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In early 2020, most of the world entered a period of ‘Lockdown’. Following this period, remote
and hybrid working arrangements became the norm in many industries. While public discourse
about hybrid working is positive, full remote working has been related to declines in well-being,
job satisfaction, and family life. Other literature suggests effective communication is a key
challenge for distributed teams. This research aims to answer two questions: How does
miscommunication arise in the digital workplace, and how does it impact the remote individual?
It was hypothesized that (1) communicating emotion would be a common challenge in
text-based CMC, and (2) miscommunication would have a negative effect on the individuals’
wellbeing. Three prominent anxieties around miscommunication were identified: interpreting the
tone of incoming text-based communications, accurately conveying tone in outgoing text-based
communications, and communicating with clarity and conciseness over text. Shortcomings in
the applied research method are considered, directions for further research and artifact design
are suggested.
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Section I: Introduction
This study applies qualitative research methods to explore tech professionals’ experience of
miscommunication over digital platforms. This research has been completed in response to the
sudden normalisation of remote and hybrid working after the Covid-19 pandemic (Brynjolfsson
et al., 2020; Bloom, 2021). To facilitate large-scale remote working, digital platforms were
adopted en masse (Kniffin et al., 2020). In remote work, face-to-face communication is
commonly replaced by the use of instant messaging1.

Digital platforms may pose a challenge to effective communication (Byron, 2008). In turn,
ineffective communication in the workplace may be related to declines in job satisfaction and
mental health (Jackson, Alberti, and Snipes, 2014) .

It is important that we understand the nature of miscommunication in digital workspaces, now
that remote working is becoming the norm.

1.1: Recent proliferation of remote working
The Covid-19 pandemic has had an undeniable impact on working environments across the
world. In early 2020, most of the world entered a period of ‘Lockdown’2. Following this period,
remote3 and hybrid4 working arrangements became the norm in many industries (Byron, 2008).
This is true for the tech industry, where distributed agile working is a well documented
arrangement (Deshpande et al., 2016). Public discourse about hybrid working is positive, but full
remote working has been related to declines in well-being, job satisfaction, and family life
(Juchnowics and Kinowska, 2021).

1

“Remote work caused employees to communicate more through media that are more
asynchronous—sending more emails and many more (instant messages)” (Yang, et al. 2021).
2
Between February and May 2020, for example, Half of the US workforce was believed to be working
from home (Brynjolfsson et al., 2020).
3
In the context of the Covid-19 pandemic, remote working can be considered synonymous with
teleworking. Telecommuting is a work practice that involves working away from a central
workplace—principally from home—using technology to interact with others as needed (Allen, Golden,
and Shockley, 2015).
4
Hybrid working can be defined as an arrangement where employees can divide their time between
working from home and on site (Bloom, 2021).

2

1.2: Computer mediated communication
Computer mediated communication (CMC) is academically defined as human interaction
conducted or facilitated through digital technology. Some research defines CMC as exclusively
text-based (spitzberg, 2006). More recent definitions include audio and visual communication,
accounting for the possibilities of newer technology (Romiszowski and Mason, 2013).
The proliferation of remote working means that more teams are now distributed, and effective
communication is a key challenge for distributed teams (Deshpande et al., 2016). Over email,
for example, it is possible to miscommunicate emotion. Receivers often misinterpret work emails
as more emotionally negative or neutral than intended (Byron, 2008).
Despite the prevalence of miscommunication in human interaction5, it is rarely clearly defined in
academia (stubbe, 2010). This research adopts the use of miscommunication as an umbrella
phrase to encompass a range of phenomena (Coupland, Wiemann and Giles, 1991). Rather
than attempt to rigorously define miscommunication6, we instead look for concurrency in the
perception of miscommunication.

1.3: Context of research
This research is a preliminary to a GDD750 artefact7. Studying the nuances of
miscommunication in text-based CMC will lead to the development of a solution for mediating
the impact of miscommunication in digital workspaces.

