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Executive Summary

About the Survey

HR.com’s “State of
Employee Communications
and Collaboration 2024"
survey ran in the second
quarter of 2024. We
gathered responses from
202 HR professionals in
virtually every industry
vertical.

Respondents are located
all over the world, but

most of them reside in
North America, especially
the United States. The
participants represent a
broad cross-section of
employers by number of
employees, ranging from
small businesses with
fewer than 50 employees
to enterprises with 20,000+
employees. Three-fifths

of the respondents
represent midsize and large
organizations.

Your organization is probably mediocre or worse at employee
communication, according to our latest study.

Oh, sure, maybe yours is among the 15% of organizations with
advanced or leading communication capabilities. But there’s a
much higher chance it's not and that this is costing you in terms of
worse employee experiences and lower overall business results.

What can be done? This research report asks and tries to answer
this crucial question by comparing organizations that are good at
communication with those that are not-so-great at it.

How Important Is Communication?

Of course, we are far from the first researchers to tackle this issue.
For example, one recent Forbes study found that almost half of

employees say that ineffective communication has affected their
productivity.

Another study indicates that a lack of effective communication has
massive costs for U.S. businesses.

A third study finds that organizational communication has
positively impacted a wide range of issues, such as better
employee engagement, productivity, and quality of work.

How About Collaboration?

In this year's report, we decided to expand our research to the
concept of collaboration in the workplace. After all, worker
collaboration tends to rely on communication in some very deep
ways, and it is often at the heart of productive work. We wanted to
test the relationship between these two concepts.

Our findings in this area are fascinating because, although

we found a positive relationship between communication and
collaboration, respondents see the two concepts in a very different
light. Within the report, we expound on why this might be.
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Our Major Research Findings

Most organizations are mediocre or worse at employee

communications.

— e Just 15% of organizations are at higher employee communication
maturity levels, according to our scale.

e Only 31% of respondents rate the effectiveness of their
communication levels as high/very high.

A large part of the problem is tied to the fact that senior leaders’
communication skills are lacking.

e Fewer than half of respondents (47%) agree that managers in
their organizations are listening actively.

e One reason for poor skill levels is a lack of training. Only a
minority (35%) agree/strongly agree that their managers are
well-trained in communication skills.

e The three most important communication capabilities cited
for managers are active listening, clarity, and purposeful, goal-
oriented communication.

Organizations have a significant gap in measuring the impact of
employee communication.

— e One in three measure the impact of their employee

communication efforts to a low or very low degree.

e 36% say they do not measure communication effectiveness at all.

e Of those that do measure, only about one-fourth or fewer say
they use any of the nine methods included in our survey. For
example, only 28% measure engagement with content. Just 23%
look at behavior change. And just 15% look at which channels of
communication are getting the greatest use.
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There is considerable disparity between the types of communication
used and their impact.

—_ e Although 86% respondents say their organizations rely on email
as a widely used form of communication, only 52% say it is
among the most effective means of communication. We see
similar discrepancies across a range of other areas, including:

» group meetings: 66% usage but just 48% effective

» company-wide meetings: 53% usage but just 36% effective
» chat: 68% usage but just 24% effective

» video: 42% usage but just 24% effective

HR plays a considerable role in employee communication.

e 45% say HR plays a significant role in employee communications
— and they tend to communicate most about:

» benefits (88%)
» culture (57%)
» diversity, equity, inclusion and belonging (DEIB) (49%)

e HR's Role with internal communications (IC) teams varies widely.
» 35% say the IC function actually sits in HR.
» 33% say HR collaborates with IC as needed.
» 11% say they are business partners.

Numerous factors drive effective collaboration, but there are barriers
too.

e Several practices/behaviors help make collaboration more
effective. The top five are:

» trust and mutual respect among team members (60%)
» culture of collaboration and teamwork (54%)

» regular team meetings for updates and feedback (50%)
» strong leadership direction (42%)

» alignment with organizational goals and values (39%)

e The top three barriers to collaboration cited are:
» competing priorities (58%)
» unclear goals and objectives (48%)
» lack of trust in leadership/managers (45%)
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‘ The use of Al for employee communication and collaboration is still in
Major
Finding

the early stages.

— e 55% do not use Al for communication.
e Of those that do use it, some of the top ways are to:
» analyze employee feedback (16%)
» automate the sending of routine communications (13%)
» create summaries of meetings/e-mails (13%)

e 59% do not use Al for collaboration.

e Of those that do use it, some of the top ways are to:
» facilitate knowledge sharing (16%)
» improve collaboration/project management tools (15%)
» enhance project management (11%)

' Organizations are achieving success in many areas through effective
Major communication.

Finding
——— e Organizations cite moderate to high effectiveness in building
employee’s knowledge in the following areas:

» products/services (94%)
» organizational values (77%)
» key goals and objectives (70%)
e Organizations agree/strongly agree that employee
communication has a positive impact in the following areas:
» employee engagement (74%)
» employee experience (74%)
» overall business results (67%)
» employer brand (61%)
» employee retention (58%)
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Upon comparison with organizations less effective in employee
communication (communication laggards), we find that those with
more effective communication (communication leaders) are:

e over 19X more likely to say they successfully measure employee
communication to a high/very high degree

e 10X more likely to be at the "leading” (highest) stage of
communication maturity

e over 4X more likely to say their managers have access to good
communication metrics

e over 3X more likely to say their managers are well trained in key
communications skills

e 3X more likely to say their employees are very/extremely
knowledgeable about organizations' key goals and objectives

e nearly 2X more likely to say their organizations are effective or
very effective at employee collaboration

Defining employee communication and collaboration

Every organization with more than one employee relies on employee communication and
collaboration. For purposes of this study, we define employee communication and collaboration
as follows:

Employee communication is the sharing of information, ideas, and feedback throughout the
organization. Sometimes it involves management sharing information with the rest of the
organization, sometimes it involves employees providing feedback to management, and
sometimes it involves communication within and among teams and peers.

