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The internal marketing difference 
Managers may not always have a wide range of 
alternatives when making difficult decisions during 
difficult times.  But they do have choices in the way 
they communicate their decisions -- in an insensitive 
and abrasive manner, or in a more palatable way.   
 

Management writer Carl Heyel made this point in his 
1942 book, How to Create Job Enthusiasm, when he 
showed how two different U.S. companies delivered 
bad news about employee pay cuts one week in early 
1932, during the Great Depression.  The two memos 
that the companies used to notify their respective 
employees are shown in the top and bottom boxes 
below. Which memo do you prefer, and why? 

 

  
Memo to employees of Company A 
“Effective Monday, March 7, 1932, there 
will be a ten per cent reduction in all 
salaries.  The company will expect the 
same standards of service on the part of 
all employees.  Those not willing to work 
without complaining about this 
adjustment will be subject to dismissal.” 

 

Memo to employees of Company B 
“Because of the continued depression 
suffered by the industries served by our 
[company], reflected in a sharp drop in 
our revenues, the Executive Committee 
has felt it necessary to institute a ten per 
cent reduction in all salaries, effective 
March 1, 1932.  We want to assure our 
employees that this step was taken only 
after a careful survey of all other avenues 
of cost reduction.  Many of the upper 
executives are taking much more drastic 
reductions.  Needless to say, these 
reductions will be restored at the very 
earliest opportunity.” 

 

Key leadership concept: Internal marketing 
Employees are an “internal” market.  They choose 
to buy or reject their job roles and responsibilities.  
They choose to embrace or shun the firm’s values 
and mission. Their choices can hinge upon the 
way management markets to them, including the 
impressions made by the internal marketing 
communications they receive.   
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