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Connecting Employees Across 
Generations and Geographies
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To help organizations build the strategies and 
relationships to connect people and strategy to 

achieve business results.
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• Different generations

• Multiple locations

• Diverse languages/cultures

• Different time zones

• Lack of time

• Different audience needs

• Lack of access to technology

• Competing priorities
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• George—CEO

• Lynnette—Sr. Account Exec Located in Tokyo

• Ryan—Gen Y’er in IT

• Clara—Baby Boomer VP of Marketing  
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• Companies with the most effective employee communic ation:

, )�-���� �./�0 �������(��!������(��(��
(������1�����
(������������
�
((���������������##����-��	

, 2��
����(��
	�������
-������������
1�
�������#����� �	����
1���
���
#�
�������������	������

, )�-�� 340 �������������
�������������
-������������#�-��	����

, 5��� �/3 ��(���(
�����!��	��
����
����������-����
#��(��
	�� �������(���

Source: Watson Wyatt, Communication ROI Study (2005/2006)
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Employees are engaged when they:

• Understand the business and their role in its succe ss

• Trust leadership and believe leaders are making dec isions 
in the best interests of the business and its peopl e

• Are engaged in making a difference in their jobs ev ery day

• Feel valued and appreciated
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Top Drivers of Employee Engagement

Source: Melcrum, Employee Engagement Survey of Comms and HR Professionals, 2006
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Key Factors to CEO Reputation

1. Demands high ethical standards 

2. Is believable

3. Communicates clear vision INSIDE company

4. Attracts/keeps quality management team 

5. Motivates and inspires employees

6. Cares about customers

7. Manages crises/downturns effectively

8. Fosters corporate governance

9. Communicates clear vision OUTSIDE company

10.Executes well on the strategic vision
Source: Melcrum Publishing, Delivering Effective Senior Leadership Communication, 2005
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• Set one-on-one meetings with individual stakeholder s to set expectations

• Schedule a kickoff team meeting event if you are me eting with employee groups

• Determine symbolic reward mechanisms that will rewa rd the desired behaviors

• Actively involve members of management group in com munication

• Make a symbolic gesture (e.g., propping the door to  the executive suite open)

• Be visible to employees – walk around – meet people i n their environments

• Host listening sessions with small groups

• Stick to one major message and align that message w ith your leadership team

• Tell stories to illustrate the message

• Start a CEO blog

• Establish a communication culture – we will talk, we  will tell the truth, I will listen, we 
will continuously recognize, questions will be answ ered, etc.

• Shake the hands of people who do the work

• Answer questions real-time

• Repeat yourself
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• More than 80% of companies define themselves as 
virtual workplaces

• On average, organizations classify 27% of their 
employees as virtual

• 17% of employees telecommute regularly
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Source: Entrepreneur Magazine, August 2007

�������
#����������
�!���*�������

• Companies becoming more global

• Technology makes it easier

• Merging or acquired companies in different cities

• Customers want sales/support near them

• Growing reluctance for employees to relocate

• Someone with critical skills and tacit knowledge are located 
elsewhere

• Relocating people is expensive

• Cost savings in office space

• Work/life balance

14
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When you look at the issues and solutions, it reall y 
comes down to building

TRUSTTRUST
with virtual workers, their peers and leadership

15 1616
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Engage Virtual Workers by Establishing Trust

• T – Team Make-up and Guidelines

• R – Resources and Policies 

• U – User-friendly Work Environment 

• S – Strategy for Employee Engagement

• T – Technology and Communication
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Team Complexity

• Complexities to consider include team members:

– From more than one “company” within the organization

– From more than one function in the organization

– Dispersed across time zones

– Who transition on and off team

– From multiple cultures

– Whose native languages are different

– Without equal access to technology
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Establish team norms in the following categories:

• Meeting management and roles

• Decision making and problem solving

• Degree of collaboration and consensus

• Document development and approval process

• Communication as a group

• Communication as individuals
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Virtual Readiness Checklists

Organization Individual Manager

� Short- and long-term 
objectives

� Organizational culture

� Communication processes 
and culture

� Leadership style

� Work/life balance value

� Workflow

� Corporate policies

� Risk management

� Work environment

� Tools and resources

� Flow of work with colleagues

� Contact with clients

� Ability to work autonomously

� Relationship with manager 
and co-workers

� Performance history

� Technology aptitude

� Organization and project 
management 

� Support of team for virtual 
working

� Skills to manage from a 
distance

� Systems in place for 
workflow and 
communication

� Role and accountability is 
clear

� Trust of virtual worker

� Manage for results

� Feedback processes in 
place

� Development and career 
planning 
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Types of Training 

• Cultural—nationality, 
organizational, 
functional

• Teambuilding

• Technology

• Managing virtually

• Knowledge 
management

• Policies, processes, 
tools

Virtual Training 
Success Factors

• Keep courses to no more 
than two hours

• Small groups in same 
room where possible

• Video conferencing

• Webcam for instructor

• Small classes

• Introductions should 
cover where each person 
is and role

• Participants work on 
exercises outside of 
session

20
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• Selection of environment

• Selection of equipment

• Setting up your office

• Balancing work and personal time

21
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EmployeesLeaders

Engagement Is a Shared Responsibility

22
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Virtual Communication Best Practices

• Think of your world in a bigger way 

• Put follow-ups on your calendar for birthdays, events, etc. 

