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“We need to know
when to push back
on technology in
our work and in
our lives, to affirm
our humanity.”

-John Naisbitt
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The More Connected We Get
The More Disconnected We're Becoming

We are riding a tidal wave
of technology: Cell
phones, faxes, email, lap-
tops, the Internet, CDs,
IPODs, VCRs, PDAs, Black-
Berrys and pagers promise
to get us more and more,
faster and faster. And,
they are making good on
their promise. Technology
has taken us to places we
might never have gone. It
has connected us with
people we might never
have met. And it has pro-
vided us with a way to ac-
cess unlimited sources of
information we might
never have been able to
access in a way that is
fast, efficient and compre-
hensive. That's the good
news. The bad news is
there’s a price to pay—
interpersonal relationships
are at risk.

According to Internet &
Society, a 2000 Stanford
University study, “the
more time people spend
using the Internet, the
more they lose contact
with their social environ-
ment.” Additionally, Car-
negie Mellon researchers
found that people who
spend only a few hours a
week online experience
significantly higher levels

of depression and loneli-
ness than those who
spend less than 2 hours
per week to no time on
the Internet. (Harmon,
1998, August issue, Jour-
nal Star, p.5.)

Although we know tech-
nology provides many
benefits, we tend to rely
on it too much for impor-
tant interpersonal com-
munication. It's a para-
dox. Technology helps us
get in touch—and it pre-
vents us from being in
touch. It helps us save
time—and makes us
waste time. It helps us
communicate—and it can
prevent us from being
understood.

As a consultant, I regu-
larly see people strug-

gling to be understood.
Interpersonal conflicts
are widespread and lis-
tening seems to be a lost
art. The more we rely on
technology, the more
these communication
challenges become in-
creasingly difficult. It's
one thing to rely on email
to keep in contact with
people miles away, but
it's quite a different thing
to rely on email to keep
in contact with your co-
worker sitting in the cubi-
cle right next to you.

We often hear people say
they spend over two
hours a day reading and
responding to email mes-
sages. And that's just
the average email user;
some people receive as




"Technological pro-
gress has merely
provided us with

more efficient
means for going
backwards."

-Aldous Huxley

many as 100-150 email messages a day. And, most of them require further clarifica-
tion so still more email is sent and received. Surely some of those messages could
have been communicated in person or on the phone, thus minimizing the probability of
communication breakdown. Since about 93 percent of the impact of a message is non-
verbal (eye-contact, gestures, posture, voice, etc.), that leaves only a seven percent
probability you will be truly understood when you send email. That’s not enough.

The more connected we get the more disconnected we are becoming.

A client I was coaching told me she had a problem at work. Her coworker (who was
also her friend) had been avoiding an important task that needed to be done before
she could complete the project they were doing. She asked the coworker several times
to "please get the work done,” but when nothing changed, the client got frustrated and
went to her supervisor for help. She explained her situation and expected he would
confront the problem employee. Instead, his only advice was, "Put it in an email.”

John, a software engineer who was employed for five years by a large wireless com-
munication company, received a shocking email one Friday evening just before he was
leaving work. "Dear John, Due to the recent merger, we are downsizing our software
engineering department and your services will no longer be necessary...outplacement
services will be available...”

These stories illustrate what is the beginning of a new management craze—MBE
(Management By Email), the over-reliance on email when other channels (methods)
would be more appropriate. Complex and highly personal information, as illustrated
above, is not well-suited for email. There’s too much room for error, hurt feelings,
guess-work and misunderstanding.

Choosing The Best Channel

Email is a wonderful channel for impersonal and simple information. It works well for
disseminating data and organizing large groups of people to come together for a com-
mon cause. For example, Jody Williams won the 1997 Nobel Peace prize for her contri-
bution to the international ban on land mines. She achieved that ban not only without
much government help, but in the face of opposition from all the major powers. And
what did she say was her secret weapon for organizing 1,000 different human rights
and arms control groups on six continents? “Email.” (Lexus & Olive Tree, p. 14)

Politicians have mobilized millions to donate money to their campaigns using email
while people have scheduled meetings and planned social events by using it. Email al-
lows you to quickly send and receive simple, impersonal information in a way that
streamlines the process.

