W hy you’re worth a fortune

Russe O iver Brookhnds
Bushess Fary TaE Detectwe



By the end ofth B sessbn

You’Bknow :

1. Whyyoureworth a fortune

2. W hy senpbrm anagers don’tunderstand ths yet

3. Why the tradtmnalcom m uncation m odek aren’t
helbing

4. How you can startproving allths

5. Whatwe coud allnow realstcally aspre 1O

Butfastofall.
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Tw O guestons..

.. for senbrm anagers
Do you take ntemalcom m uncation serously..
..enough?

Is ‘serpusly enough’ nota m ater ofsub jectawe
judgem ent?
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The
ntemalcom m uncatmn m odel

A new , burgeoning busness m anagem entm odel
Puts IC atthe heartofplnning & m anagem ent
Curnrently based on 10 prmcipks

Each underpnned w ith a busness policy

- which aren’t rocket scence

Supported by procedures

-whirch often are
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Ccm prmcp ks & polces

Language

Functional purpose ofIC
U lam ate purpose ofIC
Investn ents & costs
Brefing

Integraton

W riing & Editng
Approvabk

.  Feedback

10. IC Poly

Suallto com e:

Channelpbnnng. Projectm anagem ent. Change
m anagem ent. SocelNetworking

OO NOOT S, WNLPE
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cn prmcpkEk 1
Language

Language B ourm an toolfor mtonalthinking
Its an nexacttool

“In parieam enttoday, the polce were called on to stop
dmkng n the streets”

Itcan albw for/cause m sunderstandngs

The m ore decplned we are, the Ess room for
m Bunderstandings
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The rghtcom bnaton...

.. for gettng atthe goodEs:

040760
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The rghtcom bnaton...

.. for gettng atthe goodEs:

040760

99 99999% correct
Only one m ilionth out
And you stll can’'tgetatthe goodEes
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The rghtcom bnaton...

.. for gettng atthe goodEs:

040761

A tmy diflerence w illoften m ake all the diflierence
‘Kind ofdong i€ en't‘exactly doing it
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cn prmcpkEk 1
Language

Language B ourm an toolforascribng m eaning

Its an nexacttool
“In parieam enttoday, the polce were called on to stop
dmkng n the streets”
Itcan albw for/cause m sunderstandngs

The m ore decplned we are, the Ess room for
m Bunderstandings

Poly:

W e w lllm ake our Bhguage as precee as possbkE
w henever brefing, w riting, ed ting or approving
nttmalcom m s, or presenting them Iwve, or seeking
feedback.

© Russell-Oliver Brooklands 2008



Com m uncaton Ownership:

Identafyng w hatneeds com m uncating
To whom

W hen

And how

In any busness situaton they encounter

ShouHd senpbrm anagers be skilled com m uncaton
ow ners?
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Shoud

Duty/obligaton:

“You shoud stop atred trafic Iphts”

Yes, they have an oblgaton t© be good atdong ther b
Reasonab k expectation:

“A fightfrom London t G lkhsgow should take aboutan
hour”

Is it reasonab ke o expectsom eone t© be a skilked
com m un cation ow ner?
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W hatls this?
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The busness com m uncaton
gene...
..yeah, rght
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Reasonab k expectation

2. Leamng & Devebpm ent?
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Leamng & Devebpm ent

Tradtmonalbusness com m s courses:

Letier w riting, nterpersonal skillk, presentation skilk etc.

How 1O execute com m unkcatons

Nothow to work outwhatneeds com m unicating

Vocatonalttanng forcom m ercelcom m uncaton
specriIsts?

