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Eight Hallmarks of a Healthy Communication Culture

(YHU\�FRPSDQ\�KDV�QRW�RQO\�D�FRUSRUDWH�FXOWXUH²ZLWK�PDQ\�VXEFXOWXUHV²EXW�DOVR�LWV�RZQ�
culture of communication.  By culture of communication, we mean the particular way people 
customarily share and interpret information and ideas.

$�KHDOWK\�FRPPXQLFDWLRQ�FXOWXUH�KDV�HLJKW�KDOOPDUNV�WKDW�MXVW�FRLQFLGHQWDOO\�EHJLQ�ZLWK�WKH�VDPH�
OHWWHU��FOHDU��FUHGLEOH��FRPSHOOLQJ��RU�FRJHQW���FRQVWUXFWLYH��FRQWLQXRXV��FROODERUDWLYH��FLYLO��DQG�
concise.

/HW¶V�EULHÀ\�H[SORUH�HDFK�RI�WKRVH�HLJKW�KDOOPDUNV�

Clear.��<RX�PD\�WKLQN�LW�LV�D�VLPSOH�WKLQJ�WR�VD\�ZKDW�\RX�PHDQ���8QIRUWXQDWHO\�LW�LV�QRW��� 
6WUXQN�	�:KLWH��WKH�JUHDW�DUELWHUV�RI�(QJOLVK�FRPSRVLWLRQ��ZDUQHG�ZULWHUV�WKH\�ZHUH�SUREDEO\�
EHLQJ�XQFOHDU�HYHQ�ZKHQ�WKH\�WKRXJKW�WKH\�ZHUH�EHLQJ�SHUIHFWO\�FOHDU����7KDW¶V�ZK\�\RX�VKRXOG�
DOZD\V�OHW�DQ�LPSRUWDQW�GRFXPHQW�RU�HPDLO�³DJH´�IRU�D�GD\�EHIRUH�HGLWLQJ�LW�DQG�VHQGLQJ�LW���� 
7KLV�LV�HVSHFLDOO\�WUXH�RI�FRUSRUDWH�FRPPXQLFDWLRQ��ZKLFK�FDQ�EH�¿OOHG�ZLWK�MDUJRQ��VSLQ��DQG�
DUFDQH�DEEUHYLDWLRQV�

Credible.  The legendary actor George Burns once advised young actors: If you can fake 
VLQFHULW\��\RX�FDQ�IDNH�DQ\WKLQJ���)RU�PDQ\�FRPSDQLHV��FUHGLELOLW\�LV�VRPHWKLQJ�HLWKHU�WR�IDNH�RU�
to ignore and neglect altogether.  It is one thing when the left hand doesn’t know what the right 
KDQG�LV�GRLQJ��WKDW�KDSSHQV���$�GHOLEHUDWH�DQG�FRRUGLQDWHG�VOHLJKW�RI�ERWK�KDQGV2 is something 
DOWRJHWKHU�GLႇHUHQW��DQG�QRW�QHDUO\�VR�IRUJLYDEOH���:KHQ�WKH�GHFHSWLRQ�LQYROYHV�HPSOR\HHV��
ZKRVH�ZRUN�LV�FULWLFDO�WR�DQ\�RUJDQL]DWLRQ¶V�PLVVLRQ��LW�LV�D�VHOI�LQÀLFWHG�ZRXQG��
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- Explain how the author combines formal features (such as image and layout) with elements of writing style to convey his ideas.
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Compelling (or Cogent�.  2ႈFLDO�FRUSRUDWH�SURQRXQFHPHQWV�RIWHQ�VWULYH�WR�EH�LQRႇHQVLYH�DQG�
SROLWH���7KDW¶V�¿QH�DV�IDU�DV�LW�JRHV��EXW�LI�WKH\�DFKLHYH�WKDW�JRDO�E\�GHOLEHUDWHO\�EHLQJ�LQGLUHFW�
DQG�DPELJXRXV��LW�LVQ¶W�¿QH�DW�DOO���7KDW�FRPHV�DW�WKH�H[SHQVH�RI�FRKHUHQFH���0RUHRYHU��WKH\�
frequently resort to the passive voice, which drains much of the energy out of communication.  
Because good communication functions as the energy of leadership, this represents a  
KXJH�VDFUL¿FH�

Constructive.  The whole point of strategic communication is to support the execution of a 
VWUDWHJ\��RU�WKH�LPSOHPHQWDWLRQ�RI�D�SURJUDP��D�SROLF\��D�SURFHVV��RU�D�SULRULW\����,W�LV�DOO�DERXW�
JHWWLQJ�WKLQJV�GRQH��DERXW�FUHDWLQJ�VRPHWKLQJ�QHZ�RU�ELJJHU�RU�EHWWHU���7KXV�WKH�FRPPXQLFDWLRQ�
VKRXOG�EH�FRQVWUXFWLYH��DQG�WR�GR�WKDW�LW�PXVW�EH�LQFOXVLYH�DQG�UHOHYDQW���,W�VKRXOG�KDYH�HQRXJK�
RI�WKH�ELJ�SLFWXUH�WR�EH�LQVSLULQJ�DQG�HQRXJK�GHWDLO�WR�EH�LQVWUXFWLYH�DQG�KHOSIXO�

