
FEEL DISCONNECTED FROM RSA

TECHNOPHILE

NOT KEEN

TIME POOR

RELIANT

TECHNOPHOBE

CONFIDENT POSTER

FEEL CONNECTED TO RSA

TIME RICH

SELF-SUFFICIENT
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I know it’s been a
good day when:IN WORDS
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FACE-TO-FACE IS ALWAYS BEST, because I’m 
too busy on the phones to trawl through emails.
Messages from SENIOR LEADERS GET  
MY ATTENTION.

Personally, I LIKE KEEPING IN TOUCH BY 
TEXT. It’s short and to the point.
Tell me how it AFFECTS ME FIRST, followed  
by the facts, then some background on how it ties  
into the BIG PICTURE.

MORNING PRESS SUMMARIES, stuck in  
lift articles, poster in the loo – that’s the kind  
of thing that WORKS FOR ME.

I’ve WON NEW BUSINESS and feel like 
I’ve done a good job – but we need to share 
success stories more
I’ve had a BIT OF BANTER with my team
The OFFICE has been BUZZING and 
everyone’s been on good form
I’ve had time to DO WHAT I LIKE MOST

I’ve been RECOGNISED for doing a good job
I haven’t had to compromise MY BELIEFS.
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KEY FOR COMMS:

No recognition

Too busy to explore 
Yammer/intranet.

Downside

COMMS CHANNELS
of choice

HUDDLES
VIDEO MESSAGE

POSTERS
SPONSORED EMAIL
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Words&Pictures Case Study

RSA – TONE OF VOICE GUIDE AND PERSONA PROFILE

The Big Conversation 
has been a very valuable 
part of our toolkit .
Uncovering the different 
personas we have within 
the organisation has 
been an eye opener for 
most,  and wil l  continue 
to help people make 
informed decisions 
when considering their 
audiences.  
Dan Coles, Internal Communications Manager

Part of our  
Portfolio information pack

0 1 9 4 3  8 5 4  8 0 0 
commercial@wordsandpics.co.uk

Contact us:

THE BIG
 

CONVERSATION

A tone of voice and persona guide for RSA

The RSA Group is the UK’s largest commercial 

insurance company and is a global leading general 

insurer, operating in over 140 countries.

While fortunate to have a rich diversity of 

employees and communities, the organisation also 

recognised that its existing internal communications 

were too general to make an impact, business wide. 

It turned to Words&Pictures for help creating more 

targeted internal communications.

Working in collaboration, a detailed tone of voice 

guide was co-developed for RSA employees. This 

included a persona guide highlighting communication 

preferences – channels and tone of voice – of RSA’s 

entire workforce. It also includes information on what 

motivates different employee groups inside and 

outside of work.

To ensure that the guide was based on a thorough 

understanding of the audience, Words&Pictures 

and RSA carried out extensive research, collecting 

surveys, assessing HR data and hosting focus 

groups. This enabled communication trends to 

be included in the persona guide; helping people 

choose the optimum platform of communication for 

connecting with their audience. The guide is designed 

as a tool for every employee for any communications.

As well as summarising the company’s tone of 

voice, the guide also includes a brand dictionary and 

guidelines on structure and style relating to RSA’s 

different channels: email, Yammer, blogs, videos and 

huddle meetings. 

Known as ‘The Big Conversation’, the guide 

captures the best of RSA’s unique character and 

brings consistency to its communications. It also has 

an aspirational quality, helping to draw employees in, 

engage them, and empower them to become more 

involved in conversations across the organisation.

F R O N T L I N E : P E R S O N A LAudience persona
NAME  

Priyanka
AGE

29
‘A BIT OF 

WHATEVER 

TAKES MY 

FANCY’

SOCIALISING 

is really important to 

me – whether it’s going 

OUT WITH FRIENDS to 

the CINEMA or for a FEW 

DRINKS, or DAY TRIPS 

with my FAMILY.

I 
love to KEEP 

FIT and I’m generally 

up for anything: swimming, 

walking, cricket, football, 

HORSE RIDING and even 

TABLE TENNIS! It’s all 

good.

I’m a 
CULTURE 

VULTURE too. 

I love film, GIGS 

AND CONCERTS, 

reading (NOVELS, 

newspaper, and the odd guilty 

pleasure of a celebrity mag), restaurants 

and going to the THEATRE. But I’ll 

also get stuck into TV too – BBC 

ONE being my channel of 

choice.

STOP BOMBARDING ME WITH 

EMAILS; MY HEAD’S ABOUT 

TO EXPLODE. FACE-TO-FACE 

IS ALWAYS BEST. 

I could go  

on and on, but it’s 

probably easier just 

to say: I LOVE 
LIFE!

More about Priyanka
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