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COURSE OBJECTIVES
By the end of today’s session, you should be ableto...

« Discuss the Benefits of Effective Communications

* Establish Guidelines to Improve our Communication Skills

* Recognize the Vaue of Listening

* Eliminate Communication Barriers \
» Demonstrate the Use of Best Practice Communications Q

The communication process is complex by nature. Even the most basic conns rely on
shared language, a clear message and a focused listener. Obvioudly talking to aperson who does
éhout significant
any things can go

not speak your language is a big hurdle - one that could not be overcom
help. But even when speaking to someone who does speak our lang
wrong.

Building effective communication skills takes discipline & @e. Often people conclude that
they are poor communicators before they have given th es afair chance to master some
easily learned skills.

While we can never eliminate al potential fg standings, the guidelines and exercisesin
this unit will help you maximize the odds t ur objectives and expectations are understood.

Being understood and understanding othersis akey component in building productive
relationships with everyone you work withy be it your staff, your boss, your coworkers, your
vendors, or your clients.
‘O
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EFFECTIVE COMMUNICATION

I'n your table group, brainstorm the benefits of effective communications —

Benefits of Effective Communication:

Ca

P

N
)
(Y~

I\
2N

R
In your table group, brainstorm the con§$§ of ineffective communications -

[ ]
Conﬁgof I neffective Communication:

N 7
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AL
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N
N
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STATING CLEAR EXPECTATIONS

Keep the following guidelines in mind when drafting or giving directions:

1. Speak With Clarity & Specificity. Be sureto communicate with clarity & specificity.
With clear and concise direction, thereis usualy little chance for misunderstandings.

2. Give The Big Picture. Explain what you are trying to achieve. This should incl ﬁ
an end goal and milestones along the way. Provide examples or guidelines. Q

3. Explain The Process. Prepare in advance any steps or processesin alo
order and be prepared to “walk” people through the steps.

4. Demonstrate The Process. Be prepared to demonstrate any difficul s and
emphasize the key pointsin the process.
%ﬁti ons have

6. Appreciate Questions. Prepare in advance for ions you are likely to
get. Every question you get now isonelessp ou may run into later. Ask if

there are any questions and praise tho% :
Giving complex or brand new directionsig not unlike a mini training session. Most people

benefit from practicing processes that to them. Consider using one or all of the
techniques below to help ensure th Irections are better understood and accomplished:

[ J
» AsK listenersto recap the N s to make sure they understand them fully. (Y ou may
wish to explain to listen at’you are not testing them, but want to make sure that
c

you were communi cai ly.)

5. Confirm All Expectations. To ensure people understand

* Givelisten &wtunity to demonstrate the process as a way of practicing and
internalizing tige directions. This can also serve as atest drive to ensure that you
out

y important steps.

haven't P&
. ."Have listeners communicate your directionsto athird person. Teaching
agreat way to remember and make sense of what was learned.

* Schedule milestones for longer assignments to review progress and to catch errors
early. Make sure you communicate clearly when these milestones should occur.
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KEY COMMUNICATION SKILLS CHECKLIST

Rate yourself on ascale of 1 - 5 by circling the most appropriate rating for each item.

1 = Rarely | 2 = Infraquently

3 = Sometimes | 4 = Often

5 = All of the Time

Asasupervisor, | ...

1. Take the time to communicate with others

2. Listen to others' ideas, especially when | disagree

3. Question the other person to gain more information

%

4. Paraphrase my understanding of the issue Q 1
5. Ask for input from others 1
6. Acknowledge others' feelings, even if they @w 1
7. Treat others with respect and dignity Q 1
8. Seek solutions that can be mutuaII 1
9. Follow through on my comﬁ'@ 1
10. Follow up to ensure p communication 1
11. Pay attentiol rough eye contact and body language 1
12. Overal, demonsirate that | care about the other person's needs 1

QO
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COMMUNICATION BREAKDOWNS

In survey after survey, employees place communication problems at the top of their
frustration list.

Most managers spend so much time and effort communicating; it's hard for them to believe it
could be amajor problem. The paradox is that while employees are frustrated by a perceiv
lack of communication with their managers, most managers feel they are excellent
communicators. \

We often hear “communication is the key” or “leadership is communicati on” or a ber of
slogans about the importance of communication. Communication is critical. e of the most
powerful tool managers have in their “toolbox.”

