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COMMUNICATION BREAKDOWN

A common problem for those immersed in technology
is communicating what they know to those who don’t
speak their language.

When writing, consider your audience
may or may not be in love with all
things tech. (They might even be
closet technophobes!)
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COMMUNICATION BREAKDOWN

Audience attention is lost when content is too technical.
Sales professionals get this; technologists
sometimes don’t.

This is particularly troublesome for tech support teams
that deal with customer troubleshooting.

More complicated issues = more complicated responses.
(Ah, but the more skilled a communicator, the more
simplified [but accurate] the response. …That takes
talent!)
Twirling Tiger‰ Media
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COMMUNICATION BREAKDOWN

WHY

should you care about how you communicate your
technology to current and prospective users?
For starters, you want customers to learn from their
experiences so they don’t call back with the same
issue or, worse, claim the issue wasn’t resolved,
which could lead to…
1. Poor satisfaction surveys

“Good decisions
can turn into
disasters when
communicated
poorly.”

2. Poor reviews of customer service
3. Poor perception of your product
4. Loss of customer
5. Loss of revenues
6. Loss of business to competitor

—Dianna Booher
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WAYS TO CONNECT

#1

Know your audience.
Figure out their comfort level with your technology
and adjust your language to meet their level of
understanding.
How do you know? You can tell from how they describe
the problem.
P2P? It’s fine to go deep, but periodically check depth
ratings.

THREE WAYS
TO DETERMINE
YOUR AUDIENCE’S
LANGUAGE PREFERENCES
Listen to how they describe
an issue—in what detail and
using general or specific
terms.

B2C? Be careful with your language and concepts.
It’s not dumbing down … it’s intelligently adapting.

Observe their body language and facial gestures
as you talk. Do they appear
to be actively listening or
tuning out?
Not sure? Ask them a
question that elicits feedback on what you just said.
Twirling Tiger‰ Media
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WAYS TO CONNECT

#2

Speak with enthusiasm.
Passion is infectious, and the best way to exude
enthusiasm is to fully understand a topic and
want to share what you’ve learned.
On the phone, be positive and be happy. No seriously,
if you’re bored or mad, people hear intuitively and
become defensive or angry themselves.
On a stage, be personable. Don’t read
from notes the entire time. Practice,
practice, practice so you can make eye
contact and connect with your audience.
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WAYS TO CONNECT

#3

Tell stories.
Underscore every important point with an anecdote.
That’s what people will remember. Just make sure
it’s accurate so you don’t get called on it later.
If you are invited to speak on a tech topic, have stories
ready. They can be yours or ones you read/heard/saw
happen to someone else.
Everyone loves cautionary tales, especially if they’ve
been anonymized so no one is in fear of being publicly
humiliated.

“Sometimes
reality is too
complex. Stories
give it form.”
—Jean Luc Godard
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WAYS TO CONNECT

#4

Avoid acronyms when possible.
(No one likes them. They may even think you’re just
being lazy.)
If you must use acronyms, define them the first time
they are mentioned … just to be sure everyone’s on
the same page.
But, really, try to not use them.
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WAYS TO CONNECT

#5

Write it down, especially if
you’re going to be presenting.
Then whittle those words down to one-word notes.
Practice, but not to the point where people think
you’re speaking by rote.
Always leave time for questions. The Q&A is what
people may remember most (and evaluate you on).
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OUR STORY

2018

WINNER

TWO HONORABLE
MENTION TABBIE
AWARDS FOR DESIGN
AND EDITORIAL
EXCELLENCE*

2017

WINNER

GOLD TABBIE AWARD
FOR EDITORIAL
EXCELLENCE*

2016

Twirling Tiger Media offers content
creation services for marketers
We create powerful narratives and imagery that draw people to
your brand.
Our team creates advertisements, articles, blog posts, case studies
and success stories, ebooks, magazines, media announcements,
newsletters, video, web content and SEO copy, white papers and
more!

WINNER

TWO BRONZE
TABBIE AWARDS
FOR DESIGN
AND EDITORIAL
EXCELLENCE*

Put a winning
team behind
your brand!
*The Tabbies are annual editorial and design
awards run by Trade, Association and Business
Publications International (TABPI).

For more information
contact Gordon Hunt at
ghunt@twirlingtiger.com.
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