5

Miscommunication and problematic talk can be seen as ubiquitous aspects of communication (Stubbe,
2010).
6
It is acknowledged that the absence of a consistent definition for miscommunication is a pervasive issue
in this research domain.
7
The artefact I produce for UXD740 assignment 2 should be considered an early iteration of my GDD750
major project.
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1.4: Research questions
This research aims to answer two questions: How does miscommunication arise in the digital
workplace8, and how does it impact the remote individual? It is hypothesized that (1)
communicating emotion will be a common challenge in text-based CMC, and (2)
miscommunication will have a negative effect on the individuals’ wellbeing.

8

The digital workplace encompasses all the technologies people use to get work done in today’s
workplace (Deloitte, 2011).
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Section II: Method
2.1: Design
The present research applies a semi-structured interview method to explore technology industry
professionals’ experience of text-based communication on digital platforms. The discussion
guide used to direct the interview can be seen in appendix 19.

2.2: Sampling
Interviewees were acquired via an opportunistic sampling method across two digital channels.
The first channel was the researcher’s professional network on LinkedIn. The second channel
was a student-run Discord server for Falmouth University UX design and Indie game
development students. In total, 10 interviews were completed. The first interview piloted an
earlier iteration of the discussion guide10 and has been discarded from the present dataset. 9
interviews were analysed; Appendix 3 provides a breakdown of this sample.

2.3: Materials
Appendix 4-5 respectively show the participant information document and consent form11. The
forms were presented to each participant after they had provisionally agreed to participate and
before the interview took place.

9

Appendix 1 shows the second iteration of the discussion guide. Following guidance from Majid et al.
(2017), I preceded my data collection with a pilot interview to test the validity of my questions, and revised
my guide accordingly. The first iteration of my discussion guide can be seen in appendix 2.
10
Interview #2 was initially regarded as a pilot interview. As it followed the final iteration of my discussion
guide, I was happy to include it in my dataset.
11
The points set out in the consent form are in accordance with Falmouth University’s Handbook for
Research Integrity and Ethics, Chapter 3: Conforming to Ethical, Legal, and Professional Obligations
(Falmouth University, 2019).
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2.4: Procedure
The Interview times were discussed and agreed upon on either LinkedIn or Discord, depending
on where the interviewee was recruited. Once a time was agreed, a meeting invitation link, the
participant information document, and consent form were all sent to the interviewee. Interviews
were completed over Zoom calls, on account of the platform’s convenient recording feature12.
Approximately 10 minutes were allotted in each call, before the interviews started, for greetings
and small talk. This helped build the rapport required for interviewees to discuss their personal
experiences of miscommunication (Prior, 2018). Interviews lasted between 18 and 55 minutes,
with an average duration of 35.44 minutes.

2.5: Analysis
To avoid researcher bias, two papers were randomly selected for transcription and thematic
analysis coding13. Random selection was completed using a rudimentary Python script. The
recordings were numbered chronologically. Recordings 1 and 6 were selected by the script. The
selected papers were manually transcribed and thematically analysed (Maguire and Delahunt,
2017). The remaining 6 papers were analysed using an affinity mapping process, (Pernice,
Nielsen Norman Group, 2018).
As thematic analysis is the more rigorous method of analysis, it is treated as the primary
approach to gathering insight. Insights acquired from affinity mapping will be presented as
supplementary findings.

2.6: Ethics
The present research has been designed in conformity with Falmouth University’s Research
Integrity and Ethics Handbook (Falmouth University, 2019). Informed consent was obtained by
12

Interview recordings are currently stored offline, on a biometrically-secure device. I have kept these
records as they will be relevant to my GDD750 project.
13
Splitting the dataset in this fashion allowed me to analyse all the recordings with the time constraints of
this research module. I will consider the implications of this split in Section 4.4: Shortcomings in the
methods of analysis.

