
WHAT YOU SAY
MATTERS

Articulate the "why." 

Transparency and clarity are important keys to building trust. Most employees will
be understanding when tough decisions have to be made, but much of that hinders
on their ability to understand how the decision will help the business and the team
overall in the long run.
 
It's okay to be vulnerable. 

Acknowledging that something is hard or that you don't know is more authentic
than pretending like you have all the answers. It also is a healthy reminder to your
team that you too are human and figuring it out. Share what you know and how you
plan to move forward to gain clarity on the things you don't yet know.

Communicating Compassionately

During Moments of Uncertainty

Sometimes as leaders we are forced to deliver hard news. Sometimes we have to
communicate with our team, even while feeling pretty in the dark ourselves. While
making tough calls is sometimes unavoidable, it is possible to communicate them in a way
that engenders confidence, compassion, and trust. Here are some things to keep in mind.

HOW YOU SAY IT
ALSO MATTERS

Set clear expectations around updates. 

Do people know where, when, & how they'll get updates from leadership? If not, set
up a schedule and communicate it widely. Whether it's once daily via a Zoom call
with the CEO, at a weekly standup led by department heads, or through a dedicated
Slack channel with ongoing updates, make it clear so people know where to look.



Is this information time-sensitive? If so, what is the most efficient way to deliver
it without sacrificing compassion?

Who is the most credible person to speak to this information? Do they have the
appropriate context to provide the necessary details and answer follow-up
questions?

What is this person's relationship to those whom they are delivering the news?
Are they a trusted person? Do they have a prior relationship with others that
makes them a logical choice?

Is this person skillful at delivering sensitive information? Do they have high EQ
and are they able to deliver it in a compassionate manner?

Make it a two-way interaction.

Make sure you provide employees with a pathway to give feedback and ask follow-up
questions. One sided conversations can lead to greater anxiety and lots of
unanswered questions. It also takes away leadership's ability to respond to larger
themes developing within their workforce.
 
Think about who the right person is to deliver the news.

Some news makes sense as a company-wide announcement; other types would be
better received through 1:1 communication via a manager or trusted spokesperson
like HR. Some things to ask yourself when choosing the right venue and person to
deliver sensitive information includes the following:
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