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How can we make better use of current
and emerging communications channels?

Paul Cooper
Emerging Solutions Director
SMS Management & Technology
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facebook.

Before email, and
before there was this ‘

guy...

We used to meet face to face...

Really???
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The Reality: Communications has never been
perfect!

Phone calls don’t always work... Face to face is
expensive in time and
Misunderstandings occur... travel...

They are often intrusive...

Result: Communications is imperfect...

Until perhaps someone
creates the mind-meld or
mental telepathy device!...
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And today how we... \/

...and
communicate...

...Is getting more complex... ‘
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We now have so many
channels of
communications that it is
even easier to make a poor
choice of channel...

\

Social Media Landscape
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OH MUM!!!
| CANNOT BELIEVE IT!
OU DON'T KNOW THAT I'V
MARRIED AND GOT 2 CHILDREN?
| BLOGGED IT!
| PODCASTED!
| VODCASTED!
| DIGGED!

ALL MY PHOTOS ARE ON FLICKR!

DON'T YOU READ
RSS-FEEDS?

WEB 2.0: SOME ARE IN AND SOME ARE OUT
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The rise of
collaborative
computing and
social media gives
us many more
options for our
communications




Would it be better if we just simplified things back to...

Talking face to face? ¢

Or over the phone? 5=

fa
etO
But... ol And...
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So how about If tried to find and use the best
channels?

For example, while
we know that some
things need to be
face to face...

...Is there a way of
helping us choose the
best channel for the task?

"
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In 1993...a guide was created by J.E.McGrath and A.B. Hollingshead...

| Increasing potential richness of information >

Media for Group Communications
Computer Audio Video Face-to-face
Task type(s) systems systems systems communications
Generating Good fit Marginal fit Poor fit Poor fit
Ideas & plans Info too rich Info too rich Info too rich
Cor?er::ct)c:r:g\?ver' Marginal fit Poor fit
i i ) . ) Medium too Good fit Good fit .
Increasing potential intellective tasks | constrained Info too rich
richness required
for task success
Choosin ,
preferred angwer' Poor fit Marginal fit
. ' Medium too Good fit Good fit Info 100 rich
judgement tasks constrained
Negotiating Poor fit Poor fit Marginal fit
c_onfhcts of Medium too Medium too Info too Good fit
Interests constrained constrained lean

source - J.E. McGrath & A.B. Hollingshead, 1993

Acknowledgement also to: Michael Bennett,
Principal Consultant SMS

We have now produced an updated guide... ‘
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Presenting: heat-map view of communications
channels...

Heat-map view of communications channels. Paul Cooper, 2011

Red = Capable of accurately conveying
emotion.

Blue = Constrained in ability to
convey emotion.

“Speed” of communication

[ B e
Text “Richness” of communication Visual

Usage: The heat-map maps the channels against the axes of “Speed” and “Richness
of Communications” together with illustrative relative cost.

Blue conveys limited ability to “emotionally connect” while red conveys high ability to

emotionally connect. ‘
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An heat-map updated view of communications channels - 2011

Heat-map view of communications channels. Paul Cooper, 2011

REAL-TIME
(needs all parties
to be present
simultaneously)

c
O
e
®
Q
C
)
NEAR REAL- &
TIME E
(Tends to be o
the emerging O
channels) Y—
@)
©
o
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USER- w
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TIMING $$
I -
Text “Richness” of communication Visual
Blue = Constrained in ability to convey Red = Capable of accurately conveying
emotion or connect emotionally. emotion and connecting emotionally.
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The subsequent pages provide guides for which channels to use
for these aspects of communication and collaboration:

How to best
Creativity ensure that Being clear on
message sen_t = which channels
message received convey emotion

Solving
Problems Considering your

audience and whether
they have audio or visual

preference

Task .
involvement and Text “Richness” of communication Zlisu k
broad topic o
education Communicating
effectively with
_/\ different generations

Minimising our travel
costs and carbon
footprint

Speed” of communication
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A channel guide: Creativity & Ideas...

| need to get

| need to keep an initiative | need to get agreement
going and/or check on high-energy to an idea
regular progress of an idea creativity going

$$

“Speed”

| need to get people
working up a good
plan

$$

| need to get people |
reflecting on and

contributing o an “Richness” of communication

idea
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A channel guide: Resolving Problems...

simple problem

“Speed” of communication

| want to ask one or more people

solution — and there are no
emotions or egos involved
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-
to help come up with a problem | - Richness” of communication

I need to sort out a difficulty
| need to talk to someone about a with an idea and it's complex

| need to
talk

personally

to someone

| need to
establish
trust

| need to get
a conflict
sorted




A channel guide: Task involvement and broad topic education...

| want to keep a small task
force focussed and hear of any
concerns e.g. via regular
teleconferencing hook-ups

| want to keep team maximally
motivated and seek direct feedback

| want to keep a large number of
people regularly informed and

| need to send a
engaged

message that |
want to make
sure is FULLY
understood

“Speed”

Visual
| want to educate a large number | want to educate a large number
of people about a topic and need of people about a topic and prefer
only text or simple media rich media
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A channel guide: Conveying emotion

DO NOT expect people to
constructively reflect on ideas in
this zone (channels too RICH and

$$ immediate) $$$$$

“Speed”

Do NOT use EMOTION
IN THIS ZONE
(channels too LIMITED
and not real-time)

$ I R e $$
Text “Richness” of communication Visual
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A channel guide: How to ensure that message sent = message
received?