Typrally pumalsn orm arketng
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Com m ercelcom m uncaton

© Russell-Oliver Brooklands 2008

Need to know N re 1o know

Brochures EStaﬂ‘M agazne

Presentations TV
M eetings Intranét Radib \
Advertssing ' Books

Job profiks Theatre phys ]

Traning N ew spapers y

Lifestyle m agaznes
Hobby m anualsf

RECREATIONAL

S

—~ Journalism

L~ model

4




Vocatomnaltranng

Joumalism m odel

G reat for gettng peopk engaged n the process
Perfect if:

- aud ence/advertsers are payng, and

—you don’thave to pay the aud ence

W mth IC, the process B notenough

IC requ wes aud Ence action beyond the process
M arketang m odel

W orks w here:

Audence B recevng ton therown tim e
Audence B 100% volintary

Its alvays OK forsom e fok 0 optout
Nottrue for IC
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Reasonab ke expectation for
com m uncation ow ners

Everyone who’s com m uncating nsode a busness has a duty
t© fulilan unreasonab kE expectaton

3. Try ©work toutby m eans oftrml & enor.

..whrh has two com ponents:

the fast B ‘Tral

The second B..

.. Padng us o an nescapabk conclispbn
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Inescapab ke conclispbn:

W mth no busness com m uncation gene,
and w ith no com m uncaton ow nership tranng,

Every busness has ERROR hard-w wed nto s IC
practres...

..notby desgn, butby defau lt

Vrtally allbusness m anagem entactwity nvolves IC
practxes

Hey, Ets cekEbrate!l.._.
.. because we can do som ething about it
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Serpously enough..

.. 1O desgn enror outofthe busness's ntemal
com m uncaton practices — as far as reasonab ly
possb k.

How could anythng Ess be ‘serpbusly enough’?
How reasonablk B ‘reasonably possbk’?
Inelly, th s depends on the category ofcom m uncation
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Two categores of IC

1 Mansteanm : the stuffyou and/or other IC
professbpnalk work on

2 Ad-hoc: em aik, m eetngs etc, produced or run by
anyone around the busness

Itm akes sense 1O sortoutm anstream IC fastbecause:
— producton nvoles fewer peopk

- ndwvdual m pact B greater

Requres nvestn entoftm e, m oney & efiort

W e need a com m ercelcase
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cm prmcipk 4
Investm ents & Costs

IntemalCom m uncation requres 3 nvestm ents & can
nvolve up t© 8 unnecessary costs

Poly:

Wewillfolbw procedureswhich willlm nim se our IC
costs and give us m axm um retum on our IC
nvestn ents
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Investm ents & Costs

The sgquillbnpound see-saw
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The squilibn-pound see-saw

Wasted investment

5 Moving goalposts

6 Ditched projects

/ Wasted audience time
Communication failure
8 Repeat comms

9 Correcting mistakes
10 Missed opportunities
11 Lost good will

4 Audience time 12 Purpose failure

© Russell-Oliver Brooklands 2008 m

1 Usable income
|IC Investment

2 Budgets

3 Production time



The squ lllbnpound see-saw

UseabE ncom e

W asted nvestm ent
Com m uncaton fallre costs

~
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Under—-nvestm ent

UseabE ncom e

W asted nvestm ent
Com m uncaton fallre costs

e
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One costofF'trml& enor

W asted audence tim e - eg em alloverbad:
Num ber ofem ailluser em p byees
X
W eekly audence tim e
X
50 weeks a year
X
% tm e wasted
X
£7?7? an hour
www .ntemakom m uncatonm odel.com
Free onlne cakubtor orup to sx NntemalaudEences
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http://www.internalcommunicationmo

Investing serpusly enough

UseabE ncom e

W asted nvestm ent
Com m uncaton fallre costs

e,
& -
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Inmtlml nvestm ent N
ntmalcom m un catmomn

1. Devebp com m uncaton professopnak’ abuiity (skill &
authority) to use approprete IC practxes

2. Introduce those approprete practxes on
m anstream com m unkcatons

3. Use the tim e and m oney rekased to nvest n
m proving peopk’s ad-hoc IC practxes
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cm prmcpk 5
Brefing Process

The qualiity ofresu it thatany com m uncation produces
w il be aflected, at kast n part, by the quality of
thnking thatgoes nto i

Polcy:

Wewillalvays olbw a structured brefing process, O
ensure a guaranteed m nm um standard ofthinking

goes nto allourm anstream ntmal
com m uncatons
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Ccm prmcipk 7

Unlikke m arketlng & recreatonalcom m uncatons,
aud ences or IC have rarely volunteered them selves
O recewve m any ofthe com m s they get. There’'s
often a sense ofduty/coercopn nvolved.
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m NEFCOM M un ecaton

Hear

See

Understand

W iling © respond
It sall ikd

Is taking tome”?
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1.

