
 

 

 

 

  



 

 
 
 

 

Internal communications 2.0: Engage thrusters!  
 

Employees now demand a deeper relationship with 

the companies they work for. For the Internal 

Communications function, the CEO address or monthly 

newsletter will no longer do, and technology has given 

them the means to communicate in rich and 

meaningful ways with employees at every level. 

Making that engagement work, however, can be a 

challenge... 

Internal Communications (IC) is 

more than a ‘nice to have’ for a 

larger business. Rachel Miller’s 

work history includes Visa, 

Novartis, BSkyB and 

GlaxoSmithKline, and she blogs on 

IC issues at All things IC. She 

defines engagement as “creating 

the conditions in which employees 

offer more of their capability and 

potential”. By creating an engaged 

workforce, a business will unlock 

the full potential of its most 

powerful – and most expensive – 

resource: its people. IC isn’t cuddly: it’s crucial. 

Miller points to four sources of effective engagement. 

The first is a strong strategic narrative about the 

organisation; a visible leadership defining a clear 

direction for all. That’s often satisfied by the top-

down propagation of the traditional newsletter. The 

other three, however, demand a deeper conversation 

to take place. 

 

Line managers must have the freedom and tools to 

give their teams focus, direction, some challenge and 

personal development. Matt O’Neill of 

communications agency Modcomms Ltd, and runs the 

London Communicators and Engagement Group. He 

says “All good IC people can do engagement at a 

macro level. But if it’s done properly, engagement 

happens at the micro level; between line managers 

and staff: your boss and you. Each 

employee should feel like they are 

valued and heard.” 

...Which brings us to Miller’s third 

point: employees must have a 

voice for reinforcing and 

challenging views, both across 

functions and externally. 

Finally, there must be 

organisational integrity – the 

values espoused by the company 

must be reflected in day to day 

behaviours. Says Miller, “there 

can be no ‘say –do’ gap. Everything you produce has 

to be authentic. If the CEO’s address is positive and 

everyone’s feeling negative, it’s a sign of a dangerous 

disconnect.” 

Making it happen 

Achieving this degree of buy-in requires commitment 

from IC professionals. The first port of call is 

connectedness. Despite being communicators, plenty 

of IC professionals fall into the common corporate 

“Gone are the days when 

a corporate culture could 

be different on the inside 

than the outside. Either 

your culture is embedded 

like the proverbial stick of 

rock, or you will be found 

out.” 

http://www.allthingsic.com/
http://office.microsoft.com/en-gb/exchange/
http://www.modcommslimited.com/
http://www.linkedin.com/groups?gid=1821656


 

 
 
 

 

trap of remaining isolated in their departments. Miller 

says, “IC pros must be connected to the organisation; 

strong partners to all parts of the business, with an 

outward-facing and non-hierarchical view; working 

with everybody for everybody. You should know 

everyone right down to the cleaners.”  

O’Neill adds that effecting change will also require 

influence at the top level.” You may have to rock the 

boat. It takes stomach. If you’re just going to exercise 

point-solutions like the newsletter and the intranet, 

your ideals won’t truly propagate down.”  

Finally, management must listen, and be seen to have 

listened. Miller says, “Real leaders are visible to their 

organisations; they genuinely visit the factory floor.” 

And that alone won’t suffice. Says O’Neill, “If you 

don’t act on what you learn, the whole effort 

becomes nothing more than a tickbox exercise. The 

engagement survey or CEO roadshow are pointless 

unless feedback is 

acknowledged, 

acted upon, and 

seen to have 

been acted upon. 

Besides, you can 

learn so much 

from your people 

at the coalface 

about the way 

the business acts 

or is perceived by 

its customers.” 

Technology is coming: from the outside in 

O’Neill says that organisations ignore the role of 

technology at their peril. “Social networks and back-

channels like Twitter are no longer the domain of the 

geek – everyone’s got them”, he says. “If you’re not 

using them, you can bet that your customers are.” 