Employee collaboration is the act of people working together to achieve a common goal. Some
call it teamwork, synergy, and partnership. But no matter how you define collaboration, the
universal focus is on the coming together of individuals to put their heads together and get
something done.

Please note that the findings and recommendations contained in this report are informational only. Nothing in this report should be
construed as constituting legal opinions or advice. Please consult an attorney if you have questions about the legal requirements,
rules, or regulations associated with any content discussed in this report.
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The Low Effectiveness of Employee
Communication

Finding: Only one-third of respondents say
that overall employee communication in
their organization is highly effective

Using the definition cited above, we found that only 31% of respondents
say that employee communication is effective to a high or very high
degree in their organizations. On the other hand, well over half the
respondents say their employee communication is effective to a
moderate, low, or very low degree. Given this finding, there is substantial
room for improvement.

To what degree is overall employee communication effective in
your organization?

Very High - 7%

Moderate I e — :
Low 16%
Very low 3%
| | | | | |
0 10 20 30 40 50

Editor's note: By effective, we mean the ability of communication to help achieve business goals.

Half of organizations consider their employee
. communications only moderately effective
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Communication-based cohorts

To better analyze the data from our survey on communication and collaboration, we broke our
respondents into groups, based on responses to an option in the survey question cited above.

e Communication leaders: those answering, “high” or “very high” to the survey question, “To
what degree is overall employee communication effective in your organization?”

e Communication laggards: those answering, “moderate,’ “low,” or “very low” to that same
question.

Within the communication leader and laggard sections, we will reveal findings that come from
the examination of the data in a way that identifies correlations between various organizational
factors and the perceived effectiveness of communication and collaboration. Correlation does
not prove causation, of course, but it may point our attention toward possible best practices and
potential strategies.
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_ Finding: A small percentage of
For the purpose of this report, . . .
large organizations have organizations have a highly developed
1,000 or more employees, or leading approach to employee

mid-size organizations have

100 to 999 employees, and communication

small organizations have 99 or

fewer employees.

We developed a five-stage employee communication maturity model
ranging from “undeveloped” “to leading.” A description of each of the
five phases is is explained in the chart. A mere 3% of respondents

say their organizations are at the most advanced stage: “leading.”
Almost half of respondents placed their organizations at lower stages
(“undeveloped” or “developing”). The findings closely match those of
our past study on this topic, showing little improvement over the past

two years.

By Organization Size

Larger organizations are more likely to place communication in their
companies at the advanced or leading stages (23%), compared to mid-
size (13%) and smaller organizations (9%).

HRRI'S EMPLOYEE COMMUNICATION MATURITY MODEL

41%

Developing

Basic, top-down
communication
with limited
channels and
minimal metrics,
if any.
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Results of Chi-square test

A chi-square test of
independence shows that
communication leaders

are significantly more likely
than laggards to place their
employee communications
at the leading, advanced and
capable stages while laggards
are significantly more likely
than leaders to place their
employee communications
at the developing and
undeveloped stages.
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Finding: Communication leaders have more
mature employee communication function
than laggards

Two-fifths of leaders place themselves at the advanced or leading
stages, compared to just 4% of laggards who say the same. About

half (47%) of leaders place themselves at the capable stage. In
contrast, two-thirds of laggards say employee communications in their
organization is at the developing (54%) or undeveloped (10%) stage.

Which stage of development best describes
your organization's employee communications?

Leading 0%
— 109 <
4%
e —— 30% 1
[0)
Capable 32%
I — 47% <
oot 53%
PevEloPind 10%
11%
Undeveloped - 3%
| | | | | | |
0 10 20 30 40 50 60

Communication laggards B Communication leaders

Editor’s note: The category definitions are explained in the HRRI employee communication maturity
model illustrated on page 10.

Ninein 10 leaders areatthe =
. capable stage or above
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HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Move from ad-hoc to structured communication with defined policies.
Develop multi-directional communication channels for better information flow.
Implement basic metrics to measure communication effectiveness.

Provide training on diverse communication skills and tools.

Foster a mindset of ongoing enhancement in communication practices.
Integrate communication strategies with broader business objectives.

Study and adopt best practices from communication leaders for improvement.

A
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The Surprisingly Higher Effectiveness
of Employee Collaboration

Finding: A majority of organizations rate
their employees highly on collaboration

When we crafted our survey, we anticipated that we would see similar
proportions of respondents say that communication and collaboration
are effective in their organizations. We were wrong on that score.

In fact, at 62%, respondents are about twice as likely to say their
employees collaborate effectively!

We are not sure what to make of this. We did find, as you'll see, that
organizations with better communication also tend to be better at
collaboration. So, there is a relationship between the two, as expected.
But our study nonetheless indicates that organizations tend to be much
better at collaboration than communication.

One possible reason for the difference is that many respondents may
associate communication with managerial actions and collaboration
with the actions of all employees (perhaps particularly non-managers).
This is, the criticism of employee communication might be an implied
criticism of leadership communication.

The next time we carry out this research, we will try to tease out if
there’s anything to this hypothesis.

Whatever the cause, this relatively high effectiveness is good news.
Effective collaboration is the foundation of much of today’s work
practices. The findings are especially encouraging given the fact that
remote or hybrid work arrangements still prevail in many organizations.
It appears that digital collaboration tools are working to ameliorate at
least some of the issues caused by a reduction in the in-person work
interactions.
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In your opinion, how effectively do employees in your
organization collaborate?

