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VIRTUAL COMMUNICATION CHANNEL TIPS FOR EMPLOYEES

E-Mail Instant Messaging (IM) Wiki Discussion/Q&A
Forum 

Shared Network
Drives 

Conference Calls and 
Videoconferences 

Best Ways to Use Channel

“Inform Others” “Get Quick Answers” “Crowd Source Knowledge” “Get Questions Answered” “Capture and Store 
Knowledge” 

“Agree on Decisions” 

 ■ Communicating key 
messages/news

 ■ Sharing between limited 
set of users

 ■ Sharing confi dential 
information

 ■ Asking questions
with short answers

 ■ Sharing between
two users

 ■ Collection and storage
of knowledge

 ■ Gathering of ideas

 ■ Sharing tactical feedback
 ■ Specifi c day-to-day 

sharing of ideas
or knowledge

 ■ Centrally storing 
tools/information

 ■ In-the-moment sharing 
among many participants

 ■ Soliciting feedback
from the team

Barriers to E� ective Collaboration

Medium: Limited set of 
participants; information 
trapped at individual level
or lost in e-mail volume

High: Limited set of 
participants; information 
not stored systematically 
for later access.

Medium: Relies on user 
contributions; little back-
and-forth interaction

Low: Allows many 
participants to share ideas 
and view responses of 
others

Medium: Relies on 
user organizing and 
updating content 
regularly

Low: Allows in-the-moment 
sharing, but can only have 
select people on the phone/
video call

Tips for Successful Use

  Think e-mail purpose 
(e.g., phone is better for 
a sensitive issue, e-mail 
better for a project 
update).

  Keep language succinct 
and short.

  Don’t attach—link to 
information stored on 
shared drives to better 
keep track of latest 
versions of content.

  Use when a short yes/no 
response is needed.

  Invite participants to 
group chat if group 
collaboration is needed.

  Use the status update 
feature to post updates 
about your projects for 
peers to see.

  Involve users in building 
the tool so that the content 
matches their needs.

  Monitor content and 
taxonomy of pages to 
preserve relevance.

  Seed content to provide 
examples of how to use 
the wiki.

  Recognize positive 
contributions.

  Involve users in building 
the tool.

  Make sure archived 
content is easily 
accessible.

  Create a tagging system 
ahead of launching tool.

  Pre-populate topic 
categories.

  Encourage conversations 
about easy-to-answer 
questions.

  Create an 
information 
hierarchy that users 
must follow to post 
content.

  Pre-populate the 
drive with some 
resources to use.

  Assign participants 
leading roles.

  Share agendas/key 
action items well in 
advance.

  Make agendas interactive 
to keep people’s 
attention.

  Reduce frequency/length 
by taking some decisions 
o�  ine.

  O� er regional sessions to 
alleviate time zone issues.

Source: Communications Executive Council research.
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