6

participants signing the consent form, and then verified verbally at the time of the interview.
Participants were not deemed vulnerable or misled. All Research findings presented in this
paper have been anonymised.
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Section III: Findings
3.1: Presentation of data
Two methods of analysis were applied in this research. Sections 3.3 and 3.4 present data from
the thematic analysis and affinity mapping processes, respectively.
The two cases where thematic analysis are referred to as interviews A and B. Interviewee A,
female, worked in customer care for an e-commerce startup. She was based in Germany, and
reported 1 year of creative-technology experience. Interviewee B, female, worked in UX design
for a design agency SME. She was based in India, and reported 1.5 years of
creative-technology experience.
The insight categories identified in the affinity mapping process are presented in section 3.4. A
complete list of all gathered insight statements within these categories can be seen in appendix
6.

3:2: Data from thematic analysis
Figure 1 is a colour key of the subthemes relating to these two parent-themes14.

Fig. i. A key for identifying the coded subthemes present in figures 2 - 11.

14

It should be noted that highlighting colours have been selected arbitrarily, and no assumptions should
be made based on the connotations of the colours.
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Figures 2 - 5 are coded transcript excerpts where the parent-theme of ‘anxiety around
interpreting tone’ was observed. Within this parent-theme, the subthemes of ‘emotion’,
‘self-efficacy’, and ‘tone in person versus over text’ were identified.

Fig. ii. A coded transcript excerpt where A discussed the tone of a colleague’s message.

Fig. iii. A coded transcript excerpt where A predicted a negative situation based on their
immediate response to a colleague's tone.
It seems that A attributed the ambiguous tone in this case to a cultural difference. This is
evidenced in figure 2, “...very strict when he writes a message to me. He’s German (laughs)”.
She used humour to imply her initial interpretation of the message's tone was inaccurate.
Despite this, she acknowledged that the interaction led her to question her competence in her
role. This is evidenced in figure 3, “I feel really like I’ve done something wrong... I think that I’m
not doing a good job”.

Fig. iv. A coded transcript excerpt where B reported assuming their colleague was annoyed.

9

Fig. v. A coded transcript excerpt where B described a theoretical interaction where a colleague
might be frustrated.
In figures 4 and 5, B seems to suggest that ambiguous tone is the result of her own messages
being annoying or “bothersome” to the colleague. She rationalises this in figure 5, by proposing
a scenario in which the roles are reversed: “I would be more frustrated. Like “I’m telling you this
is what it’s supposed to be like””.
Figures 6 - 10 are coded transcript excerpts where the parent-theme of ‘comparing text
comms and video calls’ was observed. Within this parent theme, the subthemes of ‘time-cost
of text comms’, ‘interpersonal factors’, ‘complexity’, and ‘efficiency of video calling’ were
identified.

Fig. vi. A coded transcript excerpt where A expressed a preference for video calling on the
grounds that they find written communication complicated.
Figure 6 records a moment where A used a non-verbal gesture to convey her preference for
video calling over text communication. As her sentence trailed off, “... it always gets a little…”,
she grimaced and shrugged her shoulders. This might imply that she finds explaining things
over text challenging or uncomfortable. The use of this gesture could evidence her preference
for video call; spoken communication can be supplemented with non-verbal communication to
better facilitate understanding.
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Fig. vii. A coded transcript excerpt where A reported watching for facial expressions to gauge
their colleagues’ understanding in video calls.
In figure 7, non-verbal communication (“facial expressions”) are presented as having value to
the speaker in an interaction. A reported using listeners’ facial expressions to gauge their
understanding. Her mention of the ‘fluidity’ of spoken conversation could be interpreted as her
being able to reframe and expand upon the communication, using the listeners’ expression as a
form of real-time feedback.

Fig. viii. A coded transcript excerpt where A comments on the perceived time-cost of text
communication.
A regarded text communication as a time consuming process on several occasions, particularly
when she was required to communicate a complex concept or scenario to her colleagues. This
is evidenced in Figure 8, “...I have to explain the scenario it gets a bit, ahh, long”. With the
context provided by figure 7, A may be acknowledging the lack of real-time feedback in text
communication.

