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Question: 
 

How can I improve communication in my workplace?  
 

Answer: 
 

Communication is one of those elements of what I call a ñspirited 
workplaceòða workplace of joy, a workplace thatôs fully productive.  

 
Thinking about communication, and looking at the different kinds of 

communication that we have today, the average worker gets close to 
three hundred communications every day. Most of them we dump or 

we delete. 

 
Itôs interesting to me that new research showsðweôve known it for a 

long time, but itôs documented nowðthat the average worker has to 
hear something six times before they internalize it.  

 
My belief is, if you have an important communication today, you need 

to do it in a way thatôs going to get peopleôs attention, thatôs going to 
surprise them.  

 
You have two options: you either do it six different times, or you do it 

once so creatively they get it the first time.  
 

Which is more fun? And it causes a lot more talk around the workplace 
doing it that one time. 

 

Iôve brought some examples of creative communication. I love this. 
Itôs just a big plastic capsule, and it says on it: ñPersonnel problems 



 

 

too big a pill to swallow? Call us for the right prescription .ò This is just 

one of the ways to communicate a marketing idea. 
 

Another one that most of us would say is junk mail is this wonderful 
little poster. When you look at it, you see yourself. Itôs a Wanted 

poster. On the backðit came from US Airðit says, ñA 3,000 mile 
reward for the return of Barbara Glanz.ò I had not flown them for a 

while. 
 

Is there something in your organizationðdo you want more 
volunteers? Do you want more customers? Do you want something 

more that you could use this Wanted poster idea for? 
 

You need to celebrate more, and communicate good things. So when 
good things happen, give yourselves a hand. Have fun things like this 

around in your workplace. [Holds up toy clapping hand s.]  

 
With an important communication, there are three questions that you 

want to ask about it.  
 

Question number one: ñWill it get the information across clearly and 
accurately?ò Thatôs the business level. Thatôs where most of our 

communications stop. And thatôs why we dump and delete themð
because theyôre boring. 

 
Second important question: ñHow will it make your receiver feel?ò 

Thatôs the human level of that communication. 
 

Most of the things I get from a big organization or from the 
government make me feel stupid. Donôt they you? 

 

Look at the wording of everything that you send out from your 
workplaceðyour bills, your letters, everythingðand ask yourself: ñHow 
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will it make the receiver feel?ò 

 
The third question is: ñWill it surprise them?ò  

 
I love to collect ads. I have some wonderful examples of ads. One of 

them says, ñWe donôt want any satisfied customers.ò Does that get 
your attention? That was an ad in Chicago Magazine. It goes onðitôs a 

frame placeðit goes on to say, ñThatôs OK for other organizations, but 
we want customers who are thrilled.ò 

 
Why do we do marketing materials? We do them so people will read 

them.  
 

Another one says, ñWe encourage nurses to swipe the supplies.ò My 
healthcare clientsô eyes get about this big. Itôs an electronic scanning 

firm. You read that ad, because itôs swiping the supplies this way, but 

it catches your attention.  
 

Think about ways you can communicate that get the business level 
across, but also takes into consideration how people feel, and then 

finally, does something that gets their attention. 
 

One of my clients decided that when they had a critical message they 
would put it on bright red paper. When you go to your inbox and 

youôve got a stack this high, and thereôs a bright red paper in the 
stack, what one are you going to read first? 

 
Another client of mine sent me something very interesting. Sheôs from 

Texas.  
 

This was a very important message. She hand wrote it on the back, 

but these were puzzle piecesðIôve taped it together so I can show 
youðbut when you have a stack of mail, and you open a letter that 

has puzzle pieces in it, what are you going to do immediately? I got 
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her message much faster than if she had just sent it as a regular 

message. 
 

It really is fun to get your creative juices going, and think about some 
things you can do that will surprise the people that youôre 

communicating with. 
 

You canôt do it with every communication. But when you have an 
important one, either do it six different times, or once so creatively 

they get it the first time.  
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