Those customers are the arbiters of your corporate 

reputation: gone are the days when a corporate 

culture could be different on the inside than the 

outside. Thanks to instant customer feedback, you 

can’t tell fibs. Either your culture is embedded like the 

proverbial stick of rock, or you will be found out. 

Of course, the same technologies – social networks, 

emails, intranets etc. – are in the IC professional’s 

armoury, too. The danger, however, is to use 

technologies as point solutions, losing sight of the 

strategic objectives. “You need a plan”, says Miller. 

“Scattergun investment in every possible channel just 

means 

employees 

don’t know 

where to look. 

Don’t be 

blinded by 

functions: 

decide what 

you want to 

achieve, and 

make it 

measurable, so 

you can prove 

that it’s 

working. Every 

tool you 

http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx
https://www.yammer.com/
http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx


 

 
 
 

 

employ should drive action or participation, adding 

value and driving profits for the business.” 

Finally, those technologies must meet the needs of 

your team. Miller again: “Know how your team prefer 

to communicate, and then tailor the approach 

accordingly. People are busy, so make participation a 

natural part of their work style. The best way to do 

that is to make employees part of the decision-making 

process; with systems ‘designed with you’ rather than 

‘designed for you’.” 

Says O’Neill: “There is always an opportunity for a 

measurable outcome. Good engagement aligns 

people with a culture and with outcomes. There’s a 

big difference between ‘being busy’ and ‘being 

productive’; and if everyone is on board, they can be 

truly productive for the business.” 

 

 

 

 

 

  

HOW MICROSOFT CAN HELP 

Microsoft Office 365 brings together online versions of 

the best communications and collaboration tools from 

Microsoft. Subscribe to web-enabled tools that let you 

access your email, documents, contacts, and calendars 

from virtually anywhere, on almost on any device. 

Windows 8 is reimagined to support different working 

styles. It’s more intuitive so you can find what you need 

faster and easier. The new look of Windows and the new 

app model make it easier for businesses to create their 

own line-of-business apps to help improve productivity. 

https://www.yammer.com/
https://www.yammer.com/
http://www.microsoft.com/en-gb/business/products/office-2010/Home-and-Business.aspx?WT.mc_id=SMB_Other_Jan+13_Vue+Prd_Microsoft+Office+365_Awareness
http://www.microsoft.com/en-gb/business/products/windows-8.aspx


 

 
 
 

 

The tools of growing trade: IT for IC professionals 
 

The internal communications function is now required 

to deliver much more than a monthly newsletter or a 

video address from the CEO. A new breed of tools 

allows IC professionals to become ingrained in the 

daily routine of every employee. 

In recent years, the nature of internal 

communications (IC) as a profession has changed 

immeasurably – because the nature of business has 

changed too.  

IC was once largely confined to big companies, 

because the challenge was to disseminate information 

down several layers of a management pyramid. Thus, 

the employee newsletter was born. 

Today’s businesses are leaner. Many FTSE100 

companies have no more than four tiers of 

responsibility from the boardroom to the postroom. 

The structures are fluid and agile; but they are also 

siloed. Teams can 

feel isolated and 

lose sight of 

strategic 

objectives; and 

many employees 

can feel as distant 

from the person at 

the next desk as 

from staff on a 

different 

continent. These 

issues are faced 

not just by 

companies with 

1000 employees, but also of those with 50. 

Whilst “Communicating strategic goals” is still the key 

objective of IC, there is therefore now a much longer 

list of ideal outcomes for an effective IC team to 

consider: 

1. Shared best practice, to drive productivity 

and improve profitability 

2. Employee engagement, to reduce staff churn 

and retain talent 

3. Propagating access to experts, to extend the 

value of star performers and encourage peer-

to-peer learning 

4. Making information available, to reduce 

duplicated effort or misaligned strategies 

5. Group agility, in which departments can split 

off to fulfil projects  

6. Explaining repetitive routine tasks, so that 

back end functions like expenses, travel or 

invoicing are 

effort-free 

Essential 

enablers 

In today’s 

straitened 

economic 

circumstances, IC 

teams are under 

pressure to deliver 

as much of this 

brief as possible 

on as tight a 



 

 
 
 

 

budget as possible. Technology is not only an enabler 

for IC; it is indispensable. 

