


CHAPTER 12

The Process of Connective

Communication

“What We Have Here Is  
a Failure to Communicate.”
It was the most memorable line in the 1967 movie Cool Hand Luke. 

When the prisoners wouldn’t listen, the prison guard uttered that omi-

nous line: “What we have here is a failure to communicate.”

That same sentence could be applied to many—if not most—orga-

nizations, teams, and relationships. Almost everywhere I go to speak 

or consult, the employee surveys say the same thing. The employees say 

there is a “lack of communication.”

In his book, The Practice of Empowerment (Brookfield, VT: Gower, 

1995), Dennis C. Kinlaw documents this. He asked one thousand peo-

ple, “If you knew that a supervisor in your organization was doing 

something that was hurting the performance of the organization, would 

you confront that person about what he or she was doing?” Less than 

50 percent of respondents said they would talk to or communicate with 

their bosses about the situation.

Kinlaw then asked another six thousand people two additional ques-

tions. He asked, “Do you know of some way that your organization 

could make a substantial gain in cutting costs or improving the quality 

of its goods and services?”1 Almost 100 percent of the people answered 

“yes.” And then he asked, “Will you do anything about it?” Fewer than 
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10 percent said they would bring up their idea and talk about it. Obvi-

ously, there is a failure to communicate in lots of places. 

Perhaps you work or live in one of those places. 

You may even be discouraged or depressed about 

the lack of communication or the ineffectiveness 

of that communication. I’ve got some good news 

for you: communication works for those who 

work at it . . . intelligently. Producers have mas-

tered this process, and so can you.

 Communication 

works for those 

who work at it . . . 

intelligently.


