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When it comes to delivering on
your marketing promises,
does your organization know

how to walk the talk?



Let 0s Get Re al

What do you believe?

1.How much does the quality of relationships within your
organization affect the quality of relationships with your
customers?

2.How much is the quality of relationships within your
organization affected by the level of trust and the quality
of communications?

3.How would employees rate the level of trust and quality
of communications within your organization if they were
guaranteed anonymity?



Let 0s Get Re al
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In order to optimize alignment
BETWEEN
The I nsi de and C

You need to have alignment
WITHIN
The organization



Let 0s Get Re al
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In order to improve alignment
WITHIN
The organi zati c

You need to strengthen
TRUST & COMMUNICATION



Building Trust

People & Systems in the Workplace:

Basic human needs:
Security
Selftesteem

Basic credibility factors:
Caring
Honesty and openness
Responsiveness
Competence
Reliability
Apology

Build on the obasicso with:
OPeoFpilrest 6 systems, processes
Deeper understanding of human nature about work



Building Trust

Nationwide Survey

Workers Managers

Interesting work

Job security

Tactful discipline

Being o0ind on info & decisions
Good wages

Loyalty to employees

Appreciation of work done

Chance to advance

Good working conditions

Sympathetic help w/problems

1999 Survey
Kenneth A. Kovach
George Mason Univ.



Building Trust

Nationwide Survey

Workers Managers

Interesting work 1 5

Job security 4 2
Tactful discipline 9 7
Being oino on iB8fo & did®ci si on
Good wages 5 1
Loyalty to employees 8 6
Appreciation of work done 2 8
Chance to advance 6 3
Good working conditions 7 4
Sympathetic help w/problems 10 9

1999 Survey
Kenneth A. Kovach
George Mason Univ.



Building Trust

OPeoMilrest 6 Systems, Pr

Rewards &

Measurement .
Recognition

COMMUNICATION

Learning & Continuous
Development Improvement

Support claim that ...
nPeopl e are our most |
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Building Trust

Reallife, Realime Communication

Interaction

Availability of information (policy)
Access to information (process)
Speed

Relevance

Inclusion

Authenticity
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Building Trust

Reallife, Reatime Communication

Interaction




Building Trust

Reallife, Reatime Communication

Interaction

Employees are NOT
a otarget
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Building Trust

Reallife, Reatime Communication

Interaction

Employees are NOT
a otarget

oPropaganda en
where di al ogue
(Marshall McLuhan)
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Building Trust

Reall ife, Realime Communication

Availability of information

OAN | n dwithoutimfannaation
cannot take responsibility.
An individual with information

cannothelppbut take respo
(Jan Carlzon)
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Building Trust

.
Reallife, Reatime Communication

i Access to Information

Availability without access
IS like having a key without
knowing what lock it fits.




Building Trust

.
Reallife, Reatime Communication

i Speed

Organizational communication
has to operate at the speed
of life.
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Building Trust

.
Reallife, Reatime Communication

i Relevance

Watch out for the trap of
giving people too much
of the information they
d o n 0 t0 and e little
of what they do.
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Building Trust

.
Reallife, Reatime Communication

4 Inclusion

Cutting someone out of
the communication loop is
like cutting off the blood
supply to part of the body.
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Building Trust

.
Reallife, Reatime Communication

i Authenticity

OThe use of
anesthetizes you to
the truth.

(Warren Bennis)
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Communication & Measurement

Reallife, Reatime Communication

Interaction

Availability of information (policy)
Access to information (process)
Speed

Relevance

Inclusion

Authenticity
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Communication & Measurement
I e

Shift from
measuring the value of communications
to
communicating about measures that people veé
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Communication & Measurement

Relevant measures that people value

Business goals
Employee engagement
Quality

Productivity

Customer satisfaction
Financial performance
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& Measurement

Ication

Commun

Relevant measures that people value
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Aligning with the Customer

Making a Connection

Lexus:
All employees speak to customer once a week, and report

Boeing:
Customer pilots working with designers

Quicken:
Home visits with customers

Toyota.
Observe, donot jJust |1 sten 1t

Monsanto:
Essential Conversations
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Communication & Measurement

Reallife, Reatime Communication

Interaction

Availability of information (policy)
Access to information (process)
Speed

Relevance

Inclusion

Authenticity
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Monsant@ How we got here

Weekly emall newsletter with lefisanexciting
articles

IT decided to replace existing Intranet

Internal Communications worked with IT to
Implement a realime news portal offering
employees transparent news about the company
and industryg in a timely, conversational manner



What were our guiding principles?

Interaction

Availability of information (policy)
Access to information (process)
Speed

Relevance

Inclusion

Authenticity



How are we doing?
94% of employees have used the site at least onc

50% of employees access the news pages on a
regular basis

/5% of employees in North America access the news
on a regular basis

Average time on news page iss3minutes



Tools we use

Articles
Photos
Headlines
Blogs
Wikis
Twitter
Comments
Video
Audio



What kind of articles

1
i Well-written

A Transparent

A Honest

4 Informative

A Useful

A No spin

4 No messaging



What does it look like?

Home

Links
= MyLinks (Edt)
» monsanto.com _ﬂ

» AP Stylebook
» Cafeteria Menus

# Learning Express
* Room Reservations

# Admin Central
# Earn 1 Position
# Europe Africa

# St. Louis

TeamSpace
# My TeamSpaces

# Public TeamSpaces

%Bﬁﬁéctlon

People | Intranet | Places | News | Google My Profile
IAII Profile Data ;l l I ))Soarchl

B Rss

- 08-Jan-2009 - President-elect Barack Obama has
chosen lowa's former Gov. Tom Vilsack to be his
secretary of agriculture. Vilsack was an excellent
choice, but some have criticized the appointment
because he supports agricultural biotechnology and
commercial agriculture. The critics assume that
anyone who holds these views is an enemy of organic
farming and sustainable agriculture. We disagree.
Norman Borlaug, a Nobel laureate and father of the
Green Revolution, has concluded that the world will
have to produce moref ...

Read More
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Living the
Pledge | IS
g CONDL

ESH, The Pledge & Business Conduct RSS
Date Source Title
16-Dec-2008  The Pledge Plan & 2003 Pledge Award nominati...
15-Dec-2008 ESH Soda Springs: Sentinels of Safety...
19-Nov-2008  Business Conduct ~ BCO Goal for Managers
17-Nov-2008  Business Conduct  Gifts and Entertainment Handbook
17-Nov-2008  Business Conduct  Copyright Compliance Policy

ESH - Report anearmiss | ThePledge | Business Conduct

Monsanto Stock
12-Jan-2008 3:34 PM ET
MON: 77.67 -3.47 (Stock Chart’
DJIA: 8,460.83 -138.35

J Refresh

Sustainable Agricuiture

Employee Poll

Question: YWhen shopping
online do you do business with
reputable Web sites that offer
transaction security like a gold
padlock?

Always
1019 (59%)

)

What's a gold padlock?
317 (18%)

]

Sometimes

254 (15%)

| don't shop online
128 (7%)

I
Never
16 (1%)

Total: 1734 Votes




Surfing the news
S