Heat-map view of communications channels. Paul Cooper, 2011

The upper (real-time) zone enables more
direct and immediate confirmation that

your communication is accurately
received and understood

The lower (non real-time) zone
has more dangers that messages
sent may be subject to the
receiver’s interpretation — you will
need to ensure confirmation of
understanding

“Speed”

I B e
Text “Richness” of communication Visual
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A channel guide: considering whether your audience has audio or
visual preference

Heat-map view of communications channels. Paul Cooper, 2011

_1 3%

The left zone is more suited to audio
oriented people and also to more
Introverted thinkers (in the Myer-Briggs
classification)

The right zone is more
suited to those who
prefer the visual modality,
and Extraverted
personality Types

|

“‘Speed”

Text “Richness” of communication Visual
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A channel guide: Making sure | communicate effectively with
different generations

All Gens tend to be

comfortable in using the
high speed, rich content
channels

35553

$$

Gen Y and Gen Me
online “comfort”
Territory

N

\\

“Speed”

GenY “comfort”
Territory

Baby Boomer online
“comfort” Territory

T

$ I R e $%
Text “Richness” of communication Visual
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A channel guide: Minimising travel costs and carbon footprint

Highest cost and carbon footprint
(particularly if face to face requires
travel). Use this zone with care

$$ 35553

“Speed”

Lowest direct cost and
lowest carbon footprint
— especially for mass
audience.

B

$ I 0 $$
Text “Richness” of communication Visual
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A few stories and tips from our team...

Consultant: “l found that | now pick
up the phone more often when | want
to connect with someone | already
know, but that | use more
collaborative systems like Yammer
and Wikis when | want to get ideas
fleshed out...”

Consultant: “I am now more careful
in how and when to use face to face
and also how and when to keep
people in my team engaged over a
longer period e.g. by using small,
pithy text communications online ...”

Tip: Take a good look at the
benefits offered by the newer
channels (collaborative and
social media). Try and use
stories to communicate and

build trust...across all
Text “Richness” of communication Visu
al channels.

Tip: One channel does NOT fit
all. Understand the various
channels, their speeds,
richness, costs and the needs

Speed” of communication

$3$
of your audience.
I T

Consultant: “the heatmap also helps
me when | am trying to discriminate
between my needs for connectivity,

information sharing and/or
knowledge transfer...”

Tip: Make sure you consider
the emotional context of your
message and pick the right
channel (hint: never use email
for emotion.)
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Our Recommendations...

One: Ensure your organisation has
channels that support all the needed
quadrants of the heat-map and make
sure your team knows how to benefit
from the emerging channels as well

as traditional ones

Three: When considering
communications channels,
start from your needs and
those of your audience.
The technology is
important but should be
— —— considered AFTER

Te “Richness” of communication Vis

x{ establishing your needs

$$

'Speed” of communication

}

Two: Communicate and share

guidelines for how best to use

the channels (feel free to use
and build upon this pack.)
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What's our Story?

SMS Management & Technology specialise in helping organisations make
the most effective use of current and emerging technologies.

If you'd like to discuss any of the concepts presented, or would like our
perspective on how the newer channels can power innovation for you then
our channels are open...

SIS

anagement & Technology

> Home - About SMS > Services > Industries > Join SMS > SMS Alumni

Who We Are

Home > : About SNS > : Who We Are

B . Lab bt a4

+ Who We Are Oper_ati_onal performance improvement and IT delivery
NG specialists
M&T Resources
“ i ihat We Do SMS W ment & Technalogy (SWS) spedialises a
perfor e and IT delivery. We do this byim 3
Our Clients processes and technologies. This means we iness
integration to compli process tto and
CEO's Message technology strategy to systems integration and application development
Dr PaU I CO 0 p e r Executive Management Established in 1986, we're Ausiralia's leading publicly listed [ASX-SMX] Management
. . . History Services company. We employ in excess of 1,700 permanent and contract staffin B :
Emer n Sol tlons Dlrector offices throughout Australia, Hong Kong, Vietnam and Singapare. Al of our people are Quick Links
g g U Investors experienced professionals, and each is an expert in their field.
Contact SMS
S MS M m ‘t & T h I The Board We have the experience and the industry expertise to affect real, measurable and
an ag e en echno Ogy — profitable outcomes for your business. SMS... ‘yeur vision. Delivered.’ Services.
+61 3 96960911
News What We Do
pcooper@smsmt.com Pariners 8 Acerestoons i K 4 -
- Acquistions
Twitter: @longboardfella
. Management & Technology
your vision. Delivered

www.smsmt.com

Acknowledgements also to: Michael Bennett, Leigh Whittaker, Andrew Boyd, Rick Sjogren, Vince Alcalde, lan Falconer, Michael Croker, Mark Grimes,
Lia Aivatoglou, Glynn McConnell, Kate Gibson, at SMS and Shawn Callahan from Anecdote.
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