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“If we choose to be bound by 
the past, we will never move 

forward”

- U.S. President Barack Obama, The Cairo Speech
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Has your communications strategy 
evolved to market dynamics?

Our Role is to Facilitate

3 Themes for 2009

1. Monologue to Dialogue
2. Audience to Participant
3. Show Me, Don’t Tell Me

– Create Forums
– Market Opportunities
– Follow Up with Results
– Celebrate Successes
– Make it Fun and Engaging!

Effective communications = Better business 
performance

• Hewitt’s “Say, stay, strive model”
• Engaged employees make for satisfied clients and future clients
• Engagement is linked to retention and key business indicators
� Engaged employees stay because they like the work
� Disengaged employees stay for reasons like job security, work conditions, 

growth, money
� Found highly engaged firms experienced an 28% growth rate in earnings per 

share (EPS), while disengaged firms had an 11.2% decline in EPS (Towers 
Perrin)

� Gallup found organizations in the top quartile of engagement had an EPS 
growth rate of 2.6 times the rate of those below average (Gallup)

� Disengaged employees cost US companies as much as $350 billion in lost 
productivity (Gallup)
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Challenges for Internal 
Communications 
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How Best Buy Started: Year One

1. Give employees places to talk

2. Help leaders talk like human beings

3. Listen everywhere

Places to Talk: A Mix of 
Methods

• In-person and online

• One-on-one and mass audience

• Self-directed and company channel

• New and supplements to the old



The Chair at Best Buy Best Buy’s Watercooler

Best Buy’s Watercooler
McDonalds – Crew Engagement 

Station M



Town Halls at Best Buy Virtual Town Halls

Best Buy’s Enterprise Blackboard Brian’s Whiteboard 
www.bestbuy.com/briandunn



Best Buy Employee News Best Buy Employee News

“Where’s the business case for this change? 
Please give us a better explanation as to why 

this is happening.”

“Changes like this have me thinking that, 
really, I’m not that important to my company.”

“It truly pains me to say it, but today I am 
disappointed in my company and ashamed to 

admit where I work.”

- Best Buy employees on the Watercooler

“It was just announced over the headsets in 
my store, and I kid you not, I heard a

jubilant cheer.”

“I’ve never seen a company listen to its 
people the way you have.”

“In my 24-year career in various industries, I 
have NEVER heard management admit that 

they had made a mistake.”

- Best Buy employees on the Watercooler



How to Get Leaders Engaged

• Deliver the landscape

• “Play to your strengths”

• Communicate: Simple, relevant, authentic 

• Listen: Be open, be brave, be humble

Approach to Social Media

• Inside and outside the company

• Balance authoritative interjection with peer-
to-peer conversation

• Embrace dissent, encourage curiosity

External Dialogue External Dialogue



Best Buy’s Guidelines – All Media By the Numbers

“Thank you for inviting employees to 
share their thoughts.

Thank you for listening when we do.
Thank you for responding with humility 

and integrity.
Thank you for demonstrating our values.

And thank you for running a company that I 
continue to be extremely proud of.”

- Letter from Best Buy employee to company leaders
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Implications of the Research 

1. Given the economic context, is our communications strategy 
and infrastructure aligned to support business goals? 

2. Has our communications strategy evolved to meet the 
needs of our employees (multi-generational, new entrants)? 
Are we leveraging social media tools to effectively engage 
and inspire all generations, today and in the future? 

3. Are leaders and managers properly empowered to engage 
in authentic dialogue and act on it?  

4. How are we measuring value of internal communications 
on employee engagement, customer service, business 
performance metrics? 

� Starting the dialogue 
with social media 

“Some choose not to dialogue 
because it feels like good risk 

management.

I'd argue that the REAL risk comes 
if you don't engage in the dialogue.”

- Brian Dunn, CEO, Best Buy

Thank you!

nhinds@mtlpr.ca 

Twitter: GreatPRelations
national.ca/startthedialogue