Communication can be astactical as posting the daily numbers or as@ ic and profound as
sharing the purpose and vision of the organization.

With so much emphasis on communication, how could it @ch a big problem?

Actually, communication may not be the problem, angiCo nicating more may not be the
solution. In most cases, employees don't need morefafofmatron. Most of the information they
receive doesn't get read; that which gets read i ly not understood; and that which is
understood is usually not remembered.

The real problem isthat communicationdeaing delivered is not the same, or connected with, the
message being received. In other wo agers communication is often filled with so much
“static” that the message is not, un@ood, supported or accepted by employees.

What causes this communlﬂ ic? One factor is the explosion of communication methods
in recent years - e-mail ail, meetings, conference calls, call phones, pagers, memos,
video, intranets, newsl etc With so many options, we tend to pay more attention to how we
aregoingto co than what we are going to communicate. As aresult, most managers
think of commu ion as an activity as opposed to an outcome.

Another rea%rfor the communication static is we've forgotten that true communication is atwo-
way ro@; s not enough to just put out a message and hope employees “get it.” We have to
faldfow.u e certain we connected - to make sure the message received was the same one we
intenged to give.
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MASTER THE MESSAGE

As you watch the video please take note of the communication tips -

COMMUNICATING WITH CLARITY

M\
-,

A

VERBAL AND NON-VERBAL COMMUNICATION E'

N
A 'Y

B —

ACTIVE LISTENING SK1E @

L
~

<
N
X

7 7

bd

E% STO EFFECTIVE COMMUNICATION
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COMMUNICATING WITH CLARITY & SPECIFICITY

Exercise: Making Directions Specific

Master The Message: Communicating for Success

The following table contains directions that are imprecise, vague or just hard to follow. Revise
these statements so that they are more specific.

Productivity must
increase this quarter.

A

<
o

Use of that machine can
be dangerous.

Draft the report ASAP.

Y ou can’'t submit late
vacation requests.

Our department must
reduce waste.

We are denying your
request because it
violates company policy.

Participant Coursebook
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SIMULATE DIALOGUE IN GROUP COMMUNICATION

The manager should do the following:

Imagine that your team needs to solve a departmental problem. Choose a“problem” from the
options below. Appoint a department manager from your group to head this brainstorming
session. He or she should recap the situation using his or her own words and prompt discus§ion
from the group.

Members should express themselves if they feel that their ideas or statements are no\
adequately valued or considered. Group members should reflect on the conv

and discuss what behavior was effective and what could be improved.

o

Situation #1 Y ou have one meeting room allocated for your d , and scheduling time
for a meeting has become increasingly difficult. The compan eit clear that thereisno
possibility of gaining extra space for another meeting roo i@\sow. As aresult you need to
implement a scheduling system that maximizes the roo ilability and ensures that meetings
with clients get top priority.

e 0) -
AN
<\ Y
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SIMULATE DIALOGUE IN GROUP COMMUNICATION

The manager should do the following:

Imagine that your team needs to solve a departmental problem. Choose a“problem” from the
options below. Appoint a department manager from your group to head this brainstorming
session. He or she should recap the situation using his or her own words and prompt discus§ion
from the group.

Members should express themselves if they feel that their ideas or statements are no\
adequately valued or considered. Group members should reflect on the conv

and discuss what behavior was effective and what could be improved.

o

Situation #2 Y our department wants to do something special for loyees during the

holidays. Thereisacompany-wide holiday party each year, hink it would be nice to do
something within the department. The department only has $ at it can put toward this event,
and timeislimited since it needs to take place during the @ day.

Participant Coursebook Page 10
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SIMULATE DIALOGUE IN GROUP COMMUNICATION

The manager should do the following:

Imagine that your team needs to solve a departmental problem. Choose a“problem” from the
options below. Appoint a department manager from your group to head this brainstorming
session. He or she should recap the situation using his or her own words and prompt discus§ion
from the group.

Members should express themselves if they feel that their ideas or statements are no\
adequately valued or considered. Group members should reflect on the conv

and discuss what behavior was effective and what could be improved.

o

Situation #3 Scheduling vacation time has been a problem for y artment for the last few
summers. Each summer the department aternately faces worlfegce-shortages or unhappy

employees who are unable to spend a week with their family. year the department is being
more proactive and attempting to create a policy and pr to govern how time off will be
scheduled.