Email (usually delivered using Exchange, and now 

available in the cloud with Office 365) certainly has a 

role to play. It’s much maligned for being inflexible, 

transitory and often ignored. This is unfair. Email is 

also universal, familiar and therefore has no barrier to 

participation. It’s easy to archive for compliance. We 

should ignore email at our peril. It’s only shortcoming 

is that it functions most effectively for the old-style 

‘bulletin’ communication, and, as we’ve seen, modern 

IC demands much more. 

SharePoint, meanwhile, is the jack-of-all-trades of IC, 

mainly because it is the ideal tool for the management 

of intranets. Furthermore, the enduring criticism of 

SharePoint – that it required significant funds and an 

18-month lead time to deploy – is now fully refuted. 

Thanks to Office 365, full SharePoint functionality can 

be switched on in minutes. There is no infrastructure 

expenditure with the cloud either, so a full SharePoint 

deployment becomes affordable for smaller 

organisations. 

The other aspect of SharePoint which many 

companies found challenging was the fact that it 

required customisation. It has a broad range of 

applications, but the price for that flexibility was the 

need to develop and personalise it. This, too, has been 

largely obviated by the creation of templates. IC is a 

well travelled path, so whatever you need, someone is 

likely to have needed it before. The Microsoft Partner 

network is an excellent repository of the skills and 

experience needed to get IC projects deployed in 

weeks rather than months. 

A new range of services; also all cloud-deliverable, is 

making IC more frictionless. Lync is Microsoft’s unified 

communications toolkit (also available in the Office 

365 package). It includes Messenger, voice and video 

calling, videoconferencing and virtual meeting 

functionality, so users can communicate in whatever 

way works best for the situation and also escalate one 

type of contact into another. Lync makes team 

catchups, online presentations and show-and-tells 

easy. It also means employees can easily connect with 

experts beyond their traditional boundaries. 

There’s no shortage of functionality in these tools; but 

the most recent focus of IC technologists has been in 

engagement: making effective communication 

sufficiently enjoyable that employees gravitate 

positively towards the tools they are given. The most 

successful of these efforts has been Yammer; who 

realised that our most engaged online communication 

occurs on social networks like Facebook. If a company 

could be treated like a social network, but augmented 

with enterprise-grade tools (file management, audit 

and archive, collaborative workspaces, full search, 

etc.) then it would similarly become the virtual 

workspace of choice. Thousands of businesses now 

use Yammer. It integrates with services you might 

already have deployed like SharePoint and Office 365, 

it is available on any device (including all the major 

smartphone OSs), and is fully cloud-driven (indeed, 

yours for as little as $3 per user per month). 

7. With the right technologies, all now available 

on tap, and by integrating successfully into 

each user’s workday, the internal 

communications function of any business can 

deliver more demonstrable value, and more 

rapidly, than ever before. Company 

responsibility for personal data (CG). Garlati notes 

http://www.microsoft.com/en-gb/business/products/exchange-2013.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx
http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx
http://lync.microsoft.com/en-gb/pages/default.aspx
http://office.microsoft.com/en-gb/
http://office.microsoft.com/en-gb/
http://www.yammer.com/
http://www.yammer.com/
http://www.microsoft.com/en-gb/business/products/sharepoint-2013.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.windowsphone.com/en-gb
http://www.windowsphone.com/en-gb


 

 
 
 

 

that his own son woke up one morning and, in an 

understandably desperate bid to play Angry Birds, 

tried multiple passwords on a tablet and thus 

triggered the Remote Wipe security function. 

That’s a great security tool, rightly mandated by 

the company to protect its data. But when the 

wipe occurred, what about all the personal photos 

etc. on the machine? It is arguable that the 

business could be responsible for them – even if 

the wipe was caused by a genuine thief! 

