EFFECTIVE COMMUNICATIONS IN A GLOBAL, WIRED ENVIRONMENT

Working in a global, high-tech, wired business environment, we need to be particularly sensitive to several aspects of communication which were not of major concern a few years ago. We now routinely communicate with colleagues, customers, and suppliers around the world in a variety of media. Numerous articles, books, and web sites are devoted to communicating with a global audience as well as e-mail “netiquette” and voice mail etiquette. A few practical reminders are highlighted below.

Communicating with a global audience

· Use the language your company has adopted as the universal business language.

· Consider time differences; (web sites such as Business Window, http://www.businesswindow.com/clock.shtml) show local standard and daylight savings times.

· Use simple language.

· Avoid jargon and slang.

· In verbal communication, ask questions to test for understanding and offer to repeat.

· Confirm in writing any action items and conclusions reached in phone or in-person conversations.

· Learn business terms and expressions used in other countries and incorporate them into your communication when appropriate.

· Confirm the best means of communication with persons in other countries; in some situations fax may be preferred above email, for example.

E-mail communication

· Remember that you cannot control who might ultimately view your message. Do not write anything that will harm or embarrass you or others.

· E-mail lacks eye contact and body language nuances that help with in-person communication so choose your words and writing style carefully.

· Your e-mail messages may be the only way some persons will ever know you. Create a favorable impression by writing articulate, clear, well-formatted messages. 

· Pay attention to spelling and punctuation.

· Do not send an immediate response—particularly if the message you are responding to provokes an angry or sarcastic response. 

· Include a phone number with your e-mail signature.

· Some situations require picking up the phone or scheduling a meeting rather than e-mail conversations.

Voice mail communication

· Leave brief, concise messages.

· Briefly explain who you are if the person you are calling does not know you.

· If you are going to be unavailable for more than a day, change the greeting on your voice mail to reflect this.

· Check your voice mail as frequently as possible in order to respond to your callers in a timely manner.

· Be considerate of time constraints of the person you are calling. There is limited time to check voice mail during a break in a meeting or between flights in an airport.

· Clearly state your phone number.

· Indicate urgency of a response—for example, whether you need a response by the end of the day or before a meeting on a specific date.

· Suggest times when you will be available to talk via phone—making it easier for the person to schedule a return call.

· Repeat your phone number at the end of your message.

1
2
Effective Communications

Unit 10

Dow Jones InfoPro Resource Center