A\
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SHARING KNOWLEDGE IN GROUP COMMUNICATION
1. Show the team how all the pieces of the picturefit together.

» Sometimes managers and teams within a specific department become isolated form
the other business units.

» Most organizations operate under the “95/5 Rule”. Most workgroups understand
95% of their department and only 5% of other business units. \

contributions each unit makes, groups will begin to support each other.

« If managers can tear down the walls between departments and show thei @Q

n.
\

2. Demonstrate how the team makes a difference to the cust

* If employees know little about other departments, th en know even less about
the customers.

» Managers can help this understanding by, i some simple questions. How
do we affect our customers? What doesthecustomer do with our service/product?

» Communicate the big picture. This nly creates awareness but also helps build
positive relationships.
R,
A

& Yy
3. Teach employeest @ signs of the business.

. Although ot specifically ask, employees really want to know what all
those rep numbers mean.

ho invest the time to teach their employees the numbers of the business
the rewards of a greater understanding.

* The critical numbers are the primary link to understanding the big picture; yet many
managers want to share them only on a“need to know” basis.

Participant Coursebook Page 12



EDGETraining

W Master The Message: Communicating for Success

NON-VERBAL COMMUNICATION

Likeit or not, others judge the sincerity and value of what we have to say by our body language.
In our day-to-day activities we often need to make judgments about people: Should we trust
him? Does she seem competent to do the job? On a subconscious level we observe and gather
more data than we realize. When we make judgments about others, and when others make
judgments about us, nonverbal data factors heavily into our perceptions.

Nonverbal communication provides clues to listeners about the speaker's intent, mo x,e(s Y,
degree of formality, etc. :

1. Pair up with a partner; take turns playing the supervisor and t %rdinate. The
first timethrough, the supervisor should attempt to compli the employeeon
some aspect of hisor her work performance. The super ould deliver this
compliment with hisor her armsfolded acrossthe ch@ without smiling.

esome aspect of theemployee's
isorshould deliver the message while
age should attempt to depict a

2. Now switch roles and have the new super visor
work performance. Thistime around the su
nodding hishead and smiling. Other b
relaxed attitude.

Discuss the following questions w®§ partner:
[ J

« How genuinedid the eQIiment feel?
o4

<
* How Woul&feel if your supervisor delivered all hiscomplimentsin thisway?
.

N
O
'@/ serioudly did you take thecriticism?
7

* How would you feel if your supervisor delivered all hiscriticism in thisway?

Participant Coursebook Page 13
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NON-VERBAL COMMUNICATION

Role-Play: Noticing Non-Verbal Communication

In our group, begin a casual, “small talk” conversation that everyone can participate in, about a
topic such as the weather or plans for the weekend.

While conversing, each group member should alternately (not all at the same time) di
of the following nonverbal behavior: \

Have one group member observe the body language of the participants. Q

Take notes on your group's interpretation of each behavior and share it W|th t

» How did their posture, proximity, hand gestures, facial expre% head movements

express their intentions or feelings? Q
LN
AN Y
AN
/\{
* Could the group member who w ached have done anything differently to seem
mor e open to the conver&atiqn’)
\ V
o
~
y

* Could the&(proaching group member have done anything differently to more clearly
sigiyl h@n dencein hisor her idea?
\\
XX
Y
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ACTIVE LISTENING & PARAPHRASING

We have focused on sending clear messages, but learning to be an effective listener is an equally
important component of the communication process. Given our hectic schedules and the
information overload we are often subjected to, it's no wonder that listening skills sometimes
suffer. However, being aware of improper listening habits that may creep into our conversations
can help us learn to absorb more of what we hear.

These best proactive behaviorswill help you stay tuned in to what
someone is saying to you:

» Focus on understanding the speaker's meaning instead of prepar %ponse
ré;t d

Listen for the speaker's ideas, thoughts, and feelings. Listentou not to respond.
» Watch a person's nonverbal behavior to assess how he or |ng Also, be
aware of your own nonverbal actions, for example, do k receptive?

* Paraphrase what others say to check and communi€ate your understanding of the message.

