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Internal communication is experiencing a renaissance period - Steve Crescenzo. 

This is a small book but with a powerful message, one which will assist your business to improve internal communication moving forward. 

Good internal communication is the backbone of every business because employees are central to any success. Without employees, a business cannot exist. However, many businesses pay more attention to external than internal communication while neglecting the foundation of excellent external communication, namely internal communication, which will, in turn, improve customer service. 

I will show you in this book how and why good internal communication is crucial for effective external communication and that these two types of communication cannot be separated when it comes to good customer service. Also, good internal communication is only possible with a sound internal communication strategy which this book will focus on.

Even today there are still many views about internal communication and what an internal communication strategy is.  For example, some definitions of internal communication are:

“Internal communication (also known as IC) refers to a group of processes or tools that are responsible for effective information flow and collaboration among participants within an organization” (Jouany 2019).

“The comprehensive view of how a business communicates with their employees” (Sinclair 2020).

“The planned use of communication actions to systematically influence the knowledge, attitudes and behaviours of current employees” (Tench & Yeomans 2017).

The view of Tench and Yeomans (2017) about internal communication is also the view adopted for this book. The outcome of investing enough time in internal communication must be a reaction in the form of employee engagement, namely employees having an emotional commitment to a business and its goals. Employee engagement is thus different from having happy or satisfied employees because engaged employees will go that extra mile for the business that will benefit customer service.

Internal communication must therefore not only be about sharing information with employees but aimed at influencing their mindset.  However, internal communication must not be confused with internal communications, which refers to how internal communication is enabled by using different tools, channels and tactics. Internal communication is an action that uses internal communications to convey information and drive interactions that will motivate employees (see chapter 7).  

An internal communication strategy is essential to guide a business’s internal communication and internal communications.  An excellent definition is: 

“An internal communication strategy is a proactive approach to developing better directed, more committed and highly efficient employees ... it is a focused plan for communicating the company’s mission, vision, values and goals and why they matter to employees” (Roehler nd).  

An internal communication strategy will help employees to not only see but also feel part of the bigger picture because they will get to understand their important role in the business.  Their commitment to the business will then affect how they treat the customers. 

The eight chapters in this book will guide you through the important principles of an internal communication strategy while incorporating the idea of enhancing customer service. You will also have access to a printable free internal communication strategy template that you can use in your business.
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Effective internal communication offers all team members the chance to play a more active role in the company, leading to increased customer satisfaction - Jerome Collomb 

Internal communication with employees plays a role in how they relate to and feel about a business. The purpose of internal communication is to create a shared understanding and meaning of the business rather than to merely provide information to employees of what is expected of them.  Employees must also know what is happening in the business. In turn how employees feel about and understand the business is linked to how they will treat customers. Effective customer service is about how customers are being taken care of at every contact point with the business which will bring them back as repeat buyers.  

Good customer service thus begins with employees' understanding of the business and what role they play in the business's overall success. It is important for employees to align themselves with the vision and mission of the business and to understand and believe in the business. This will help employees to connect emotionally with the business's vision which will extend to how they deal with customers.  When employees have pride and purpose in what they do create a shared sense of trust in the business. By connecting employees with the business will strengthen customer service and build their reputation and overall brand. 

When employees feel engaged with their tasks in the business, they will become motivated to go the extra mile, including for the business’s customers. Overall internal communication builds a collaborative relationship between management and employees which will be evident in actions within or outside the business. The business’s objectives will be achieved since employees will respond with consistent and correct actions toward customers.

Internal communication is beneficial for customer service in that:


●  employee conversations and connections are enhanced; 
●  content is provided at the right time in pursuit of business objectives;


●  employees and stakeholders are on the same page;


●  management listens and responds to employees;


●  a sense of the business's future is created;


●  ambiguity and friction are reduced;  


●  customer service is stimulated and facilitated;


●  employees’ tasks are connected with the reason why the business exists.



One of the biggest mistakes any business can make is neglecting internal communication or leaving customer service to chance. People are at the heart of any business and it is thus important for management to not only focus on external communication with customers but to start from within with employees and also focus on internal communication. 

Here are some steps which any business can take to become more responsive to how internal communication is aligned with customer service:

Step 1: Conduct an anonymous employee survey

An anonymous employee survey can help the management to get an overview of how employees not only experience internal communication but also see their role in the business.  Also, some questions about whether they understand the core functions of the business, how they feel about the business and what the business’s mission and vision represent could provide some ideas to use to improve internal communication and ultimately customer service. The survey has to be anonymous so that employees can share their ideas and opinions without fear of being fired. It is also better for the business to get honest opinions than employees giving responses they think the management wants to hear. This honest feedback from employees must then be used to improve internal communication which will benefit customer service.

Step 2: Understand why and how customer service is important for the business

It is important for management to understand how and why customer service is important for a business.  A business with good customer service is more profitable because it builds a loyal customer base who will keep on buying products and/or services from the business. It is just as important to retain as to get new customers. Bad customer service can harm a business's reputation. Word of mouth has become a powerful marketing tool that has the potential to work in favor or against the business. Not only has word of mouth (personal recommendations to family, friends and colleagues) extended to electronic word of mouth on the Internet (eWOM) but also to social media (social word of mouth).  A bad review of a business's customer service on social media, for example, has the potential to be read by thousands of people within minutes.

Step 3: Identify the most important customer service contact points

Customer service points are all the places where your business's customers come into direct contact with the business. These contact points can include the  reception area, telephone calls, emails, website or social media pages, to name but a few examples.  How customers experience the business at these contact points will create a lasting impression. If customers do not receive timely responses to their emails, make calls that go unanswered or when complaints on social media are not addressed, they will think twice the next time they want to buy your product or use your business's service.

It is therefore important that a business identifies all these customer service contact points and ensures that employees understand the importance of creating a good impression. Knowing where the business's reputation is at risk will be helpful when devising an internal communication strategy.

Step 4: Plan and write an internal communication strategy that will benefit customer service

The larger a business is, the more complicated internal communication can become.  An internal communication (see chapter 3) can play a vital role in communicating the right information to employees at the right time. It is important to carefully plan this strategy and make sure that each step will benefit the business's customer service in the long term.  The different steps of a generic internal communication strategy are explained in chapters 4 to 8.  However, it is important to understand these are generic steps only, and that each business's internal communication strategy will differ.  This book also emphasizes customer service more than would be normally the case for
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