Very effective QU <
Effective 53% et
Neither effective hor 229%
ineffective
Ineffective 14%
Very ineffective 1%
| | | | | | |
0 10 20 30 40 50 60

Three-fifths give high marks to the
effectiveness of employee collaboration

m.com HR.com’s State of Employee Communications and Collaboration 2024 -25 www.hr.com | 877-472-6648 | copyright © HR.com 2024



2%
hrresearch

INSTITUTE

pngey ywepmmeweall  inding: Nine in 10 leader organizations say
their employees collaborate effectively/very
effectively

A chi-square test of
independence shows that
communication leaders are

ISig”iﬁZantly fmore IikIer e In addition to effective communication, leaders also report better
ag?” ° to_ Sa¥ R employee collaboration with nine in 10 saying employee collaboration in
their organizations collaborate ) o ] ) )
: . their organizations is effective (65%) or very effective (25%). In contrast,
effectively/very effectively. . . .
just half of laggards report effective (48%) and very effective (2%)

employee collaboration.

In your opinion, how effectively do employees in your
organization collaborate?

90%
Effective or very
effective
50%
0 20 40 60 80 100
B Communication leaders Communication laggards

Note: By effective, we mean able to achieve important business goals.
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The State of Communication Skills

Finding: Active listening, clarity, and
purpose orientation are the most beneficial
skills for leaders

We asked respondents to indicate the three most critical
communication capabilities for today’s managers. Three options are
chosen by at least half of the respondents: active listening (62%),
providing clarity in communication (56%), and purposeful, goal-oriented
communication (50%).

Many leaders tend to “tell” rather than seek employees' thoughts

and listen to employees. A balance between the two builds employee
trust, engagement, and commitment. Since employees are the

largest “receivers” of information, they are often in the best position

to provide feedback on where communication gaps occur. Similarly,
communications that incorporate your organization’s purpose (not what
you do, but why you do it) can impact employee engagement and, in
turn, several business outcomes.

In your opinion, which three communication capabilities most benefit today's managers?

WRecom

listening 62%
communication 56%
goal-oriented communication
Maintain consistent _ 0
communication 41%
Ensure timely communication _ 37%
Identify and remove _ 32%
communication barriers
Demonstrate ethical - 11%
communication °
Deliver inspirational . 8%
communication
| | | | | | | |
0 10 20 30 40 50 60 70
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Finding: Most managers are not
well-trained in communication skills

One of the reasons a low percentage of respondents say their
organizations are not very effective at communication may be due to
the skills of leaders/managers themselves. While slightly better than
our 2022 data on employee communication, only 35% agree/strongly
agree that their managers are well-trained in key communication skills.
Looking across specific skill areas, however, around 50% of respondents
agree/strongly agree that their managers are good at communicating
with direct reports and keeping their employees informed about
important organizational decisions. Conversely, respondents feel less
than half of their managers actively listen to their direct reports and/or
have access to good metrics.

We observe from the previous finding that the respondents feel “active
listening” is the single most important leadership communication
capability. There appears to be a large gap between the importance of
this skill and managerial proficiency. Developing communication skills
falls on the shoulders of HR. It can take both time and practice. There
are also unique aspects to remote, video-based communications that
may need to be mastered, especially non-verbal communication. And
it would be a mistake to think the need for effective communication

resides only with managers. Every employee needs a certain level of
proficiency.
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Managers in your organization:

I 28%

have access to good T 19%
communication metrics 2
e 49%

I 9
listen actively to their 47%
- ) 24%

direct reports
| 28%
keep direct reports | 46%
informed aboutimportant | 25%
organizational issues I 28%
o D 61%
are good at communicating 22%
with their supervisors e

" E— 16%
o 52%
are good at communicating 1 26%
with direct reports S 21%
- | 35%

are well-trained in key 0
communication skills I 23%
I 40%

| | | | | | | |

0 10 20 30 40 50 60 70

[ Strongly agree/agree " Neither agree not disagree | Strongly disagree/disagree

Editor’s note: the numbers don't add up to 100% due to rounding.
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Finding: Managers in leader organizations
have better communication skills than their
A chi-square test of laggard counterparts

independence shows that

communication leaders
are significantly more likely Over three-fourths of respondents from leader organizations agree/

than laggards to agree/ strongly agree that their managers are good at communicating with
strongly agree that their their supervisors (92%), are good at communicating with their direct
managers are adept at all reports (83%), and keep direct reports informed about important
listed communication-related organizational issues (79%), compared to under half of laggards who
activities/competencies. say the same.

Results of Chi-square test

This is related to the better training that leaders provide, with
respondents from leader organizations over thrice as likely as laggards
to say managers are well trained in key communication skills (66% vs.
20%). However, the largest gap is in access to communication metrics
with managers in leader organizations over four times more likely

than laggards to have access to good communication metrics (59%
vs. 14%). This likely helps leaders better benchmark and improve their
communication initiatives.

Managers in your organization: (% responding "agree" or "strongly agree")

are good at communicating I 90%

with their supervisors 48%

83%

are good at communicating
39%

with direct reports

keep direct reports informed
about important
organizational issues

|
| 80%
are well-trained in key  ENREEENNN——— 70%
I
I

32%
communication skills 20%

68%
36%

listen actively to their
direct reports

have access to good 59%
communication metrics 14%
| | | | | |
0 20 40 60 80 100
B Communication leaders Communication laggards
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HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Promote active listening skills training to improve engagement and understanding among
managers.

Prioritize comprehensive training in key communication skills to empower employees and
foster clearer exchanges.