• Schedule informal time 

• Remember the power of a phone call 

• Once a week, ask yourself what communication people in close 
proximity have received that others haven't—then act on that 

• Be aware of your tone and body language

• Listen, listen, listen

• Think “diversity” at all times

• Recognize employees virtually

23
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• Reach out to another team member at least once a 
day
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• Connect person to person—use the phone

• Volunteer for collaborative work activities

• Use tips to virtually recognize other team members 

• Create a personal web page

24
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It’s more than just technology!!
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Good News
All of the above

• Bad News
• Sensitive or 

Confidential Information

• Status Reports
• Team News

26

Face-to-Face

Telephone

Conference Call

Email
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eCommunication checklist

� Will we use email or voice mail for day-to-day communication?

� When should we use cell phones vs. office phones?

� Is there a standard for PDAs?

� When should instant messaging be utilized and what limits will we place on it?

� Is there a standard for length of voice mail and email?

� Are there email guidelines around Re clauses, cc’s, etc?

� When should multi media be used in team meetings and when should they not?

� What is the level of sophistication expected for team handouts?

� When should the intranet, shared drives or file transfer sites be used?

� What are the standards for document sharing and knowledge management?

27
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• Governance

• Business strategy—Global vs. local messaging

• Relevance

• Headquarters-centric 

• Translations

• Cultural differences

28
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Matures

1930 2000

Boomers Gen X Gen Y

34 million

76 million

46 million

75 million

1933–1945 1946–1964 1965–1976 1977–1994
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Defining Life Experiences

• Unprecedented parental supervision, attention 
and advocacy

• Fathers more involved in parenting

• Came of age during change and scandal in 
organizations

• Immersed in technology—never experienced life 
without computers

31
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Defining Life Events

• Columbine

• 9-11

• Enron, WorldCom, Etc.

• Global Warming

• War in Iraq

• Emerging Nations—China, India

32
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FROM TO

Spin Be AUTHENTIC and real

Do it because I said so Do it because it will achieve a purpose

9-5 Flexibility—As long as I get my work done who 
cares when it happens?

Passivity Interactive—ask questions and get involved

One size fits all Highly personalized—I like it how I like it

Political savvy Contributing ideas without regard to hierarchy and 
authority

Mass media Communities and affinity groups

A quiet life Rich and famous

Pay your dues Build your resume

Intolerance Diverse people and cultures

Blind idealism Realistic but optimistic

One thing at a time Expert at multitasking
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“I Expect It”

Be respectful, but move ahead

Immersed

Career options

Lifestyle comes first

GEN Y  (1977 – 1994)
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GEN Y  (1977 – 1994)

A 2007 study by the Conference Board 
found that job satisfaction for workers 
under the age of 25 are at record lows with 
less than 4 out of 10 reporting that they are 
satisfied with their current jobs.

Source: The Conference Board, Employee Satisfaction & Engagement Study, 2007
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• Leverage technology—there is less need for face to f ace

• Challenge them at every opportunity

• Personalize messaging

• Leverage affinity groups and create communities

• Be authentic, straight and unvarnished

• Use humor and create a fun learning environment

• Show how they make a difference

• Facilitate work with teams

• Communicate clear expectations

• Give lots of recognition

• Ask for their opinion and input—give suggestions, no t orders

• Tell them “why”—it’s even more critical than “what”

36
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Defining Life Experiences

• Higher divorce rates—single-parent families

• More women entering the workforce

• “Latchkey kids”

• Economic uncertainty—company downsizing

• Advent of the personal computer

• Growth of multiculturalism

37
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Defining Life Events

• The Challenger explosion

• Fall of Berlin Wall

• AIDS

38
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FROM TO

Work to move up ladder Work to balance work and life

Need to know basis Lots of information

Reliant on others Independent and collaborative

Accumulation of goods Accumulation of experiences

Stereotypes Individuals

Idealism Pragmatic Realism and Skepticism

Hype Straight talk

Prestige Quality and Value

Mass communication Interactivity and customization
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“I Deserve It”

What is the purpose of chain of 
command?

Technology proficient 

Career and professional loyalty

Personal life is first, work is important

GEN X  (1965 – 1976)
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• Use email as a primary communication tool

• Create short “bytes” to convey information

• Ask and provide regular feedback

• Keep them in the loop

• Use more informal communication styles 

• Use humor

• Be flexible and support life beyond work

• Show how they can increase skills

• Walk the talk—practice what you preach 

• Provide access to lots of information

• Avoid unnecessary meetings
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Are you aware of any instances of intergenerational conflict among 
employees at your organization?

Generational Differences Survey Report, Gayeski Analytics

Yes
40%

No
60%
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Defining Life Experiences

• Mom at home—nuclear family

• Economic security

• Advent of TV

• Advent of Rock and Roll

44
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Defining Life Events

• Vietnam War

• Cold War

• Assassinations of JFK, MLK and Bobby Kennedy

• Civil rights movement and unrest

• Walk on the moon

45
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FROM TO

The status quo is desired Change is sometimes needed

Hard work because it’s the right thing to do Hard work to move to next level of success

Command and control Collaborate as teams

Follow the rules Challenge the system if rules don’t make sense

Intolerance Inclusion, as long as people perform to their 
standards

Don’t rock the boat Will fight for a cause

Conformity Individuality

Network News CNN
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“I Want It”

Chain of command

Technology challenged 

Loyal to employer, with reservations

Work long hours, and tell you about it

BABY BOOMERS  (1946 – 1964)
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• Communicate in an open, direct way, but avoid 
controlling language

• Answer questions thoroughly and expect to be 
pressed for details

• Present options to demonstrate flexibility in 
thinking

• Use personal style aimed to build rapport

• Use face-to-face whenever possible
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• Use techniques that are flexible enough to meet 
the communication needs of all generations—mix 
of high tech and high touch

• Educate leaders on generational styles and 
preferences
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Questions and Discussion
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Chris Gay
o: 614.775.9706
c: 614.370.7055

Chris.Gay@bridgecnslt.com


