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Know your audience

“The biggest mistake people make is thinking of 
communications as being about the communicator. 

It’s about the audience.” 
“When internal communication fails for me, it’s because 

I’ve walked into a situation and not understood the 
audiences’ issues.”

Michael Critelli, Pitney Bowes
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Where do you fit?

“We understand 
their needs, but

we’re not 
meeting them”

“It’s a priority … 
but we don’t 
know where to 
start”

“We know our 
audience and 

we’ve designed a 
strategy to fit”

“We don’t know 
their issues and 
it’s not a priority 

right now”

Getting to know you …

� Basic demographics
� What type of people?
� Their working day
� Opportunities to 

communicate
� Channels that work
� What really matters?
� What do they want?
� What don’t they want?
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The problem with hard to reach audiences



The wish list

� Cut the volume
� Clear priorities and signposting
� Action-oriented 
� Fewer, shorter messages 
� Easy access 
� High visibility

Cutting to the chase at KFC



Poster appeal at Motorola

Poster appeal at Motorola



Face-to-face

� Set standards appropriate to the group

� Look for opportunities to piggyback 

� Invest time and effort when it really matters 

Hanging out where they do



Getting a bit more hi-tech: audio

Going mobile – the start of a new era?



The great technology debate

� Kiosks 
� Home access
� Changing culture
� Using ‘sneezers’!

Making it two-way: surveys

� Paper
� Time
� Location
� Sample size
� Weighting



Getting personal

� Focus groups
� A senior sponsor
� A good relationship with 

area managers
� Volunteers

Or how about …



“No man is an island” John Donne
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Thank you
To find out more about Melcrum’s Research 
Forum email victoria.mellor@melcrum.com