Emphasize the importance of keeping direct reports well-informed about organizational
matters to build trust and alignment.

|

N A
[
\
i
|

4 |
N <
.

e - T
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Measuring the Impact of Employee
Communication

Finding: Most organizations do a poor
job of measuring the impact of employee
communications

Despite the overall importance of employee communications,
organizations do a poor job of determining its impact. Three in 10
respondents say their organization successfully measures employee
communication to a low degree, very low degree, or not at all. On the
other end of the spectrum, only one in four say they successfully
measure employee engagement to a high or very high degree. Most
(41%) are in the moderate range. Given the time and effort employees
and their organizations put into employee communication, it is
disappointing that very few organizations do a decent job of measuring
its impact. As we see in later sections, various communication
metrics exist and are relatively easy to incorporate into your employee
communication efforts.

Measurement is not the end goal of employee communication efforts.
At a granular level, it can tell you which specific message or information
is receiving attention and having an effect on behaviors. At a more
macro level, it can demonstrate a relationship between communication
and other talent management initiatives such as improved engagement,
retention, and performance. Above all, measurement serves as the
starting point for improving your communication approach and
identifies gaps in your approach to employee communication.
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To what degree does your organization successfully measure
employee communication?
Very high . 8% <
High - 16% 4 ..........
Very low or not at all - 13%
| | | | | |
0 10 20 30 40 50

Only 24% successfully measure employee
. communications to a high/very high degree
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Results of Chi-square test Finding: Almost three-fifths of
communication leaders successfully
measure employee communication

A chi-square test of
independence shows that
communication leaders

are significantly more likely Communication leaders also excel at measuring employee
han | h . . . . .
than a.ggards to.sayt i communication, with almost three-fifths (58%) saying their success in
have high/very high success . L .

measuring employee communication is high (38%) or very high (20%). In

in measuring employee ; . ; .
communication. contrast, just 3% of laggards say they have high success in measuring

employee communication.

To what degree does your organization successfully measure
employee communication?

58%

High or very high
3% <

0 10 20 30 40 50 60

B Communication leaders Communication laggards

Just 3% of laggards are successful in measurlng
employee communicaton

HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Implement feedback mechanisms like suggestion boxes or digital platforms to gather real-time
input on communication practices.

Regularly conduct surveys to gauge employee satisfaction with communication clarity, frequency,
and effectiveness.

Establish and track key metrics such as response times to inquiries, meeting attendance, and
engagement with internal communication platforms.
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Finding: The most commonly used measure
of employee communication success is the
percentage of employees who engage with
content

We asked those respondents who measure the success of their
organization’'s employee communication efforts to choose the methods
they use. “Engagement with content” was the most frequently used
metric, cited by 27% of respondents. Another 23% look at retention/
turnover rate, and 23% measure actual behavior change.

The metrics in our research fall into two categories: reach and impact.
“Reach” pertains to getting the right communications out to the right
audiences (e.g. content engagement, number of employees reached)
while “impact” looks at the results of the communication. (e.g., behavior
change, engagement). Both are important. We can safely assume

that without reach, the impact would be far lower. Therefore, if your
organization does develop a measurement strategy, it may be wise to
correlate communication-reach metrics with communication-impact
metrics to see if patterns can be established and/or causation inferred.

Of the nine metrics we did include in our study, all but one (engagement
with content) are used by one-quarter of organizations or less. And
it turns out that just over one in three respondents say they do not

measure communication effectiveness at all!
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How does your organization measure the success of employee
communication efforts? (select all that apply)
(e.g., % engaged with message)
Retention/turnover rates _ 23%
Number of employees reached _ 21%
Key performance indicators _ 19%
Net promoter scores _ 17%
(or other survey data)
Usage rates for different 15%
communication channels
Online analytics - 10%
(e.g., open rates)
Sentiment analysis (e.g., text - 8%
analysis to gauge emotions)
—— B
I I I I I I I I I
0 5 10 15 20 25 30 35 40

. Over one in three organizations do not measure
. the impact of employee communications
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Employee Communications and the
Role of HR

Finding: Half of the organizations do not have
a formal position for internal communication

As we will discuss below, multiple functions are involved in employee
communications. The question we address here is whether there is a
formal person or department responsible for internal communications.
Respondents were equally divided. Forty-six percent of respondents claim
they have a formal position in place for internal communications and 50%
do not. Another 4% say they do not know.

By Organization Size

Larger organizations are more likely to have a department and/or position
responsible for internal/employee communications (60%), compared to
mid-size (45%) and smaller organizations (30%).

Does your organization have a department and/or position
responsible for internal/employee communications?

Don't know (4%)

No (50%) Yes (46%)
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Results of Chi-square test Finding: Communication leaders are

significantly more likely than laggards
o squere s of to have a department and/or position
independence shows that : )
communication leaders are responsible for internal/employee
significantly more likely than . .
laggards to have a department communications
and/or position responsible
for internal/employee Another way that communication leaders distinguish themselves
communications. is by having a dedicated department and/or position responsible

for internal/employee communications. In fact, over three-fifths of
communication leaders report having such an arrangement compared
to under two-fifths of the laggards. This ensures better accountability
and showcases the strategic importance of communication in leader
organizations.

Does your organization have a department and/or position responsible for
internal/employee communications? (% responding "yes")

62%

39%

0 10 20 30 40 50 60 70

B Communication leaders Communication laggards
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Finding: A majority of organizations have a
collaborative relationship between HR and
internal communication functions

When respondents say they have a separate position for internal
communication, they are generally referring to a communication
specialist. For those organizations that have a specialist, 35% say the
function sits within HR. However, regardless of where the function

sits, close coordination is essential. Forty percent of respondents say
they collaborate with their internal communication person or team as
needed or periodically. Eleven percent say HR is a business partner with
Internal Communications.