Fig. ix. A coded transcript excerpt where B reflects upon how their approach to text
communication might have an adverse effect on their tone.
11

Fig. x. A coded transcript excerpt where B reports engaging in text communication as little as
possible out of respect for their colleagues’ time and effort.
In figure 9, B appeared to recognise a challenge in her minimal approach to text communication.
“There’s not niceties before or after my question... the tone of my writing probably does cause
some of the issues that I face now that I think about it”. She explains this approach in figure 10,
by suggesting that sending fewer questions over text is more professional. She reports keeping
conversation minimal to respect her colleague’s time and effort.

3.3: Data from affinity mapping
Figure 11 lists the titles of the groupings identified in the affinity mapping process. A complete
list of all gathered insight statements within these groupings can be seen in appendix 6.
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Fig. xi. Affinity map group titles
Blunt communication can negatively affect the recipient's mood.
A lack of centralised company knowledge leads to inefficient communication.
Being concise is important for productivity.
The biggest benefit of video calling is being able to see non-verbal cues.
Having a connection/rapport makes it easier for people to communicate.
In-person/ video is a better medium for conveying complex concepts.
Blunt communication can lead to team dysfunction.
It's challenging to find the right tone in your text messages.
Ineffective communication can be unintentional.
Learning to communicate effectively comes with professional experience.
Inefficient communication can block the exchange of information.

Reviewing the groupings holistically, three prominent challenges in communication were
identified. These were: writing with the correct tone, being clear and concise, and having the
required knowledge (particularly in technical conversations).
As seen in section 3.2, ambiguous tone in incoming and outgoing messages appeared to be a
source of anxiety. Interestingly, Several interviewees with 10+ years of experience claimed to
have learned to ignore tone over the course of their careers. Despite this, one of these
interviewees claimed to be paranoid about offending his team, and another reported being
cautious of how he writes messages, so that nothing ‘comes back on him’. This might suggest
these individuals find writing with an appropriate tone a more significant source of anxiety than
receiving messages with unclear tone
Affinity mapping also supported the findings presented in 3.2. When discussing complex
concepts, many interviewees had a preference for video calling over text messaging. Gestures,
facial expressions, and body language were all mentioned in ubiquity. Several interviewees
claimed the ability to ‘screen-share’, or “bring up a codebase” made video calling valuable whilst
working remotely. One perspective offered by an interviewee was that video calling “offered a
higher bandwidth of communication”, in that they could screen-share and see their colleague’s
reactions in real-time to facilitate conversation. Another interviewee admitted to struggling when
13

writing messages, and claimed that connecting via video call for a “natural conversation” with
colleagues was their preferred means of communication in all instances.
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Section IV: Discussion
4.1: Interpretation of findings
Communicating in video calls was commonly preferred over instant messaging. This preference
was attributed to the ‘real-time feedback’ offered by body language and non-verbal cues.
Interviewees reported rephrasing when they ‘saw’ a misunderstanding occur.
Conversely, it was observed that text-based CMC did not afford the ability to ‘see’ when
misunderstandings occur, unless explicitly communicated. This challenge to text-based CMC is
complicated by the observation that individuals may be motivated to not communicate their lack
of understanding - namely, to appear more knowledgeable or professional.
Three prominent anxieties around miscommunication were identified: interpreting the tone of
incoming text-based communications, accurately conveying tone in outgoing text-based
communications, and communicating with clarity and conciseness over text. These
miscommunication anxieties seemed to be more intense for time-critical situations and for
individuals with less professional experience15.
It was hypothesised that (1) communicating emotion will be a common challenge in text-based
CMC, and (2) miscommunication will have a negative effect on the individuals’ wellbeing. On
account of the above interpretation of findings, both hypotheses have been accepted.

4.2: Unexpected time and financial constraints
The time-cost of manually transcribing and applying the thematic analysis process in this
research was dramatically underestimated. This issue was compounded by the sample size,
which, upon reflection, was too large to process and analyse with academic rigor within the
timeframe16 of this module.

15

Further research is required to determine whether this perceived negative correlation is significant.
Applying what I have learned in this module, I would now feel comfortable analysing a similar size
dataset within the same timeframe; the process of learning to research in an academic context has been
a time-cost in itself.
16

15

Utilising an automated transcription tool may have been faster but, without funding, it was
financially unviable. It is also noted that the accuracy of current transcription tools may have
presented a challenge to the validity of the present research17.

