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Chapter 4

Communication

[p.42] “Effective communication is the key to preventing and resolving the tension and misunderstandings that arise.”

· What Does Good Communication Look Like?

· transferring information

· exchanging ideas

· providing explanations

· achieving goals

1. Four Qualities of Good Communication:

2. Open – be honest about expectations, objectives & restrictions…stress to the team that openness strengthens the project

3. Clear – understand what’s going on with your team and the client…make sure they understand, too

4. Collaborative – requires productive, two-way communication…make your client realize that your team brings value & insight

5. Thorough – document everything…capture thinking & talking in addition to forms & documents…recognize when a project is veering off course

Collaboration sometimes requires tackling tough conversations with the client.

Differences between Digital Media and other Media Projects:

· Technology creates tension.  Discuss with clients what makes IP’s different.  Prep the team for what lies ahead:

· Technology always evolves – traditional ad campaign or rebranding effort may have a finite end, but IP’s are always changing.

· The launch is the beginning, not the end – most IP’s need to evolve… they’ll require content updates, site architecture, code or software changes

· Set realistic expectations – recognize & temper unrealistic expectations… technology won’t solve everyone’s problems…technology may not eliminate work

1. Types of Communication:

2. Transactional – the intention is to exchange information

3. Relational – the intention is to build relationships
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· Scheduled Communication:

· people respond well to predictability, openness & clarity

· could be daily, weekly, biweekly and can appear in many forms (e-mail, memos, meetings, phone calls, etc.)

· the most common example is the status report

· make a schedule for disseminating status reports…stick to it!

· status e-mails go to everyone…this keeps everyone in the loop

1. People can be loosely grouped into three types based on how they participate:

2. discussers

3. deciders

4. communicators

· Ad Hoc Communication:

· the most frequent & least defined form

· everything that happens apart from scheduled e-mails & documents

· the most typical kind of correspondence that occurs during a project

· don’t feel pressured to respond to every e-mail from the client within 10 minutes

· the quality of correspondence is far more important than speed

· think about your response before shooting from the hip

· be aware of little things like typos, grammar and spelling…mistakes reflect on the entire team and diminish it in the eyes of the client (if you can’t be trusted with little things, how can you be trusted with the entire IP?)

Our authors’ company, Clockwork Active Media, uses a radically different system of correspondence…internal and external e-mail aliases.  All team members receive every internal e-mail and all client stakeholders receive every external e-mail.

[the pros & cons of this system are addressed on p.50]

Context vs. Bombs:

A truth bomb is some brutal facts without context (i.e., “there’s no way we’ll be ready to launch on Friday as scheduled” or “adding a shopping cart will put us 50% over budget”).

Something that seems very straightforward to you may scare others with less technical knowledge or understanding of the overall IP.

· When you have to say “No:”

· clients sometimes want something that isn’t what they need

· when the answer is “no” that doesn’t help reach a solution to the problem

· put a positive spin on a negative message (i.e., “I understand you’d like to add that feature.  Here’s a different way to do so…”)

· couch your “no” within positivity & productiveness to foster collaboration

· frame your “no” within an alternate solution

Diffuse tension with these four words: “I need your help.”

Use universal human instincts to move the IP forward.

· Managing Conflicts:

· don’t call anyone out in front of the group

· in real time, suggest a solution

· after the meeting, determine what happened – don’t point fingers because it won’t solve the problem…even if a team member drops the ball, making them feel bad won’t improve their work or advance the project

· find the root of the problem – don’t ask “what went wrong?”  Instead ask “how can I keep this from happening again?”

· make sure everyone has what they need to keep working

· look ahead, not beyond
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