Which of the following best describes the relationship between the HR and
the internal communications (IC) departments in your organization?
(select the one that best applies)

The IC function sits with HR,

[0)
being integral to our operations 35%
We collaborate with o
IC as needed 33%
We are business partners 11%
We collaborate with IC 7%
on a periodic basis
IC serves as a support 4%
function to HR
We collaborate with IC on 1%
crisis communications only

7% < :
We do not work together - 0

Only 7% say HR does not collaborate with the
. IC function
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Finding: A large share of organizations say
their HR collaborates frequently with the IC
function

Organizations with an internal communication function have a high
degree of collaboration with HR. Forty-five percent of respondents say
HR collaborates with the internal communication function weekly or
daily. Another 26% do so monthly. As we present in the finding below,
even if HR is not primarily responsible for internal communication,
many of the initiatives they engage in daily require accurate and
frequent communication.

By Organization Size

HR in larger organizations (90%) collaborate more frequently with IC
(i.e., monthly or more frequently) compared to mid-size (59%) and
smaller organizations (50%).

Approximately how often does HR collaborate with IC?
(select the one that best applies)

Daily basis 12%
Weekly basis 33%
Monthly basis 26%
Several times a year 24%
Never 2%
| | | | | | | |
0 5 10 15 20 25 30 35
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Finding: Senior HR executives work more
frequently with internal communications

Fifty-six percent of respondents state that senior HR leaders are the HR
professionals most often working with internal communications. These
positions include the CHRO (chosen by 10% of respondents), VP of HR
(18%), and Director of HR (28%). This reflects the importance HR places
on internal communication.

In your HR department, who most often works with IC?
(select the one that best applies)

Vice President of HR _ 18%
HR line manager(s) _ 13%
HR specialist(s) - 10%
Chief Human 10%
Resource Officer
HR team lead(s) - >%
| | | | | | |
0 5 10 15 20 25 30
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Finding: HR plays a key role in employee
communications

Nearly half (44%) report that HR plays a key role to a high or very high
degree regarding employee communications. Another 32% says HR
plays a moderate role, while only 5% say HR has little or no role. While
it is clear that HR plays an important role in communication, it is likely
a shared process between employees, leaders, HR, marketing, internal
communication specialists, and others.

To what degree does HR play a role in employee communications
in your organization?

18%

0 20 40 60 80 100

B Very low or no degree Lowdegree [l Moderatedegree [ Highdegree [l Very high degree
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Results of Chi-square test Finding: HR department in leader
A chi-square test of organizations is more involved in employee
independence shows that commun icatiOnS

communication leaders are

significantly more likely than

laggards to say HR plays a
high/very high degree of role in employee communications to a high (30%) or very high (36%) degree.

HR departments in leader organizations are more likely to be involved

in employee communication in In contrast, under two-fifths of respondents from laggard organizations
their organization. say HR is involved in employee communication to the same degree.

To what degree does HR play a role in employee communications
in your organization?

66%
High or very high
degree
36%
0 10 20 30 40 50 60 70
B Communication leaders Communication laggards

HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Offer training sessions to HR on effective communication skills and tools to empower
employees and managers alike.

Ensure HR collaborates with leadership to develop and communicate clear policies on internal
communication practices.
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Finding: HR is most likely to engage in
benefits communication

To get a better idea of HR's specific role in employee communication,
we asked which types of communication HR has primary responsibility
for or where it plays a considerable governance role. As expected,

HR plays a stronger role in those areas more directly related to talent
management processes. These include benefits communications (88%),
culture-related communications (57%), diversity, equity and inclusion
(49%), and others.

Respondents place a lesser role in areas where accountability lies
elsewhere and/or is shared in some manner. Examples here include
crisis communication (46%) and change management communications
(47%). Larger organizations may have communication experts on board

who “own” key internal and external communications.
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For which of the following types of employee communications is HR
responsible and/or has considerable governance over?
(select all that apply)

88%

Benefits communications
57%

Culture-related communications
49%

Diversity, equity and inclusion
communications
47%

Change management
communications
46%

Crises communications
43%

Leadership communications
40%

Communications via company
news/updates
37%

Feedback about direct
managers/supervisors

34%

Bottom-up communications
from employees
24%

Corporate social responsibility
100

communications
80

o_
N
o
AN
o
(o))
o
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Communication Channels: Uses and
Effectiveness

Finding: E-mail remains the most widely
used and most effective means of
communications

Highly effective communication sits at the intersection of what
the message is and how it is distributed. The “how” is all about
communication channels. The number of ways we can receive
information has exploded, thanks to this digital era.

We asked respondents to indicate the communication channels they
use from a list of thirteen. By a landslide, e-mail remains at the top of
the list, chosen by 86% of respondents. Email has been a widely used
channel in business since the 1990s. E-malil is a relatively easy-to-
use channel, can reach the entire workforce, and allows for timely use
across an array of interactions.

That said, e-mail is being replaced and/or augmented by a variety of
other corporate channels such as chat, instant messaging, and other
SMS (58%), video communications (42%), and meetings, virtual or
otherwise (53%). About one in three still cite the phone as one of the
most widely used means of communication. But we should also note
that only (22%) rely on collaboration/project management tools.

