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Communication Filters 

 

Brooke: In this video we want to talk about communication because that is a huge piece of what 
happens in organizations that either makes the organization more effective or makes it 
less effective.  

Brooke: What's amazing to think about is how much time is spent communicating between 
employees. So think about this, if it's just me in an organization, the only 
communication I have to do is between myself and my own brain. That's it, having 
conversations with myself. I bring in my assistant, one other person, then all of a sudden 
all that communication is happening plus the communication that we're having back 
and forth. And if you're not careful, if there's too much time spent communicating, it 
becomes wasted time. And then you compound that, think of that times 100 people, 
every single person needing to communicate with every other person becomes a 
problem. So we want to warn you against some of the communication issues that can 
happen and here's how I want to explain it. 

Brooke: There is what happens in my brain, there's what I mean, and then there's what I say. 
Then there's what happens in her ears, which is what she hears and then what happens 
in her brain and then what she makes it mean. I want to promise you that none of those 
things are the same. It's super important to have clear communication and a lot of 
times, if the communication isn't clear and it's not confirmed and understood, I'll start 
thinking that this person is difficult or that I don't like them or that it's not working with 
them and so then I'll go communicate to someone else about my communication with 
that person and that is what weighs down organizations more than any other thing that 
can happen. We just want to address that with you and warn you against some of the 
things that can happen. 

Kris: One of the other big communication topics is that you are overly available to 
communicate with. Meaning your phone is ringing, you're getting texts. If you actually 
are in an office, there is always someone who says, "Do you have a minute?" And so 
there's a lot of communicating, again, happening, but it's not meaningful 
communication. It's chatting, it's taking up your time. There's a lot of communication in 
emails, that's why so many people are so overwhelmed by email. You actually get to 
have control over when you're available to have conversations, what kinds of emails you 
will review, and I know Brooke's going to go through the processes that she's put in 
place to really help make sure that communication is clear, that it's concise and that it's 
not excessive to the point that it's wasting people's time. 

Brooke: The way that we've solved that in my organization is by systematizing it. And it doesn't 
mean that we don't have fun together, it doesn't mean that we don't talk about our 
personal lives, we're just not overdoing communication in a way that's not useful in 
terms of getting our work done. This applies to the software systems, email, Slack, what 
you use to communicate on a regular basis, but also how you communicate. In this 
section I'm going to introduce you to what I call, Communication Filters, and how I 
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communicate with my employees and also how my employees communicate back to 
me. It's very systematized, which saves so much time.  

Brooke: We want to make sure that the communication is interpreted properly and 
communicated clearly. And one of the main things that I have tried to completely 
eliminate as a problem with communication in our organization is the number of 
questions that can happen between employees that go back and forth and back and 
forth, and back and forth, between managers and their employees and employees and 
their manager, back and forth, back and forth, back and forth that waste so much time. 

Brooke: I just want to give you an example of this before I give you the solution. If I'm hired as 
Kris' assistant and she gives me an assignment, I'm going to have a ton of questions so 
she'll say to me, for example, give me an example of an assignment you could give me if 
I'm your assistant. 

Kris: I would like you to plan my trip to Belize, all the excursions, please. 

Brooke: OK. So she sends that over to me. Then I say, "When are you going to Belize?"  

Kris: Thanksgiving week. 

Brooke: And then I say, "Thanksgiving week". And then I go look for some excursions. "What kind 
of excursions do you like?" 

Kris: Ocean involved. 

Brooke: Ocean. OK, so then I go and do a little bit of research and I'm like, "Do you like fish or do 
you like boats or do you like ...?" 

Kris: Will you stop asking me so many questions? 

Brooke: So think about the time that we have just spent, she could have booked all of her 
excursions by now. And it's funny, but it's actually exactly what happens and we're going 
back and forth with back and forth communication. Now that in, and of itself, is too 
much time but we're going to go back to that same conversation. She's given me that 
assignment and I'm her assistant and then she went back to work. She gave me that 
assignment. And then she went back to work. So now she's working on a program for 
her clients and I've interrupted her to ask her a question, seven different times about 
the one assignment that she gave me. So not only is the time she's communicating with 
me used up in the organization, but the time that it took her to take her focus off of her 
work and put it back on her work and remember what she was thinking about before 
that interruption is so important. 

Brooke: A lot of you will just say, "I will turn my notifications off." And yes, you will and we're 
going to talk about that some more too, but even if you go back to this question after 
you've been focused on something else, it's still going to burn up so much time. On a 
small level it's not as noticeable. When you start having hundreds of employees, that is 
such a time suck that will prevent your efficiency and the capacity of each of your 
employees. We have done an amazing job of solving communication issues and 
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addressing this exact problem. If you, as a manager, feel like you can't give up time to 
hire people because they are always asking questions all the time, I have the solution. 


