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Master The Message Communicating For Success
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Master The Message
communicating For Success
Instructor’s Gulde
P . This course is designed to help participants become more
urpose: . . . : . \
communicators in order to build productive relationships b
their peers and employees. Participants will have the oppor
experience effective communication skills through
learning models, including theory, practice and ex
activities.
Audience: This class is designed for employees at all bof development.
Class Size: Approximately 8 to 24 participants. O%
Prerequisite None.
Material:
Materials/ The following materi ommended for this course:
Equipment: + Video Cli dge “Master the Message”
+ Flipchart st and paper or dry erase board
+ Notepaper
+ Te S or name tags
: @e ommunicating Effectively PowerPoint & Projector
Organization: Theﬁ&uctor’s guide is designed to be used with the supporting

@ipant Course Book.

Q

Copyright© Edge Training Systems Inc. Page 1



Master The Message Communicating For Success

“ Ay
Slide 1 Welcome the group to Master The Message,
mm communicating for success.
Have participants sign in using the edge
workshop sign in form.
Communicating For Suceess
2 Minutes
Opening Slide
I | 0\
Slide 2 Cover the course ag v
= Banaiits OF FTactive Cmmuscalions g?&e #1 b
- Stating Cegr Expaccations Inutes
= Communcaion Skl
* oo Component
= Gron GO
= Active Listening Skl 0
= Putting & AN Togerer
R,
A \,
Slide 3 B MS Discuss the course objectives
— Ciscuss The Benalts OF Eactive 2 Minutes
CINTATTOLEAE Page #2
w Celailnh Goaseloes T Ay e
Ciormmurimiions Sdos
— Rerogmee The Kake OF Lsfaning
= FIATHANE Comicaning Baniss
1 == Dpmorsbate The Use OF Best Fracin
g
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Master The Message Communicating For Success

Slide 4 Activity
Effective Comymunications Split into two groups, have one group flip chart
s Your benefits of effective communication, and the other

group flip chart consequences of ineffective
Discuss The Benafits OF Effective communications

Communications
A Debrief as a group discussion
Commnmications 10 Minutes
== || Page #3 0
Slide 5 Anticipated Respons@‘/
Benelits Initiative, Teamw% ountability, Quality,

Slide 6 Anticipated Responses
Lack of Initiative, Teamwork, Accountability,
Quality, Productivity, etc.

Compare responses from the group

2 Minutes
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Slide 7 In a short statement, ask the participants to make
Siating Efear Expeclalions a paper cup, they have 2 rules, it must hold water
and it must be aesthetically pleasing. Do not
Fiekey: Joit T it Moultwr &, Pt Cap allow any questions.
It Must Hold Water
H“'i“_:__'“ ‘ﬂm@i‘:ﬁy The objective is to give them vague directions,
ik fid with no specific details.
~ o o~ P
Yow Have Two Minutes 3 Minutes
- <
Slide 8 Explain the above slide, asking participants about
Srating Clear Expecialions the paper cup activity™did you state clear
= e e & expectations ing directions on the paper
— Give The Big Picture cup activity?
Explain Page #d
- The Provess
 Dorstiats The Frocess Would y e been able to complete the
- Conftrm Al Expectations activitynif cleay expectations were given?
“ ApOreciate Questions ,B }
tes
== N Page #4
‘O
A
Slide 9 Break the participants into 3 groups.
h bef
Using the same paper cup activity as before, now
% k. Tty riug using the guidelines on page #4, communicate
S b G cup the activity.
Uising The Guidelimnas On o4
) = You can also use the Hand Outs
£ i HO# 1A, Partial Directions
Commuriicate The Activity !
G HO# 1B, Partial Directions
Q ==3 || HO# 1C, Complete Directions
10 Minutes
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Slide 10 To emphasize the importance of stating clear
W’mﬁ """,i natis expectations, explain that many times poor
Causad performance is not caused by a lack of
By Linknowr O Linciaad knowledge or by a lack of hard work- but simply
e by not understanding what is expected or
,Q:F ineffective communications
»Q\ )
Slide 11 Have participants indiyiduatly complete the
The Art 81 Commupication CommunicationS% st
In A Recent Survey, 0% Of Managers ;
Rated Their Communications skills | | O VI NULES Q
Tn The Top 10% OF Al Managers Page#5
r_'_
How j Rate? 0
= R
R,
A \,
Slide 12 Adding a little humor, have participants total the
KNow 0o We Rate? checklist and read the ratings
13-4 .
Vow Might fie Bepond Heip £ “ 3 Minutes
2548
Ot Fow dre Heve Tooay
J1-58
| Vou're Deing A Great Job
S1-6d
G Vo e A urtsfamdimg Commmumicaiior
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Slide 13 Begin an open discussion with the group about
Communication Breakdowns breakdowns in communications. Flip Chart

Empiloyees Plaoe Commuication
Problerms Af Tihe Tog OF Their
Frusitration List

If W Are Such Great Communicalons,,

Why All The Breakdowns?

responses from the group before moving into the
next slide.

