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When faced with a ringing phone call, every generation responds 
a bit differently.

Traditionalist:   [smiling into phone] Hello, John Smith speaking. 
What can I do for you?

Boomer:   [with authority] Hello, John Smith speaking.

GenX:   [heavy sigh] Hello.

Millennial:  [first checks ID] Hello??

GenZ:   [silence, waiting anxiously for the ringing to stop]

By Dawn Wagenaar

This is an exaggeration, of course. 
Every professional gets trained in 
telephone etiquette. Right? (Right??) 
Even so, this example illustrates 
that each generation has grown 
up with different preferences and 
expectations and, yes, anxieties about 
communication. 

With up to five generations working 
at and/or consulting for your A/E/C 
firm, these differences matter for 
retention as well as communicating 
a consistent firm-wide brand. 
Awareness of these key differences 
can support your marketing team’s 
internal communication strategies. 

Applying them to firm communication 
strategies can also strengthen loyalty 
and trust among team members. 

Generational 
Communication Differences
In this chart, I compare how 
each generation typically views 
communication, their preferences, 
and their view of authority and 
collaboration. Use it as a guide. 
Any team will have outliers and 
exceptions, not to mention cultural 
distinctions to communication 
preferences.  
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 Build teams while keeping your 
strategy and goals in mind

 Create career paths to advance 
and succeed

 Elevate marketing and business 
development to achieve firm 
profitability

 Decide the best approach for 
department structures

Your firm’s ultimate goal is to 
win work—and sustain it. To grow 
business, A/E/C companies need a 
great team of marketing and business 
development professionals who think 
strategically. 

Whether you’re a department of one 
or many, Blueprints 3.0 will help guide 
you and your firm.

Designed for individual professionals, 
A/E/C companies, and firm owners, 
Blueprints 3.0 is the perfect resource 
to help:

smps.org/
resources/store

BUILDING BUSINESS 
REQUIRES BUILDING 
A GREAT TEAM

3.0

smps.org

Guides for Marketing and Business 
Development Professionals and 
Departments in the A/E/C Industries

Get started by downloading 
Blueprints 3.0 today.

When building a multi-generational 
communications strategy around common 
goals such as career advancement or change 
management, your task becomes much simpler. 
When it really matters to them, professionals will 
go outside their comfort zone to communicate 
and receive feedback more effectively. 

Effective Multi-
Generational 
Communication Begins 
with Trust
When your team recognizes that 
you are looking out for their best 
interests, change is easier. As a firm, 
avoid pushing a new communications 
protocol or policy without explaining 
the need for the change. It’s also 
smart to ask for feedback on where 
communication may be most 
challenging right now. Start making 
changes there. 

For example, I recently heard from a 
group of administrative professionals 
that communication is highly 
challenging in their evolving remote 
and hybrid work environments. 

Although they are expected to be on-
site answering phones and handling 
multiple requests from various 
team members, communication 
from remote and hybrid employees 
happens at all hours and in various 
forms. This challenge requires a 
serious discussion among firm 
leadership to ensure that requests 
are centralized and aligned with 
administrative scheduling to support 
efficiency and that it works well for all 
work models.

Within the marketing department, 
if your primary method of internal 
communications is through email 
or intranet, are you sure everyone 
is reading this important and 
inspiring information? Try different 
communication formats. I once 
consulted with a law firm on creating 
a paper newsletter that was posted 
once a month in the firm restrooms. 