2
3.

3 Posmns

Com m uncator

Aud Eence

Detached Observer — the ‘fiy on the wall,
eavesdroppng on the com m uncaton (ke they won’t
feelany nstructons/calb o action are for them )



3 Posmns

W mth IC there are seven trggers thatpush peopk
outofthe aud eEnce and nto the detached observer

posiDN



The 7 Detached Observer
Trggers..

..occur n 40% ofallm ansteam ICs

Make 80% ofpeopk feelthe com m uncaton B Nnow
taking o som eone eke.

Those peop ke don'ttake/avod actons
The com m uncaton faik



a b wNPRF

Communication failure costs

Repeatcomm s

Conrecting m Btakes & m sunderstandngs
M BSed opportun ites

Lostgood w ill

Pumose faillire



The 7 Detached Observer
Trggers..

..occur n 40% ofallm ansteam ICs

Make 80% ofpeopk feelthe com m uncaton B Nnow
taking o som eone eke.

Those peop ke don'ttake/avod actons
The com m uncaton faik

One ttmger resdes n the brefng process
The other sx are Ingustc



Ccm prmcipk 7
W ritihg/Ed itihg
Unlikke m arketlng & recreatonalcom m uncatons,
aud ences or IC have rarely volunteered them selves

O recewve m any ofthe com m s they get. There’'s
often a sense ofduty/coercopn nvolved.

Unlikke Marcom s, it's often notOK forpeopk to optout
ofan IC audence

Its therefore possbE or ICs to lallbecause ofDetached
Observer Trggers

Poly:
W e w illlalvays rem ove any such trggers from our
nttmalcom m uncatons.
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1.

2
3.

3 ‘Approval Postibns

C-

Com m uncator

Aud Eence

Detached Observer — the ‘fiy on the wall,
eavesdroppng on the com m uncaton (ke they won’t
feelany nstructons/calb o action are for them )



cm prmcpkE 10
IC Polcy

There’s no ponthaving ckar, bgralPrncp ks, PoIcEs &
Procedures for IC , w thoutensurng they’'re being used

Poly:

Allpartes nvolved N the production ofm ansttream ICs
w il recewve the necessary educaton, and have

approprate perform ance m easures nclided n ther
annualapprasak.

Feedback on ther perform ance m ustbe soughtfrom the
peop ke w ith the necessary know kdge.

Anyone who doesn’tolbw the procedures w illbe sub ject
O the busness's exstng perform ance m anagem ent
process.

Thsw llleventually apply to allproducers ofad hoc
com m uncatons too.

In otherwords..
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© Russe

cm prmcpkE 10
IC Polcy

W e’lldesgn erroroutofour ntemal
com m un cation practces as far as reasonably
possib ke
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Beng worth a fortune

You’'re notcurrently beng taken serpbusly enough
No busmness com m uncaton gene

Ermor B hard-w red nto the system

The ppumaliem and m arketing m odek fall short
Its costing a fortune

Startw th m anstream IC practxes

Butfast.

W e need to be prepared o take ourseles serpusly
enough
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Taking ourselves serpusly
enough

“Our deepest fear..
.. Bnotthatwe are nadequate.

Our deepestfear B thatwe are pow erfull beyond
m easure.

It B our Ight, notour darkness, thatm ost firghtens us.

W e ask oursebles: “W ho am |1 to be brilleant, gorgeous,
takented, fabubus?”’

Actually, who are you notto be so?
Your plhying sm alldoesn “tserve the worlb.

Theres nothing enllightened aboutshrrmkng, so that
other peopk wontfeel nsecure around you.

W e are allm eantto shne;

because,aswe Etourown Ightshne,we m plicidy gwve
other peopk pem BsbDN © do the same”

Marmnne W lllem son
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To whatextentwouHd you ke 1o...

..startalbw ng your Ightt shne,
ncreasngly, from here on?

www .ntemakom m uncatimnm ode Lcom

M
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