In short, organizations have many channels from which to choose. The
tough part can be deciding which ones best match the information
being conveyed. This depends on a range of factors, such as employee
preferences, communication objectives, global reach, the sensitivity

of the information, required length and style, availability of technology,
timeliness, built-in feedback options, budgets, and more.
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What are the most widely used means of employee communication
in your organization? (select all that apply)

Group meetings (virtual and/or
i physica location) 66°%
apps, and/or SMS 58%
Company-wide meetings (virtual
and/or in physical location) _ 53%
Video communications
g, zoom N 42%
Newsletters (internal) _ 39%
Document sharing/storage _ 38%
(e.g., Google Drive)
Surveys and/or polls _ 36%
Digital portals and/or intrest _ 36%
Company handbook _ 35%
Collaboration and/or project
management tools (e.g., Slack) - 22%
Internal social networking site(s) - 13%
| | | | | |
0 20 40 60 80 100
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Finding: There are large gaps between
usage and perceived effectiveness of
various means of communications

In the finding above, we asked participants to indicate what
communication methods they used in their organization. However,
frequent use does not always imply effectiveness. In the chart below,
we observe the perceived effectiveness of these communication
methods. The good news is that, for the most part, those methods that
are widely used are also perceived as the most effective. For example,
email, the most widely used communication channel (86%), is also
rated as the most effective at helping the organization reach its primary
communication objectives, chosen by 52% of respondents. Similar
matches between frequency and effectiveness are present for other
highly used communication methods including group meetings, chat,
instant messaging, apps, and other forms of SMS.

But, we also see large discrepancies between high usage and perceived
effectiveness. One of the largest is in the area of chat, where 68% say

it is widely used but only 24% deem it as among the most effective
approaches at helping organizations achieve their primary goals. We
see similar discrepancies across a range of other areas.
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Means of employee communications: Use vs. Effectiveness

- | 0
Email - —— 25%
Group meetings (virtual and/or . 662/0
in physical |ocation) ] 48%
Company-wide meetings (virtual 53%
and/or in physical location) 36%
Video communications I 42%
(e.g., Zoom) [ 24%
0,
Chat, instant messaging i — 680/0
apps, and/or SMS T 24%
0,
Document sharing/storage *:’g(;"
(e.g., Google Drive) 0
— 34%
Phone calls pos 17%
I 36%
Digital portals and/or intranet gy 13%
| 36%
Surveys and/or polls . 13%
— 39%
Newsletters (internals) 13%
] 35%
Company handbook s 12%
. . 22%
Collaboration and/or project 0%
management tools (e.g., Slack) 0
Internal social networking 143;/"
site(s) 0
| | | | | |
0 20 40 60 80 100

[ Use I Effectiveness

Editors note: The question about the effectiveness of communication methods was phrased in the following way:
"Which of these are most effective at helping your organization achieve its primary objectives?”
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HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Encourage the increased use of highly effective tools to ensure broad and impactful
communication.

Promote the use of collaboration and project management tools like Slack and digital portals
to facilitate efficient teamwork and information sharing.

Implement a multi-channel communication strategy that combines email, newsletters, digital
portals, and video communications to reach diverse employee preferences and needs.

Ensure that company handbooks and internal social networking sites are regularly updated
and easily accessible to provide clear guidelines and foster community engagement.
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Collaboration: Barriers and Best
Practices

Finding: Competing priorities are the
biggest barriers to collaboration

As we discussed earlier in the report, 62% of respondents say their
organizations are either effective or very effective at collaboration.
What are the barriers to those organizations whose collaboration efforts
are far less impactful? We asked respondents to list the top hurdles to
effective collaboration in their organizations. Fifty-eight percent chose
competing priorities as the biggest barrier (58%), followed by unclear
goals/objectives (48%), and a lack of trust in leaders/managers (45%).

While collaboration can lead to better business decisions and greater
levels of innovation, it can take more time. When employees and their
leaders often struggle to handle their daily workloads, it becomes

easy to fall into the trap of “I can do this more quickly and with better
outcomes myself” While this may be the case in some situations,

it can be disastrous in others. Leaders who cannot be trusted may
make employees unenthusiastic about sharing ideas, hamper overall
initiative, and limit open communication. One possible consideration

is that mistrust is less dependent on employees than it is on leaders. If
leaders consistently demonstrate high levels of trust in their employees,
employees are more likely to trust their leaders.
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What are the main hurdles to effect collaboration in your organization?
(select all that apply)

Lack of trust in o
cadersimanagers R 5%
Communication problems _ 38%
Limited resources or support _ 36%
Organization is too siloed _ 33%
Lack of trust in coworkers _ 30%
Lack of effective technologies - 17%
Cultural differences - 15%
across teams
Time zone issues 0
11%
(for remote teams)
We have no hurdles I 2%
| | | | | | |
0 10 20 30 40 50 60
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Finding: Trust and respect among team
members foster collaboration in a majority
of organizations

Sixty percent of respondents say that trust and mutual respect are the
most important factors in boosting collaboration. Just as distrust in
leadership is a barrier to collaboration, trust in team members plays a
role in building stronger collaboration. High-performing teams do not
leave collaboration to chance. They tend to keep their team members

in the loop and share credit. They also don't wait to handle conflict,
believing that civil disagreements make them better. Other factors

that play a role in building collaboration, chosen by over 40% of the
respondents, include building a culture of collaboration and teamwork,
regular team meetings for updates and feedback, and strong leadership

direction.
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Of the items below, which five are most helpful in making employee
collaboration effective in your organization?