5 Minutes
Page #6

>

&

Slide 14 Compare the group nSes to these
Why Breakidewns responses and in e into the group
gy ey SR discussion.
— Message May Be Fitad Wath Statc . .
— Wit S Marsy Cistiorss Wi Facus O Focus on % s a last resort in effective
® How™ We A Soing 7o Commaniate commu#iiegtions. Face to face is the best type of
Ry two- coMmgnunications.
® "WERArT W A G T COSRTAe
— Commurnication Is A Twe-Way Frocess
‘O
A
Slide 15 Introduce the Edge Video “Master The Message”
Master The Message (16 Minutes)
A Sy o Xt Have participants take notes on page #7
Take Note OF The Variety OF

18 Minutes
Page #7
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Master The Message

* CONTRTTLCENE A Sl

v (TR (TS

== CONTE S aAnms

= Awarameis 0F g Warbak

v Avibar {iefenagg SRl

= Fanivass T Show dgarstandvag

= Ageroariandly, Compassi G

Recap the “Communication Tips” from the video.

5 Minutes
Page #7

Slide 17 This activity will focug,onthe 1% Tip,
Comumunicating With Clarity Communicating V(% ty.
tio 0P e Pair up parti s and have them complete and
Using The Situations On Page #8 re-write thewggee statements. Have them
Re-Write The Task So It I's Clesar, presen ﬁ e-writes to the group. Get through
e e a astime allows.
|
@ 0 Minutes
== N Page #8
R,
A \,
Slide 18 The “Lead Manager” should do the following:

Group Communications

v Lead Menaper ™ Srow'd Do The FoSoming.
PPN T iR il T Hhi [rale) oesila wlivs
B WSk D ECMBTET B B o s A

— Lcap ceepmion b ormre el cverpone has @reer e
L L =L o g

= Foon e darcmsion § 5 i k= go ey of gein mogced
=T T

* Holipe degder o dehalm Lo weh bvved toepess
i il hlling, v s I8F O rrTh
— [xzimige sgas paekipydan om of rentan

= B i TReladh Pl gilies po il wal
PRI Ty

<¢¢

Facilitate the discussion by asking probing
guestions when an idea or statement needs
clarification or exploring

Recap discussions to ensure that everyone has
drawn the same conclusion

Focus the discussion if it starts to go astray or get
bogged down in dead ends

Mediate disputes or debates to work toward
consensus without shutting down team members
Encourage equal participation from all members
and Provide positive feedback for active
participation and innovative thinking.

5 Minutes
Page #9
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Slide 19 Choose a “problem” from the options below.

Gronp Communicalions Appoint a “Lead Manager” from your group to

a0 i head this brainstorming session.
At A "o Manaoer ™ He or she should recap the situation using his or
Choose A "Protéem” To Sove her own words and prompt discussion from the
Brawrstorm Ioeas Using The
o ks ey TG | group.
Pages 9, #10 & #11 10 Minutes
== || Pages #9, #10, #11 0

Slide 20 Debrief the group co hitations activity by

Eroup Commuaications || explaining the follewihgsfips.

Although Empioyess May Mol Ask .
They Really Want To Know What A Thoce 3 Minutes Q
Reparts And Mumbers Mesan Page #1
=R

