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o Emerging Communication Strategies with Staff, Clients and Communities

Topi
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Number of participants:  1st session 2nd session

Brief abstract of the topic:

If there is anything that we have learned over the past 1.5 years, it is that we have to change
the way we have always done things. That includes how we communicate with our current
and potential staff and clients. Email has become more and more unreliable as a means of
communication and our messages can get lost in a sea of communication where
differentiation, urgency, and responsiveness can get lost. Most meetings are virtual, cameras
are off more often than on, and people multi-task liberally. Some in-person meetins are no
longer recognized as being safe or effective.

Summarize 10 key points from the discussion, concerns expressed, advice given, solutions offered,
lessons learned, case histories presented, or anything else related to the topic:
1 |Teams is a new dimension - helpful because it connects to outlook and has collaboration

tools. Works against you becasue it is redundant to email, text, phone, and other methods
of communication.

2 |Amazing how quickly we have abandoned Skype, Webex, Go-to-meeting, and others that
we once thought were cutting edge technology

3 |Now that remote/hybrid is here to stay (hopefully not) the new challenge is managing
employees and employer expectations. Do you keep the camera on, off, dress code,
surroundings, etc? Want to retain good employees in tough market.

4 |Everyone agrees that onboarding remote staff is very hard and depends on the person. Starting to
implement policy that new jr staff cannot work remotely. Lots of follow through is required for remote staff,
making management more difficult. What employee types work well remote?

5 |Have found that there is too much screen time, little human interaction is taking value
from our businesses. Most firms would like to transition back to at least partly in-person
work weeks.




6 |Bus Dev - Technical webinars drive work for certain clients, fall flat for others. Must tailor virtual BD to
specific client types. Some firms found that it is easier to get virtual meetings with clients that previously did
not have time for in person meetings. One firm has encouraged their PM's to use job walks and other
neccessary in-person meetings to see if others there would like to connect after for lunch, etc.

7 |Mentoring staff - Some virtual methods work great, such as tracking changes and editing
remotely with MS teams. Management must do different things for different people,
depending on what makes them effective. Has been difficult to get folks back in the office.

8

Make in-person events happen! Parking lots, parks, large rooms, or anything you can do the get you employees comfortable.
9 : : : : :

Easier to engage public through virtual stakeholder meetings vs. in-person before.
10

Important to take away excuses. Make sure each employee has good webcam, speakers, screens, etc to utilize virtual platforms.

Summarize the 3 most important items from the discussion to share with GBA members:

1 |Start collaborating with MS Teams, and make everyone comfortable with it. It is a
powerful tool that clients have begun to expect everyone to use.

2 Be aware of what makes your employees effective to boost retention. In-office, remote, different
communication styles, comfort levels, etc must be embraced by management. Instead of dwelling on these
changes, focus on employee productivity and driving company growth through these new ways.

3 |Manage expectations to maintain professionalism remotely. Set policy for background,
camera, audio, interaction, multi tasking, dress code, etc.

X

Y N

Should we consider a follow-up on this topic at a future conference?

Include any additional notes here:

There is too much changing now, which was apparent by the differing opinions and paths that
firms have chosen. | would suggest making this a topic at a future conference if firms continue
to work mostly remote. If COVID wanes, and everyone returns to the office, then | don't think
this is a useful topic.
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