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Communicating problems to others

Wher

problems to solve. Doing this often requires communication between one or more

departments, both internal and external to

How we communicate an issue or a pro
of response
communicate an issue to another and the quality of their response to get the issue
or problem resolved.

email, clarity in describing what the key issues are, along with the action you want are key.

Virtual communication

Virtual communication has different challenges th

unable to read the body language of the recepient, guage their mood, or easily communicate the tone

context behind what we are saying. I

audio cues we would normally get in a

When we want to communicate an issue or a problem virtually

get our message across.

 Keep your approach polite and neutral

 Focus on the facts rather than the emotion

 Simple language with no

are 100% sure the receiver knows the jargon)

 The message is communicated with the

number of words without losing the message

 Whilst friendly and polite it does not use

sarcasm, or jokes to make a point (unl

really know the recipient very

 Keeping complex, in-depth information

separate from the key communication

message

Here is a format you might want to try out

1. Who: The client

2. What: What is the problem

3. Why: Why there is a problem

4. How: How you want this resolved in terms of action points

5. When: time frame of resolution and time frame you need to be contacted by
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Communicating problems to others virtually

Wherever we have clients or prospects there are bound to be issues to resolve and

problems to solve. Doing this often requires communication between one or more

departments, both internal and external to our organisation.

How we communicate an issue or a problem to another
of response we get back. There is a strong relationship between how we
communicate an issue to another and the quality of their response to get the issue
or problem resolved. Whether we are communicating via a CR

clarity in describing what the key issues are, along with the action you want are key.

ation has different challenges than when we speak to people face to face.

read the body language of the recepient, guage their mood, or easily communicate the tone

behind what we are saying. In short, virtual communication doesn’t allow for all the visual, sensing and

cues we would normally get in a person to person experience.

When we want to communicate an issue or a problem virtually, we need to follow some simple rules to help us

Keep your approach polite and neutral

Focus on the facts rather than the emotion

jargon (unless you

are 100% sure the receiver knows the jargon)

The message is communicated with the least

words without losing the message

Whilst friendly and polite it does not use

sarcasm, or jokes to make a point (unless you

lly know the recipient very well)

depth information

m the key communication

 Being too friendly or terse

 Choosing “loaded

convey your frustration

 Using words that are not very specif

measurable or observable

 Using lots of words and

unclear as to what you want from them, or

what your point is

 Using jokes or sarcasm which can

misunderstood by the receiver

 Putting the bulk of the information up front in

the email and not as attachments or

end

Here is a format you might want to try out to help you prepare your message:-

: What is the problem or issue?

Why there is a problem or issue

How you want this resolved in terms of action points

time frame of resolution and time frame you need to be contacted by
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ever we have clients or prospects there are bound to be issues to resolve and

problems to solve. Doing this often requires communication between one or more

organisation.

to another will determin the quality
get back. There is a strong relationship between how we

communicate an issue to another and the quality of their response to get the issue
Whether we are communicating via a CRM system or via

clarity in describing what the key issues are, along with the action you want are key.

when we speak to people face to face. For a start we are

read the body language of the recepient, guage their mood, or easily communicate the tone and

w for all the visual, sensing and

we need to follow some simple rules to help us

Being too friendly or terse

loaded” emotional words that

convey your frustration

Using words that are not very specific,

measurable or observable

Using lots of words and leaving the receiver

clear as to what you want from them, or

what your point is

Using jokes or sarcasm which can (will) be

misunderstood by the receiver

Putting the bulk of the information up front in

the email and not as attachments or at the

time frame of resolution and time frame you need to be contacted by
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For example

The Client: Oakbridge Financial

Problem: Client has received double invoices and credit notes

Why this is a problem: They want to renew their

Action:

1) Can you send me a copy of the invoices and credit notes

2) Find out what caused the duplication?

Time frame: can you come back to me by lunch time Thursday

This can be turned into a friendly email or entered onto a CRM system. An email

expecting to receive requests might look like this:

________________________________________________________________________________________

Subject Heading: Oakbridge Financial

Hi Fred

Oakbridge Financial has received

This is a problem because they want to renew their

owe

Can you

1) email me copies of the invoices and credit notes

2) find out why two sets were sent

This needs to be done by Thursday

Come back to me if you have any questions

Many thanks

Sam Smith
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Client has received double invoices and credit notes

They want to renew their maintenance contract but they don’t know how much they owe

Can you send me a copy of the invoices and credit notes?

Find out what caused the duplication?

can you come back to me by lunch time Thursday 25th of Feb?

This can be turned into a friendly email or entered onto a CRM system. An email to an internal department

might look like this:-

________________________________________________________________________________________

Oakbridge Financial, response needed by noon Thursday 25th

has received two sets of invoices and credit notes of differing amounts.

want to renew their maintenance contract but they don’t know how much they

of the invoices and credit notes?

were sent?

This needs to be done by Thursday (25th) lunchtime at the latest.

Come back to me if you have any questions or problems. I’m free from 15.00 today.
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contract but they don’t know how much they owe

to an internal department

________________________________________________________________________________________

ring amounts.

contract but they don’t know how much they

I’m free from 15.00 today.