< Skapt With The fasics

< Primary Lk To The Big Picture -

« Craabe Awnieness Asd Undesstanding

« Knoawvindoe Shared 1s Powar Hultiplied

R,
A \,

Slide 21 Explain the process of sharing knowledge

A

G L The Business

Sharing Knowledge

1, Show The Team How A The
Baces OF The Sictwre At Together

2 Domorstrate How The Teamr
Makas A Déffanancs

I Taach Emplopees The Vil Signs

5 Minutes
Page #12
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Slide 22 Time for a break.
Timre for 2 Break 15 Minutes
Slide 23 Pair up with a part akerturns playing the
Non-Verbal Communication supervisor and the dinate. The first time
Pt through, the supe®isor should attempt to
bl el compliment t @ ployee on some aspect of his
Read Page #13 or her wogkpeMfermance. The supervisor should
o deliver % pliment with his or her arms
": "', “‘! tice : Pl "'5“““""‘.! S folded“across,the chest and without smiling.
i N@I ch roles and have the new supervisor
ritleize some aspect of the employee’s work
== N performance. This time around the supervisor
ould deliver the message while nodding his
head and smiling. Other body language should
attempt to depict a relaxed attitude.
e @ 10 Minutes
x Page #13
Slide 24 Recap the activity by asking these questions.
Non-Verbal Communication
5 Minutes
w oW GRS DRr The Covmyivmen! ea?
v Haw W You Fesl I Hawr Supenisor Page #13
Laryvereat i Covmpdmenss S Fe Hene®
) = jion benously DN Tou Teke fhe
e
G w i T Fow Gy I Hour Supaerudeor
Fietverey 4% fos Crticeen [o This ay?
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Slide 25 In our group, begin a casual, “small talk”
Non-Verbg! Communication conversation that everyone can participate in,
PR about a topic such as the weather or plans for the
2 f:'""" weekend.
R R While conversing, each group member should
Role-Play Using The Non-Verbal alternately (not all at the same time) display some
Topics On Youwr Cards of the following nonverbal behaviors using the
catoct Ay Ol non-verbal cards or HO#2:
Have one group member observe the
==% | | language of the participants.
Take notes on your group’s interpr f each
behavior and share it with th .
HO#2 Non-Verbal Cards
10 Minutes
Page #14 %
Slide 26 Explain the impo@gmc Active Listening Skills
Proaclive lisiening Q
2 Minutes
T nd etiperate, || Page #1
It Requines Awareness & Affenfion
In Recognizing Opporiunities To
Gain Valuable Imformation.
3
.\
Slide 27 Explain these steps in listening. Given our hectic
Proaciive listening schedules and the information overload we are
often subjected to, it's no wonder that listening
1. Listesn To Unclrstand, Mol Respond ) : .
& it e iy, e o i skills sometimes suffer. However, being aware of
2. B Aware OF Non- Vet Clues improper listening habits that may creep into our
| Py e s fetgs s ook conversations can help us learn to absorb more
G 5. Lef The Speaker Koow You Uncenstan of what we hear.
#  farapiieadd i ook Ty e
3 Minutes
== | | Page #15
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Slide 28 Present the slide as stated, ask participants to
Proactive [isteninyg add their comments on why listening can be
e T T ettt St difficult, and flip chart responses.
& Siawng Tuned §n Desgile Tha Yodurs COF . L
information Optional Activity;
i oty it iota ik s If time allows, you can also insert the
¢ Technology - Voke Mal, Emal, Vidio, Listening Self Survey on Page #16
Tekeconferencong, Infranet
« Wocabulary & Frames OF Relamnoe
Iidpfaanal fararmg SelFarery) gkl lry 0\
Slide 29 Ask participants to p ‘a’nd begin a
Listening Skills Pracitice conversation on on page #17. Their
How Are Your Listening Skill? objective is to ha e listener recap and present
to the group they heard.
Pair Lip With A Partner
Begin A Conversation (Page £17) Do thi | participants and then have them
e Con s% le d repeat the activity.
Taking Notes
(Optiomal Listeming Activity) 0-2%/Minutes
= N Page #17

ptional Activity Page #18

X

e

Slide 30 Explain in detail the difference between open and
Gathering fnfermation closed ended questions.

— Uize Open-Enched Questions When
w P Wt Te St Dormirsrton EXampIeS Page #18
w Mawe] A Bros Furge CF Sarspormies
m Mead To (et Mo |niemabon

5 Minutes
v Use Clase-Endad Juastions Wien
% ¥our Time [= Limiced Page #18
® 'is Weed To ey Information

A
G & 'Fou ‘Wt To Confirm & Resporss
Q =y
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Slide 31 Have participants stand up and form a circle.
Ooen-Ended guestioning Using a “Koosh” ball or some soft object, throw
the object to a participant, who has to ask an
Hedod A S open ended question. If he does, he can throw
the object to someone else and they will do the
same.

In Qridér To Take A Seal Yo Must
Ak An Open-Ended Question

% The only way to sit down is to ask an open eqnded

question.
-
Do this until everyone has taken a

5 Minutes Q
Page #18

Slide 32 Review the topics on@‘gﬁlzmg barriers to
Recognizipg Barriers communications.ﬁ‘ up discussion, ask

e parses g A EERED p_art|0|pants thf on how to eliminate these

—r LI b SCroenaTes DAl My el B urae e kinds of barri

= [uitinmiing or wirieng St 8 Ccomputer whils
o Lalks

—= Cartran normertel behaerrs such 22 fakeg Flip ch onses
TR e ConiaE, looking ey

—= [miermupting peopke ahide ey sk 1
— Rt Joing O soeaker 1008 anermon €s
a 19

X

N,

A

Slide 33 Explain the communication process on page #20.