8. Licensing (CG). Home computers usually include 

home-use licensing of software. If that software is 

then used for commercial purposes, not only is the 

employee breaching the terms of their license, but 

the company can be accountable as an accessory 

to the license infringement. Microsoft offers 

licenses of 

Office software 

under Office 

365 Small 

Business 

Premium to 

resolve 

precisely this 

problem. 

9. Your HR 

Conduct (JK). 

The electronic 

record of an 

employee’s 

device usage 

may be used against you- especially after 

acrimonious terminations. It could, for example, 

show that an employee is working all hours of the 

day and night (even without your knowledge) – 

which might bring up issues of liability for 

unrecorded overtime, or minimum wage 

problems. 

10. Device Disposal (CG). It’s an employee’s right to 

dispose of their old property however they want. 

There are apocryphal stories of phones left on 

planes and in taxis ending up on eBay. Businesses 

must, of course, require Remote Wipe functions to 

be activated, and an AUP should also include the 

condition that company data is rigorously removed 

before planned disposal. 

11. Litigation (CG). Finally, if your company should find 

itself mired in litigation, the court can seize devices 

for ‘e-discovery’; i.e. the 

hunt for electronic 

evidence; even if it’s a 

personally owned 

device. Your employee 

probably won’t get it 

back soon, if at all; and 

their personal content 

will likely be exposed. 

 
 

 

  

http://www.microsoft.com/en-gb/licensing/licensing-options/for-organizations.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx
http://www.microsoft.com/en-gb/business/products/new-office.aspx


 

 
 
 

 

Yammer powers ‘dialogue-based culture’ at LexisNexis 
 

Whatever technologies a company deploys to improve 

internal communications, IC teams typically find that 

they have to solve two key barriers to success: an 

increased load on IT staff, and then adoption of the 

new service by employees. 

The emergence of cloud-delivered services has 

resolved much of the IT challenge. Management and 

delivery is offloaded to the provider, minimising any 

additional requirement for in-house IT expertise. 

There is also no additional capital expense, with costs 

restricted to a predictable and flexible per-seat outlay. 

LexisNexis is a provider of information and technology 

products to lawyers and tax professionals in over a 

dozen countries across the 

world. The company has over 

10,000 employees; and 

Managing Director, Christian 

Fleck has made it a business 

priority to nurture what he 

calls a ‘dialogue-based 

culture’ across the 

organisation. To that end, 

LexisNexis has deployed 

Yammer, the enterprise social networking tool, to 

allow staff to communicate naturally and effectively 

across projects, departments and indeed international 

borders. 

Fleck says “Yammer is unique as an IT platform 

because it's so low touch. We can easily roll it out 

across our entire population across the world. That is 

one of the key considerations why deployment of this 

tool has been a no-brainer. It is a very low 

maintenance application, so we don't worry about it - 

it just happens, both from a user adoption perspective 

as well as from an IT deployment perspective - there's 

no complexity involved.” 

Yammer encourages adoption in two key ways. Firstly, 

it works like the online social networks which have 

become so popular in our personal lives; its functions 

are therefore familiar and even enjoyable to use. 

Secondly, like other social networks (and like the 

intranet product, SharePoint, too), Yammer is a rich, 

multipurpose toolkit suited to many different IC 

requirements. 

Laurie Hibbs, LexisNexis HR Director says “There are 

certain things we launched 

and now use Yammer to 

communicate uniquely, 

which drives more and more 

traffic to our network. So, for 

example, jobs are now 

posted on Yammer and we 

put corporate 

communications through the 

Yammer network too. We've 

reduced some of our corporate emails, and it's led to 

an impressive take-up.” 