For following-up, email is fabulous. I spoke at a convention recently and offered to
email a bibliography to interested participants. Over 150 people dropped off their
cards. In the “old days,” I would have had to address and stamp 150 envelopes then
stuff them with the three-page, photocopied bibliography. Now, it took just a few min-
utes to input the email addresses into a card file in my address book, attach the docu-
ment and hit send. This was a fast, easy, and cost-effective way to follow-up with sim-
ple, impersonal information. Email was the best channel for this task. There are also
numerous other benefits to using email.

But, on the flip side, I have heard many stories where email was the channel of choice
and misunderstandings were the norm.

(continued on page 3)




“Technology is just a
tool. In terms of
getting kids working
together and
motivating them, the
teacher is the most
important.”

-Bill Gates
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Email Your Questions to Nancy@nancystern.com

When I'm on the phone with co-
workers or bosses, I can often hear
them typing on the computer key-
board while they are talking to me.
I find this to be very rude. What
can I do to prevent this from hap-
pening?

A

Unfortunately, you can't do any-
thing to prevent another person
from doing anything. What you
can do is take responsibility for
your own behavior. Be sure you
don't fall into this easy form of
multi-tasking. You are absolutely
right that it is rude. The message
it sends is that what they are typ-
ing is more important than what
you are saying. The next time you
hear this happening, you could ask

the person when would be a bet-
ter time to talk. You might say
something like, "It sounds like
this might not be a good time for
us to talk. When should I call
back?” Or, "I just need a couple
of minutes of your undivided at-
tention; is this a good time?”

Remember to pay close attention
to your non-verbal messages like
your tone of voice and pitch level.
You could say the same words
and wind up sounding conde-
scending or sarcastic. The mean-
ing of what you say is in how you
say it. Be sure to keep emotions
out of it and use a simple * state
the facts” tone of voice.

How You Say What
You Say, Matters™

(continued from page 2) Think Before You Choose Channels

So, if the message you are sending is anything other than simple and impersonal,
email is not the very best channel to use. Face-to-face interaction or a telephone
conversation would be much better. If you are communicating something simple and
personal like a dinner date or quick message to your friends/significant other, then
email is okay. Start thinking about how you can get back in touch in this high tech

world.

Simple

Email Some-
times OK Here

Email Best
Here

Personal

Impersonal

Complex
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Because how you say what
you say, matters.™

www.nhancystern.com

Phone: 858-792-2768
Fax: 858-792-2745
Email: nancy@nancystern.com

to your success.

Whether you're experiencing change, managing people, connecting with customers and
co-workers, or making presentations, getting your message across effectively is vital

Nancy Stern custom designs keynotes, breakouts and educational programs to en-
hance communication effectiveness; to help increase productivity, profitability and
peace of mind; and to impact the bottom line where it matters most—with results.

Programs & Topics Include:

How You Say What You Say Matters™
Leadership Dynamice™

Connecting with Customers™

Powerful Presentations

Facilitate to Motivate and Manage Conflict™
Maximize Meeting Results™

You Can’t Leave Home Without You™
Communicate with Impact!™

Gender Jive™

Improv(e) Your Life™
Facing the News Media

Shift Happens: Managing the Dynamics of Change

Team Building for Productivity
Generations Jive: Intergenerational Communication Tips™
Should You Stay or Should You Grow? Reaping the Rewards of Risk-Taking™

Why Nancy Stern?

Nancy Stern, MA is the
president/owner and sen-
ior consultant of Communi-
cation Plus, a consulting
firm in San Diego specializ-
ing in leadership and em-
ployee development.

Since 1972, she has taught
thousands the art and sci-
ence of effective communi-
cation. She is a former
columnist with the San
Diego Daily Transcrjptand
has taught at the Univer-
sity of California San Diego
and San Diego State Uni-
versity Management De-
velopment Center.

She inspires managers,
employees and individuals
of all ages through the

simple, yet powerful, lesson
that how you say what you
say, matters™. Personal
experiences form the foun-
dation of her programs, cre-
ating presentations that are
personal, professional and
practical. The result: Im-
provement of the “whole
person” and therefore, the
“whole organization.”

She is an EMMY award-
winner, who produced and
appeared in the national
PBS television series Com-
municating With Nancy
Stern (1990-95) and she is
the coauthor of 101 Stupid

Things Trainers Do To Sabo-

tage Success.

Nancy holds a Master of Arts
degree in Communication
Education from Michigan
State University and is a
member of the American
Society for Training and De-
velopment and the National
Speakers Association.

Nancy Stern