4.3: Presence of researcher bias
The transcription and thematic analysis process revealed the presence of unintentional leading
questions in the interviews. These occurred during periods of digression from the discussion
guide. Figure 13 provides an example of an identified leading question.

Fig. xii. An example of a leading question identified in the transcript of interview B.
The wording of this question might imply that the researcher believes it is possible for an
individual to influence how they are responded to by changing their vocabulary. It is possible
that B’s response to this question was subject to demand characteristics.

4.4: Shortcomings in the methods of analysis
Given the time restrictions of the UXD740 module, two methods of analysis were applied. While
Thematic analysis was a more time consuming process, it allowed for the transparent
presentation of interpretations18. Affinity mapping was a faster process but lacked academic
rigor. As such, it is deemed unfit for academic research.
It is also acknowledged that other insights were extracted from the interviews. The most
common insights have been presented in this study, but infrequent insights have been excluded
at the researcher’s discretion. This is a clear indication of confirmation bias.

17

This dataset consists of 318 minutes of recorded interviews. As of 30/11/2021, Happy Scribe (2021)
advertises an accuracy of 85%. This would imply around 48 minutes of footage being recorded
inaccurately.
18
The interpretation of qualitative data is inherently subjective (Galdas, 2017). Including coded transcripts
in Section III: Findings provides clearer context for my interpretations to be critically evaluated.
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4.5: Future work
This study’s findings indicate that a tool for correcting tone in text-based CMC would be
particularly valuable for young professionals. Several interviewees spoke about learning to
communicate effectively over the course of their careers, so it may be appropriate for this tool to
‘train’ users to communicate effectively.
On account of the points raised here, it is acknowledged that this research’s validity is
questionable. A follow-up survey would allow for this study’s findings to be statistically verified.
Specifically, this method could be applied to measure the relationship between professional
experience and miscommunication anxiety.

17
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Appendix
Appendix 1: Discussion guide iteration 2
* Tell me what you do for work?
* How big is the team that you work in?
* Do you work from home often?
* How do you benefit from working from home?
* What platform do you normally use to communicate with the rest of
your team?
* In general, do you think it is easy to communicate effectively on
[platform]?
--* Can you tell me about a time where you felt someone didn’t
communicate effectively with you on [platform]
* Why did that happen?
* How did it affect your mood?
* Do you think it would have affected you in the same way if
the conversation took place face-to-face?
--* Can you tell me about a time when you didn’t communicate
effectively on [platform]
* How did you resolve that situation?
* How did it affect your mood?
* How do you think it affected the other person’s mood?
* Did that change the way you communicated with that person
from then on?
--* Do you think miscommunications / ineffective communications are
common when using [platform]?
* Do you think the interactions have a long-term effect on your
mood beyond your immediate reaction?
* How do you think working from home affects the situation when
those miscommunications occur?
* How do you think working face-to-face would affect the situation
differently?
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Appendix 2: Discussion guide iteration 1
* Tell me what do you do for work
* How big is the team that you work in?
* What’s your relationship like with your co-workers and
management?
* How regularly do you currently work from home?
* What’s your general opinion of working from home?
--* What are your social interactions like when you’re in the office?
* How does that compare to when you’re working from home?
* How often do you socialise when in the office Vs at home?
* How do you think your social interactions affect your mood when
you’re at home? In the office?
--* What are your professional interactions with your coworkers like
when you’re in the office?
* How does that compare to when you’re working from home?
* Are professional interactions more frequent when you’re at home
or at the office?
* How do you think your professional interactions with coworkers
affect your mood when you’re at home? In the office?
--* What are your professional interactions with management like when
you’re in the office?
* How does that compare when you’re working from home?
* How do you think your professional interactions with management
affect your mood when you’re at home? In the office?
--* How do you think your approach to interactions changes from the
office to when you work from home?
* Do you think you have a more positive experience of communicating
in general when you’re in office or working from home?
* Lastly, Do you have any further comments on your experience of
office vs remote working?
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Appendix 3: Sample details