For Hibbs, the journey towards a dialogued-based 

culture has only just begun. “There's still a progression 

from people posting opinions to people posting 

genuine discussion, and we're moving into much more 

of that two way communication. The more we do of 

that, the more useful Yammer becomes.” 

http://www.yammer.com/
http://office.microsoft.com/en-gb/microsoft-sharepoint-collaboration-software-FX103479517.aspx


 

 
 
 

 

See the full Case Study 

From gatekeeper to strategic 

facilitator: the new role of IC 
 

Steve Doswell, Chief Executive of the Institute of 

Internal Communication (http://www.ioic.org.uk) 

The Institute of Internal Communication sees the 

practice of Internal Communication (IC) in an exciting 

state of flux. It is going through a process of 

professionalisation, driven by demands from the 

boardroom and the emergence of new technologies, 

both of which have led to some key changes in the IC 

professional’s remit. 

One of the most fundamental trends is a move from 

high mediation to low mediation. Traditionally, the IC 

practitioner was a gatekeeper to communication 

channels - and a quartermaster rationing access to 

them. They produced the staff magazine and similar 

outputs with polished production values and lengthy 

delivery cycles. 

The trend now is to low – or even no – mediation. The 

CEO can fire up a smartphone and talk to multiple 

internal audiences without recourse to the IC 

department; and conversations between departments 

can happen in similarly low-touch ways. 

This yields faster communication and richer 

conversations. These conversations are raw, 

immediate, and therefore authentic – there is a 

growing appetite, certainly in Northern Europe’s 

highly connected countries, for this direct mode of 

communication without the perceived barrier of 

corporate gloss between key decision makers and the 

troops. 

 

However, this challenges one of IC’s key preserves: 

consistency of message. IoIC believes that controlled 

uniformity can be traded for an edgier, more 

immediate style of communication. Commensurately, 

IC’s role is changing: from gatekeeper to facilitator. 

IC’s new role is in oiling the wheels of discussion, 

highlighting valuable comment from those with 

stories to tell, and giving employees the tools to get 

their stories across in ways which are both credible 

and concise. 

If this sounds like a glorified chatroom moderator, 

think again. Smart IC professionals realise that they 

have been relieved of the relentless deadlines 

associated with newsletters and videos and are free to 

exert influence at a strategic level. 

It is their concern to have a finger on the very pulse of 

the business and to translate that mood between the 

board and the shop floor. They use rich data from 

employee surveys, customer feedback and all the 

other repositories at their disposal to present a 

reliable picture of the workforce and its mood or 

disposition to key decision makers. As ‘change’ 

becomes the de facto state of modern businesses, IC 

is ever more crucial to change management and 

organisational development programmes. Effective IC 

professionals have business acumen and the numbers 

to back up their assertions. 

https://www.yammer.com/customers/customer/lexisnexis/
http://www.ioic.org.uk/
http://www.windowsphone.com/en-gb


 

 
 
 

 

Technology is certainly one of the drivers of this new 

freedom, but opening the doors to collaboration did 

not begin with the IT department. Since the mid-

1990s, we have seen a shift in leadership strategies 

away from the heroic ‘command and control’ CEO to 

one who moderates and facilitates, tapping into the 

collective skills and energy of their organisation. This 

predates social media: technology has simply made 

this process more possible and they mutually 

reinforce one another.  

The relevance for the IC practitioner is to know which 

collaboration tools work best in their organisation. 

Their technology toolkit has never been wider, and 

their opportunity to influence strategy has similarly 

never been greater.  

 

 

HOW MICROSOFT CAN HELP 

Microsoft Office 365 brings together online versions of 

the best communications and collaboration tools from 

Microsoft. Subscribe to web-enabled tools that let you 

access your email, documents, contacts, and calendars 

from virtually anywhere, on almost on any device. 

Windows 8 is reimagined to support different working 

styles. It’s more intuitive so you can find what you need 

faster and easier. The new look of Windows and the 

new app model make it easier for businesses to create 

their own line-of-business apps to help improve 

productivity. 

http://office.microsoft.com/en-gb/business/
http://www.microsoft.com/en-gb/business/products/office-2010/Home-and-Business.aspx?WT.mc_id=SMB_Other_Jan+13_Vue+Prd_Microsoft+Office+365_Awareness
http://www.microsoft.com/en-gb/business/products/windows-8.aspx