Trust and mutual respect
among team members

A culture of collaboration
and teamwork

Regular team meetings for
updates and feedback

Strong leadership and
direction from management

Alignment with organizational
goals and values

Supportive and inclusive
work environment 36%
Clearly defined roles
and responsibilities

Flexibility and adaptability
to changing circumstances

36%

32%

Effective use of

32%
technologies and tools °

Clear communication 32%

channels and protocols
Opportunities for professional 22%
development and skill
Recognition and rewards for 20%
team achievements

w
N
>

o —
_‘_
o
N
o

30 40 50 60

Creating a culture of collaboration is one of the
- most helpful practices for effective collaboration
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The Role of Al in Employee
Communication and Collaboration

Finding: Al application in employee
communication is still nascent

In the evolving landscape of workplace dynamics, the integration of
artificial intelligence (Al) into employee communication represents the
opportunity for substantial transformation. Al technologies, such as
chatbots, natural language processing (NLP), and machine learning
algorithms, are on the cusp of playing a significant role in enhancing
the efficiency, accuracy, and effectiveness of communication within
organizations.

Yet, our research shows the adoption of Al for employee communication
is progressing at a snail’s pace. Sixty-five percent of respondents either
say their organizations are not using Al or don't know if they are doing
so. Furthermore, out of a list of eight possible applications, not even
one is in use by more than 16% of our sample. For example, only one in
ten use chatbots, an excellent application for providing employees with
information on everything from benefits to just-in-time training tips.
Given the rapid pace of Al in multiple business and HR processes, we
expect usage to increase quickly in the coming years.

- |l — i W ; : = M [N
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How is artificial intelligence being used to enhance employee
communication in your organization? (select all that apply)

Analyze feedback from -
employees (e.g., surveys, emails) 16%
Summarizations of -
meetings or emails 13%
Automate the sending -
of routine communications 13%
Use Al-powered translations -
for global messages 10%
Use chatbots to provide employees -
with information/support 10%
Leverage voice-to-text - 0
(or vice versa) messages 10%
Tailor information to match - .
personal preferences of employees 7%
Connect employees based o
. 4%
on common interests
Don’t know 10% <
——______E
| | | | | | |
0 10 20 30 40 50 60

Close to two out of three organizations either do not use
- Al for communications or do not know if they do so
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Finding: Al's use In collaboration is also in
the early stages

As with using Al for communications, using it for collaboration remains
far from mainstream. Seventy-four percent of respondents indicate that
their organizations are not using Al for collaboration or do not know if
they are doing so.

By streamlining communication, improving project management/
innovation initiatives, and fostering a more connected and engaged
workforce, Al technologies have the potential to make it far easier
for employees to collaborate, especially in hybrid or remote work
arrangements. Yet despite the potential, only 16% use Al to facilitate
knowledge sharing, and just 9% appear to use Al to establish virtual
workplaces where employees can work together to collaborate on
complex projects.

How is artificial intelligence being used to enhance collaboration in
your organization? (select all that apply)

Facilitate knowledge 16%

sharing

Improve collaboration/project
management tools 15%
Enhance project management 11%
Help create virtual workspaces 9%
Predict team dynamics 6%
Don't know 15%
None of the above 59%
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Employee Communication and
Organizational Performance

Finding: Employees are only moderately
knowledgeable at best about key aspects of
their business

Effective employee communication starts with employees
understanding their business. Without this knowledge, communication
will have limited value. As shown in the chart below, we asked
respondents to indicate the degree to which the employees are
knowledgeable in four crucial areas. Less than half rate their employees
as very/extremely knowledgeable in three of the four areas: mission/
values, and vision (46%), key goals/objectives (34%), and current
business status (33%).

Knowledge was significantly higher for products/services (65%). A low

percentage of respondents say their employees are not knowledgeable
or only slightly knowledgeable in the four areas.

How knowlegable are employees about the following in your organization?

I 33%
Current business 59%
status ] 6%

S 65%

Products and 33%
services 0%
I 34%
iecti 59%
Key goals/objectives %
Organization’s 46%
mission, values 48%
and vision 6%
| | | | | | | |
0 10 20 30 40 50 60 70
I Very or extremely Slightly or moderately M Notatall
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Results of Chi-square test Finding: Employees in leader organizations
_ are very/extremely knowledgeable about
A chi-square test of . . . .
independence shows that key organizational knowledge/information

communication leaders

are significantly more likely
than laggards to say their
employee are very/extremely
knowledgeable about all listed
organizational knowledge/
information.

Good employee communication means important information reaches
employees and allows them to understand and incorporate it into
their work. Communication leaders seem to be on track in achieving
this goal with eight in 10 saying employees in their organizations are
very/extremely knowledgeable about products and services and the
organization’s mission and values.

In contrast, under a third of laggards say employees in their
organizations are as knowledgeable about their organization’s mission
and values. This could mean that employees in these organizations
lack purpose and strategic direction. Further, leaders are thrice as

likely as laggards to say employees know the key goals/objectives of
the organization (62% vs. 21%) to a high degree. This again points to
communication gaps that may lead to business failure due to disjointed
employee efforts in laggard organizations.

How knowledgeable are employees about the following in your organization?
(% responding "very" or "extremely")

I 83%

58%

Products and services

Organization’s mission, _ 79%

val nd vision
alue and visio 30%

] 62%

Key goals/objectives 21%

0,
Current business I NN 58%

status 22%

I I I I I I
0 20 40 60 80 100

B Communication leaders Communication laggards
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HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Increase communication about products and services to enhance employee understanding
and customer engagement.

Promote clear communication of key goals and objectives to ensure all employees understand
their roles in achieving company objectives.

Improve communication of current business status to keep employees informed and aligned
with organizational developments.
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Finding: Employee communication has a
significant impact across several areas

We asked respondents to indicate the impact employee communication
has on five key areas. In all listed areas, the majority agree or strongly
agree that communications have had a positive impact. AlImost three-
quarters agree or strongly agree that employee communications

have a positive impact on employee engagement. The same is true

for the overall employee experience. And, just over two-thirds agree/
strongly agree that actual business results were positively impacted.
On average, less than one in ten feel their employee communications
efforts have little payoff.

