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Do you really communicate as effectively as you think? 

By Susan Paul  

I believe strongly that both IT and business partner personnel need to learn enough of the other’s 

language to really be able to communicate and make good decisions.  However, to-date, it falls 

more on IT to communicate in business terms than vice versa. And when IT does not take the 

initiative, business partners don’t partner.  They bring IT into technology decisions late, don’t 

pay attention to the guidance they get and complain to their management that IT doesn’t “get it”.  

This same scenario plays out within the functions of the IT department.    

 

One IT executive I know has a standing monthly IT status meeting with his executive peers.  The 

goal is to get buy in to technology investment decisions.  He has had trouble getting people to 

show up or engage when they do.   Looking at a recent presentation, one project that stood out to 

me was named “Upgrade to SQL 64 bit” for the sales organization.  When asked to explain why 

this was relevant to the EVP of sales, the IT executive answered that an upgrade would speed 

things up.  Why was that important to the EVP of sales?  It turned out that the call center sales 

team was getting customer complaints about the time it took to enter orders.  Upgrading SQL 

would cut the processing time significantly, thus allowing more orders to be entered and a better 

customer experience.  What if the name of the project was “Decrease Order Entry Time” or 

“Improve Customer Experience?” Either of those names would have resonated with the EVP of 

Sales by communicating something that was personally important to him.  After scrubbing all 

project names to represent the associated business value, the IT executive found he got much 

more engagement from his peers.   

 

In another case, business project sponsors said they were indeed getting weekly IT project status 

updates.  The projects were named “BR6837”.  For project sponsors with multiple projects, they 

needed a legend to know which project they were reading about.  The project sponsors 

appreciated getting regular updates, but indicated this was symptomatic of how their interactions 

with IT. Simply changing project names to “New Customer Business Report Project” provides 

the project sponsor a better customer experience, no different than we want to provide to the 

people who buy the company’s products and services.   

 

Even within IT, various functions don’t communicate effectively. A universal example seems to 

be developer and infrastructure teams.  The developer teams need servers available to go into 

production. They tell the infrastructure team to build a server to X spec. When that doesn’t work, 

infrastructure gets told to build Y spec. By the third round, perhaps a conversation occurs to 

clarify what the developer is trying to accomplish and a network admin understands what is 

really needed. Trying to understand why this happens over and over, I find developers and IT 

management from a development background are often uncomfortably with the terminology 

used for infrastructure, so they specify what they think they need and avoid what’s perceived as a 

painful conversation.  On the flip side, the Infrastructure team often feels that they are not 

empowered to ask why the design was specified the way it was.  They may even feel they know 

why and try to adapt the design without saying anything, sometimes getting it right and 
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sometimes not. The dance around really communicating is frustrating and wastes precious time 

and resources.  

 

It’s simply easier and faster to say things in our own language than to take the time to figure out 

how to communicate in someone else’s.  This seems obvious, but if you look at your own 

actions, how do you really communicate day-to-day?  If you aren’t getting the results you want, 

examine the words you use and what message they might convey. Through what filter will the 

receiver of the message likely hear your words? If you don’t really know, ask. The results are 

likely to surprise you and the effort you put in to improve will be appreciated.  
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