Commurication Precess || Walk the participants through the process,

explaining each step as you discuss.

— Sender Hag fdea
~» Fanger Ercodes Tdea in Message 5 Minutes
= Message Travels Over Channaf page #20

—= Recefver Decodes Message
G —= Fesgdback Travals bo Semder

Copyright© Edge Training Systems Inc. Page 12
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Slide 34 Explain the Best Practices for communications.
Best Praclices Of course, the most effective being one on one or
ey e e face to face communications.
- One On One , . : .
- Face To In today’s business environment, with the

»  Bfone Comersations
= Writan ConmTHANCANRE

proliferation of communications, email, voice mail,
IM’s, etc our messages get bogged down.

>

5 Minutes
Page #21

&

Slide 35 Wrap up today’s sesgion)by reviewing the
Potting It All Tegether information coveret in@day’s class.
< Effective Comyrnnications )
¥ oot Often Emphasize tr@)ortance of face to face or one-
» Communicate In Person R on-one ¢ ations as the most effective
= Cowmimaudingalis WALH Dstity Way to nicate.
« Confiem Your Expectations
» Paraphrase To Shaow Understancing . . .
G e L E@ e that emails, voice mails and memos
r least effective forms of communications
== hand that they can easily be misinterpreted.
$ 5 Minutes
R,
A \,
Slide 36 Have participants go to pages #22 & #23 and

Communication Tips

— Corpmunication Quick Refemenca

—= Communication Breakiowns m#u
== Dalivery & Timing

== Tarpet Your Audience

== Establish Credibilty

— Listen To Understand

explain the quick reference sheets on
communications & non-verbal communication.

5 Minutes
Pages #22 & #23

Copyright© Edge Training Systems Inc.
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Slide 38 @V
= R
‘O
A \,
Slide 39 Solicit and respond to any questions the group
maf amm may have. If you do not have an answer, list
= question with name of person and email or call
ﬂﬂ rﬂﬂﬂ.ﬂmﬂ them with the answer when you have the answer.
Have participants complete course evaluations,
) ; stand in the back of the room while participants
2, 4!. complete course evaluations and thank them for
G their participation as they exit the room.
.

Course Evaluation — Last 2 pages

Copyright© Edge Training Systems Inc. Page 14
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Step 1:
Fold your square on the diagonal, matching up
corners A and B.

A\/
A A

Step 2: 0
Take the top flap (flap A) and fold down towar
you. Turn the cup over and repeat the stepiwith
the other remaining flap.
Step 3: SW
Enjoy your cup! Ié@fll ed the instructions
sho

above, your cup look like this and be
able to hold water.

QO
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Step 1:
Fold your square on the diagonal, matching up
corners A and B.

Step 2:
Fold corner of A to edge B.

Step 3:
Take the top flap (flap A) a own toward

you. Turn the cup over a eat the step with
the other remaining fla

Q’Q

our cup! If you followed the instructions
abo our cup should look like this and be
able to hold water.

St
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Step 1:
Fold your square on the diagonal,
matching up corners A and B.

Step 2:
Fold corner of A to edge B.

Step 3:
Fold corner A to corner B.

Step 4. &Z
Take the top flap A) and fold down

toward you. Turn th p over and
repeat the stepwith the other remaining

Step 5:

Enjoy your cup! If you followed the
instructions above, your cup should look
like this and be able to hold water.

Copyright© Edge Training Systems Inc.
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Cross & Lean Forward
Uncross Your In An Inte
I\/Ianr@'o

Arms
@%

S0

@I{c%ch Down

Lean Back In
INn Your Chair

A Relaxed Q,
4&

Manner
\6

'&Q"@
QQ

Page 18
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i
E:l
I".=
-
)
a
=,
=
Xal)

:
||||

Cover Your Twirl Your
Mouth While Hair Or Fid
Speaking With A
S
%6

O

Lean On The Q%Q

) ke Intense
Table With <
Chin In H & Eye Contact

@4\
'&Q}
QQ
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)
a
=,
=
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Clasp Your
Hands Point Your
Together &  Finger While\
Place On The Respondi
Table
&
O
Avoid Eye re Into
Contact, LookQ, Space, Day
Away @44 Dream
4\
o
<

icating For Success