In your organization, employee communications have a positive impact

Employee
engagement

Employee
experience

Employee
retention

Employer brand

Overall business
results

I

I
I
I

I

e
- 28%
I

I
I

I
I —
I

on the following:
9%

L 14%

17%

9%
74%
16%

14%
58%

12%
61%
27%

11%
67%
22%

I I I I I I I I
10 20 30 40 50 60 70 80

| Disagree/Strongly disagree | Agree/Strongly agree

[ Don't Know/Neither agree nor disagree
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Finding: Nine in 10 communication leaders
report a positive impact of employee
A chi-square test of communications on employee engagement

independence shows that .
communication leaders and overall business results
are significantly more likely
than laggards to agree/
strongly agree that employee
communication has a positive
impact on all listed outcomes.

Results of Chi-square test

The litmus test of effective employee communications is whether it
is able to bring about tangible improvements to employee attitudes
and business-related outcomes. Leader organizations seem to
have achieved the required results when it comes to employee
communication, with the majority reporting positive outcomes of
employee communication on employee engagement (91%), overall
business results (90%), employee experience (89%), employer brand
(79%), and employee retention (68%).

In contrast, the biggest positive impact of employee communication
in laggard organizations is on employee experience (68%) and
engagement (66%).

In your organization, employee communications have a positive impact on
the following: (% responding "agree" or "strongly agree")

Employee engagement

I 1%
66%
]

90%

Overall business results 599,

89%

Employee experience 68%

Employer brand 54%

]
] 79%
]

68%
53%

I I I I I
0 20 40 60 80 100

B Communication leaders Communication laggards

Employee retention
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HRRI Strategic Recommendations

Based on our research, please consider the following suggestions:

Increase communication efforts to enhance employee engagement, including sharing
successes, challenges, and opportunities for involvement.

Implement regular feedback mechanisms to gauge employee sentiment and adjust
communication strategies accordingly.
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Maximize the effectiveness of a multi-channel approach to
Key communication. The best channel depends on several variables, including
Takeaway the audience, the type of message, the location and size of the intended

audience, and the need for urgency. Gone are the days when one size fits
all. Consider using an omnichannel, allowing you to communicate content
across multiple channels in a planful way. There are several software
applications that can guide you in choosing the best channels and
delivering the content automatically.

K Bolster workforce communication skills. Like all skills, it takes training
ey

and practice over time. In this report, participants revealed that less than
Takeaway

a third of their senior leaders are well-trained in communication skills

leaving substantial room for improvement. And, it's not just leaders who
need training. A recent study revealed that communication is the top of
the list as the most in-demand skill, for two years running. The ability

to influence, empathize, actively listen, pick non-verbal cues, express
with clarity and conciseness, and use the right tone are some skills that
today’'s employees must master.

Use both lead and lag metrics when it comes to communication. Only
one in four survey respondents feel they successfully measure the
impact of employee communication to a high/very high degree, which is
hardly commensurate with the time and energy organizations and their

Key
Takeaway

employees spend communicating. There are two broad categories of
metrics to consider which are highly dependent on the channels you are
using. The first is “lead metrics” which look at employee engagement
with communications. If employees are not engaging and digesting
communications in the first place, it is unreasonable to assume change
will take place.

The second category is “lag measures” which look at the intended
outcomes of your communications. For example, downloading a set of
new IT security measures does not automatically translate into fewer
security breaches. Similarly, a CEO preaching a new set of company
values does not mean employees will “live” these values through their
behaviors.
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Maximize the use of technology to enhance impact. Like almost
every other HR process, there are a growing number of applications/
technologies that can increase the impact and efficiency of your
communication and collaboration efforts. E-mail and SMS play a
central role in communications. Due to the rise of remote work in
part, video conference platforms like Zoom or Teams have become
ubiquitous. Other examples include websites, internal webinars,
video streaming, and collaboration software. In this latter category,
applications enable users to structure and schedule tasks, share
documents, and communicate about project progress and task
completion.

In selecting communication applications for your organization, look at
factors like ease of use, scalability, security, mobile device access, and
the ability to integrate and/or your CRM systems. Some applications
serve a specific purpose while others include several applications
rolled into one. On a final note, while these technologies make
communications more efficient, you need to be cautious of the volume
of communications employees are dealing with.

Establish strong partnerships. While HR plays a strong role in
employee communication, especially for areas that relate to HR
policies and initiatives, they are not the only function involved. It

is a function that crosses various roles, requiring strong degrees

of collaboration. Some organizations have a dedicated internal
communications team where HR is a close contact on a daily or weekly
basis. Marketing is another function that can be a valuable resource
for internal communications. Many of the technologies and practices
that are used to communicate with external customers are equally
applicable to internal customers (employees). Given the importance
of internal communication, we believe that organizations can greatly
benefit from developing a strategic plan involving all key players to
establish clear accountabilities, help select communication tools/
applications, and spend time looking at the effectiveness of their
communication efforts.
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Prepare for the future role of Al. Our research shows that the adoption
of Al for either communication and collaboration is low or non-existent.
However, the potential for improving employee communication and
collaboration through Al could be enormous. You might want to start by
looking for the ways Al is being integrated into existing communication
tools. For example, video-meeting tools increasingly integrate Al in order
to automatically record, take notes on, and even summarize meetings.
While the use of Al will not solve all communications/collaboration
inefficiencies, it can certainly help in several related areas such as:

reducing wasted time on information searches

e increasing employees’ engagement with content by personalizing
e working smarter with better data and automation
e making collaboration from anywhere in the world easier

e creating custom messages faster
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