Continuous.  &RPPXQLFDWLRQ�DURXQG�EXVLQHVV�VWUDWHJ\�VKRXOG�ORRN��VRXQG��DQG�IHHO�PRUH�OLNH�
D�UDLQIRUHVW�WKDQ�D�FDVFDGH���,W�VKRXOG�EH�D�VWHDG\�GUL]]OH�RU�PLVW�RI�LQIRUPDWLRQ��SXQFWXDWHG�E\�
RFFDVLRQDO�WKXQGHUVWRUPV���7KHUH�VKRXOG�EH�IHZ��LI�DQ\��PRPHQWV�ZKHQ�HPSOR\HHV�IHHO�WKH\�
are kept in the dark.  It is especially harmful to put front-line supervisors in a position where 
WKH\�DUH�OHDUQLQJ�DERXW�DQ�LPSHQGLQJ�GHFLVLRQ�RU�SROLF\�E\�WKH�JUDSHYLQH3�RU�IURP�VXERUGLQDWH�
employees. 

Collaborative.��7KH�EHVW�FRPPXQLFDWLRQ�LV�D�GLDORJXH�DQG�D�GLVFXVVLRQ��QRW�D�PRQRORJXH�RU� 
D�OHFWXUH���,W�LV�DQ�H[FKDQJH�RI�LQIRUPDWLRQ��LQWXLWLRQ��DQG�LGHDV���6HQLRU�PDQDJHPHQW�LQ�
SDUWLFXODU�VKRXOG�EH�UHFHSWLYH�WR�OHDUQLQJ�ZKDW�HPSOR\HHV�LQ�JURXQG�OHYHO�SRVLWLRQV��WKH�IDFWRU\�
ÀRRU��WKH�UHWDLO�VKRZURRP��WKH�ZDUHKRXVH��WKH�ODE��DUH�REVHUYLQJ�DQG�H[SHULHQFLQJ��� 
This information is gold.

Civil.  People who spend so much time together, day after day and week after week, need to 
UHVSHFW�RQH�DQRWKHU���7KHUH�DUH�ELJ�GLႇHUHQFHV�EHWZHHQ�GHOLYHULQJ�D�PHVVDJH�ZLWK�DQ�DLU�RI�
respect and reason and delivering the same message with disrespect and intimidation, fear, or 
DUURJDQFH���%\�WKH�VDPH�WRNHQ��WKHUH�LV�D�ELJ�GLႇHUHQFH�EHWZHHQ�HPSOR\HHV�ZKR�VSHDN�XS�DQG�
VKDUH�WKHLU�REVHUYDWLRQV²DJDLQ��ZLWK�UHVSHFW�DQG�UHDVRQ²DQG�WKRVH�ZKR�ZRXOG�MXVW�DV�VRRQ�
deny that information to management out of spite.  

Concise.��7KLV�LV�MXVW�D�PDWWHU�RI�JHWWLQJ�WR�WKH�SRLQW���(YHU\RQH�LV�EXV\���*RRG�FRPPXQLFDWLRQ�
respects time, so that people can meet their commitments and still get home to their families 
and activities.  That isn’t to say there is no place for impromptu conversations or for  
QRQ�VWUDWHJLF��ZDWHU�FRROHU�FKLW�FKDW�DERXW�IDPLOLHV��KREELHV��DQG�VR�IRUWK��WR�WKH�FRQWUDU\��WKHUH�
LV��DQG�WKRVH�FRQYHUVDWLRQV�ZLOO�SURSHUO\�PHDQGHU���%XW�WKH�SUHVHQWDWLRQ�RI�EXVLQHVV�LQIRUPDWLRQ�
VKRXOG�EH�VWUDLJKWIRUZDUG��WLPHO\��DQG�FRPSDFW���

6R�WKDW¶V�LW��FOHDU��FUHGLEOH��FRPSHOOLQJ��RU�FRJHQW���FRQVWUXFWLYH��FRQWLQXRXV��FROODERUDWLYH��FLYLO�� 
DQG�FRQFLVH���0DNH�FHUWDLQ�\RXU�FRPPXQLFDWLRQ�FXOWXUH�LQFRUSRUDWHV�WKHVH�HLJKW�KDOOPDUNV��DQG�
you will notice and like the results.
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1� 0LQGLQJ��EHLQJ�DZDUH�RI�
2 sleight of hand: skillful deception
3 grapevine: circulation of rumours
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