tone & Style Guidance​

​Practical guidance to support consistency across correspondence:​

​●​ ​Plain language principles​
​●​ ​Sentence structure guidance​
​●​ ​Preferred phrasing examples​



​●​ ​Accessibility considerations​

​4. Reusable Language Patterns​

​Modular phrasing to support consistent messaging, such as:​

​●​ ​“We are currently assessing…”​
​●​ ​“At this stage, we expect…”​
​●​ ​“Further updates will be provided as more information becomes available…”​

​5. Samples​

​Navigation​



​Sample Page​



​How It Is Used​
​The Language Library is embedded into day-to-day drafting workflows:​

​1.​ ​Staff identify the communication need (update, change, disruption, etc.)​



​2.​ ​Navigate to the relevant OneNote section​
​3.​ ​Select or adapt approved language blocks​
​4.​ ​Draft correspondence using consistent tone and structure​
​5.​ ​Proceed through standard review and approval processes​

​Application Across Communications​
​The tool is used across a range of branch communications, including:​

​●​ ​Executive and leadership updates​
​●​ ​Operational change communications​
​●​ ​Routine internal staff messaging​
​●​ ​Time-sensitive notices and service updates​

​It supports consistent messaging regardless of author, team, or communication type.​

​Outcomes (Early Indicators)​
​Early use of the Language Library indicates:​

​●​ ​Improved consistency in tone and messaging across correspondence​
​●​ ​Reduced duplication of effort in drafting standard communications​
​●​ ​Faster access to approved language during time-sensitive situations​
​●​ ​Increased confidence among non-communications staff when drafting updates​

​Strategic Value​
​The Language Library functions as a lightweight communications enablement tool that supports:​

​●​ ​Standardization of messaging across the branch​
​●​ ​Reduced variation in written outputs​
​●​ ​Improved drafting efficiency for routine correspondence​
​●​ ​Stronger consistency during organizational change and operational disruption​



​Role in Correspondence Modernization​
​This initiative forms part of the broader Correspondence Modernization & Service Redesign​
​project, supporting:​

​●​ ​Improved efficiency in message production​
​●​ ​Greater consistency in internal communications​
​●​ ​Embedding of approved language into daily workflows​
​●​ ​Development of a more structured and scalable communications model​