Participant #

analysis
applied

Occupation

# Yrs in tech
industry

Country of
Residence

Gender

1

Thematic
Analysis

F

Customer care
advisor

1

Germany

2

Affinity
mapping

F

Graphic Designer

14

US

3

Affinity
mapping

M

Game Developer

19

UK

4

Affinity
mapping

M

Concept artist

10

UK

5

Affinity
mapping

M

Senior software
engineer

7

UK

6

Thematic
Analysis

F

UX Designer

1.5

India

7

Affinity
mapping

M

Front-end Developer

11

UK

8

Affinity
mapping

M

Game Development
teacher

14

UK

9

Affinity
mapping

M

Software engineer

11

UK
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Appendix 4: Participant information document
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Appendix 5: Consent form
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Appendix 6: Affinity mapping insight statements
Blunt communication can negatively affect the recipient's mood.
It’s easier to understand what clients think of your deliverables when you can see their expressions and
non-verbal cues.
If something has got you feeling negative, It’s hard to then write something that sounds friendly and open.
It’s easier to understand what clients think of your deliverables when you can see their expressions and
non-verbal cues.

A lack of centralised knowledge leads to inefficient communication.
I am more likely to be inefficient with my communications if I am unfamiliar with the source material. If I’m
not clued up on a subject level, I don’t know what to ask to get the answers I need.
I recently argued with a colleague about whether to deploy something. It turned out we were actually
making the same point, we just had different definitions for ‘deploying’ something.
It’s easier to understand what clients think of your deliverables when you can see their expressions and
non-verbal cues.

Efficient communication is important for productivity.
I prefer to communicate in whatever way is quickest. I’m very busy!
I find it quite easy to communicate over text. I try to be concise: “Hey! This is what I need. Thank you so
much!”
I don’t want to waste someone's time when I ping them on Slack, so I normally ‘rubber duck’ my problem
first. When I finally pull in other developers, the situation and my questions are crystal clear in my mind.
It can be hard to focus going into the office after a longer period of WFH. Everyone wants to catch up after
not seeing each other. It’s nice to see everyone, but it gets distracting.
Sometimes people might want to communicate complicated ideas quickly. If an art director is trying to
convey their vision, for example, being ‘to the point’ is efficient and helpful.

The biggest benefit of video calling is being able to see non-verbal cues.
It’s easier to understand what clients think of your deliverables when you can see their expressions and
non-verbal cues.
I like face-to-face conversations. You get more insight out of their facial expressions and body language.
It’s really hard to see the tone in text messages. Really, you need the person on a camera in front of you to
“see what they’re talking about”.
If I had the same messages that I have over text in person, it would be completely different. We can read
each other - gestures, body language, tone of voice, for example.
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Over text, you don’t get the feedback of the other person’s expressions as you go.
You can see when people get a bit impatient in person. Maybe they take a deep breath or shift in their seat.
There’s all sorts of visual signals you can pick up on. On Slack, I don’t know!
Professional conversations are better away from text. Seeing the people you are communicating with
makes it much easier to ‘read the room’.

Having a connection/rapport makes it easier for people to communicate.
Sometimes a blunt message can be taken the wrong way because of the rapport (or lack of) that you have
with a person. “Who does this person think they are!?”
I try to use a few flowery words in my messages, just to make a connection with the person. It’s silly, but I
think it helps build those bridges.
At the start of lockdown, I would spend at least 20 minutes of each call just chatting to my group. It was
necessary to get them to relax and feel comfortable engaging before we got into serious discussions.
At the start of a project it’s good to meet everyone face-to-face. I think you form a stronger team bond if
you can shake each other’s hand and “clink glasses when you have a drink”. You trust people more.
I’ve met most of the people that I work with now. I’ve spoken with them, I know how they behave, and how
they sound. I read their messages differently now that I know them.

