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Written Communication: Every Message Matters 

Technological advancements have 

made individuals and companies feel 

that the world is virtually limitless. 

Instant communication has 

transformed the marketplace, raising 

our customers’ expectations for 

personalized, exceptional service. As 

advancement progresses, so does 

the chronic pressure to improve and 

expand our services and commitment 

to our customers.  

 

But as we speed up the processes 

and shorten our deadlines to meet 

deliverables, we cannot compromise 

our quality or the impact of our 

messages, whether they are directed 

to our managers, our coworkers, or our customers. All the tools we now have at our disposal 

(including the cloud, social media, and mobile apps) enable us to process more information and 

reach more people than anyone could have imagined even a decade ago. We must remember 

that one thing has not changed: it only takes one poorly crafted message to compromise our 

impact. Written communication skills remain paramount in our fast-paced world, which still relies 

on the power of well-strung-together words to influence, motivate, and inspire others to take 

action or change the way they think. 

 

Case in point: In the summer of 2014, Stephen Elop, then Executive Vice President of the 

Microsoft Devices Group, made a name for himself in the worst way by delivering a poorly 

crafted message to 12,500 individuals who were being laid off by Microsoft Corporation. The 

lengthy eleven-paragraph email resulted in confusion, frustration, and instant viral circulation of 

the message across the world. Elop’s message serves as a telling example of the way poor 

written communication can damage the credibility and reputation of both the individual and the 

organization. As Kevin Roose of New York magazine’s website comments, “What you don’t 

do is bury the news of the layoffs in the 11th paragraph of a long, rambling corporate strategy 

memo.”i (Click here to read the transcript of the message.) Not only did Elop’s message 

disrespect his employees, it also projected an uncompassionate image of the Microsoft 

organization, one which spread worldwide.  

 

 

"Regardless of the changes in technology, the 

market for well-crafted messages will always 

have an audience." — Steve Burnett 

http://news.microsoft.com/2014/07/17/stephen-elops-email-to-employees/
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In order to consistently produce high-level written communication—and avoid the pitfall of 

merely annoying your audience—set yourself the goal of communicating clearly, succinctly, and 

creatively every time. Effective written communication engages the recipient. Your aim is to 

make sure that the message you send conveys your intent logically, but also elicits the desired 

emotional response. No matter what technologies or methodologies you employ, written 

communication can be strengthened and improved by adhering to a few basic principles:  

 

1. Use words that make concepts, issues, and information clear and understandable. 

2. Organize information in a logical sequence that guides your readers along the path to a 

natural conclusion. Direct the course of your readers’ thoughts to make it easy for them 

to understand your viewpoint.  

3. Use language that persuades and influences a shift in your readers’ perspective by 

connecting with their emotions—one excellent way to do this is to tell stories that 

illustrate your point. 

4. Present your message succinctly. Edit your message for brevity as much as possible, 

without losing essential content or emotional impact.  

5. Tailor your writing style to the specific audience. Your friends, parents, boss, and 

customers all require different approaches. 

6. Use correct grammar and spelling. Your readers’ attention should stay focused on the 

message and not be distracted by careless errors. 

7. Seek feedback and constructive criticism from those you trust. You might even consider 

asking a friend or colleague to serve as your writing mentor. 

 

Mastering written communication is a journey toward a destination that we never fully reach. It is 

both an art and a skill that only matures through experience and practice. We develop the skill 

by learning the principles of effective writing and by putting them into practice until our ability 

and confidence grow. 

 

Don’t let the value and impact of your messages be compromised by the fast pace of our world. 

Commit to taking the time and care to make every message count. 

  

i http://nymag.com/daily/intelligencer/2014/07/microsoft-lays-off-thousands-with-bad-memo.html 

                                            