In-person/ video is a better medium for conveying complex concepts.
One of my bosses loves to talk a lot, and finds it hard to type everything he wants to say. We normally have
calls instead.
Getting on a call allows for third-party utilities to facilitate conversation. i.e. screen-sharing, bringing up
code, opening the console.
Our slack tech channel isn’t very busy. We usually put top-level things in there then jump an a call to
discuss details.
If a problem is complex enough to require some back-and-forth, I find it easier to talk through on a call.
I’m quite a fast typer, but I can still get through a lot more content speaking.
Getting on a call is particularly important for new starters. They’re going to be less familiar with the
nuances of the codebase. A chat can help them “get on the same page”.
If the project you’re working on is complex, it is good to be in the same place to quickly thrash it out.
Having someone explain their problem to me over video call and screen-sharing a solution is much quicker
than a back-and-forth over text.

Blunt communication can lead to team dysfunction.
It can be extremely frustrating when it feels like people aren’t open to hearing what you have to say.
Getting shut down breeds tension.
Negative or aggressive tone can be particularly damaging for teams on “knowledge work”. Developers
need to be comfortable to explore problems, find and present solutions without feeling like they might come
under attack.
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Miscommunications can have a longer term impact on a team’s effectiveness if they aren’t quickly
addressed. They could lead to redundant code, at a cost to the business.
Some people like to ‘cut all the bullshit’ and get to the point in discussions. If the person I’m speaking to
has that approach, then I’ll do the same - but I don’t want to risk any relationships.
If someone is only replying with short answers, you’re not getting enough back to really know whether they
understand you.

It's challenging to find the right tone in your text messages.
I analyse text messages a lot- the intended tone isn’t always clear.
A lot of the time, I have no clue what the reactions to my messages are.
I once sent a message to my team asking them to be more proactive on a particular piece of work. I was
worried about how they would respond. In the end, nobody was offended - I was just being paranoid!
You’ve always got to be careful of what you write and how you write it. You never know when something
could be misconstrued come back on you.
I struggle with quickly writing something that gets my message across, so I avoid communicating on Slack
wherever possible. Instead I try to get on a call and have a more natural discussion.

Ineffective communication can be unintentional.
There are few people on my team who’s messages on slack I interpret as rude. They way their messages
are phrased and composed feel very ‘to the point’. I know this person and they’re not rude, but if I didn’t
know them, I might have been offended.
I’m aware that some people aren’t wired to consider grammar and punctuation, maybe they’re dyslexic. I
wouldn’t want to upset them by pointing it out.
One word can be very ambiguous. The word “okay”, can mean anything, depending on the way it’s said.
“Okay!”, “Okay.”, “Okay...”, “Okay?”
Laziness is definitely a factor in inefficient conversation. That’s why they invented predictive text!
I once worked with someone with PTSD who was very blunt with their messages. I know they never meant
to hurt me, but sometimes I felt they were personally attacking me.

Learning to communicate effectively comes with professional experience.
I was affected by blunt messages when I was younger, but experience pays off here. Now, I’m not too
bothered when someone sounds harsh - I get why they’re doing it, and I reply as a professional.
I don’t have feelings when it comes to work at all. As a contractor, it’s all about the mission. If there’s
tension with another team member, I have a 1:1 with them and get through it professionally.
You have to learn to communicate effectively on slack. If you’ve been in the job as long as I have, your
technical writing skills get better.
Miscommunications at work don’t tend to affect my mood too much. I’ve learned to resolve them
professionally.
I’m okay with not small-talking much at work any more. I have more time to focus on my work in the office,
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and focus on myself outside of work.
I use emojis to help convey my emotion over text.

Inefficient communication can block the exchange of information.
“If you want a proper answer, take some time to ask a proper question, right?!”
One colleague types questions without any punctuation, and the grammar is all off. I often can’t decipher
their questions!
When I asked my colleague to reframe and punctuate their question so I could better understand it, they
replied with “sorry rushed typing”.
Language barriers can introduce miscommunication. It can be difficult to decipher meaning from my
international colleague’s text messages.
Even on a video call, It’s easy to misinterpret what someone is saying. If you’re focusing on getting what
you have to say right, you might miss the other person’s point.
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