Notes: &

e 0) -
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ACTIVE LISTENING SELF SURVEY

Self-Quiz Assessing Your Listening Habits

Optional Activity - Check off each box that reflects a behavior that you regularly
practice or an improper habit that you regularly avoid:

____l don't formulate my response to what someone is saying while he or sheis sp

____lregularly recap what | heard someone else say if the statement delivers n @w or
important information.

____Itry toidentify some aspect of what another person is saying that interests me when they

speak.
____llisten to the content of what people are saying instead of ju@w they are saying it.
____ldon'tinterrupt, and | wait to comment until | underst content.

____llisten for general themes and points rather than f@r m details.

____lonly take notes when I'm afraid | mng Important point or detail.
I

___l'work to stay focused even when complex, Confusing, or boring issues are being discussed.

___| try to stay non-reactive to emoti

____ltrytolimit my preconcel
words.

____ltrytoexpress t%@ny body language that | am receptive to the speaker's words.

y charged language so that | can hear the speaker out.

1ons from influencing my interpretation of another person's

Think of improve your weaknesses.

Q

Unchecked sx& i |cate areas in which you may need improvement.

Participant Coursebook Page 16
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ACTIVE LISTENING SKILLS PRACTICE

Listening Skills Practice

Now is your chance to practice improving the weaknesses you identified earlier. In pairs, take
turnstelling your partner about your job and background. Try to form partners with someone you

do not know well. Include the following topics in your description:
* What does your job entail on adaily, weekly, monthly, and annual basis? \ >
* What is your background? Include education, former jobs, or respon your
current job.
* Explain how you have progressed from one point to another. %
Each partner should plan to talk for at least five minutes. Y ou mq#tojot down afew main
points before you begin speaking, but your conversation shou@' ormal and unrehearsed.

The focus of this exercise is on the partner that is listeni or she should be conscious of bad
listening habits and work to overcome them using theflan created for your self earlier.

accurately summarized his or her position. discuss what techniques helped you improve

After the speaker has finished, briefly recap g she does on the job. Ask if you have
your listening in this exercise. Also discgar that were still difficult for you and what other

techniques might be available.

Notes: .xe

>
X
AN\
N7
D 4
A
- (N
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X
Yy
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OPEN ENDED & CLOSED ENDED QUESTIONING

Use open ended questionsto gather moreinfor mation.

Open-ended questions are powerful ways to uncover and gather more information. These types
of questions encourage the other person to describe, explain and elaborate their responsesin

order for you to gather more information. 1
Use open-ended questions when: \
« You Want To Stimulate Conversation OQ

* Need A Broad Range Of Responses

* Need To Get More Information @ :

Examples:
* What is your view of this project? Q

* Tell me about atime when you... &
« What do you think the best solution is? QQ
Use close-ended questionsto prompt a specific response.
Close-Ended questions help pinpoi ‘ﬁé;nversati on to bring out specifics in a short time. They
are useful when you do not need t%ﬁer large amounts of details. They can be associated with
S.

trueffalse, or multiple choiae?
Use close-ended questio prompt a specific response when:

* Your Tim@d
* You Neegd To Verify Information

u@ﬂ, To Confirm A Response
Ex

* DO you agree with this decision?

* When will you complete this task?

* Did you complete this project?

Participant Coursebook Page 18
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RECOGNIZING COMMUNICATIONS BARRIERS

Recognizing and Eliminating Communication Barriers

Even when we send clear messages and actively listen to what others are saying, distractions and
other barriers can sabotage the communication process. The following list identifies several
common communication barriers:

Environmental noise can create physical barriers to communication; S

Jargon or acronyms that may not be widely understood present anot

communication barrier;

Multitasking, watching TV, or working at a computer while talks are common
communication barriers,

Certain nonverbal behaviors such asfailing to mai ntai@e ontact can be a
communication barrier;

Interrupting people while they speak is also ion barrier;

Not giving the speaker 100% attentiQ

Notes: . @
AN
A\ 7
lo.d
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A
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P
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N
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EXAMINING THE PROCESS OF COMMUNICATION

Communication isthe transmission of information and meaning from oneindividual or group
to another.

A. Sender Has ldea

* The communication process has five steps. idea formation, message encodin e
transmission, message decoding, and feedback. gx

B. Sender Encodes |deain Message

» Encoding isthe process of converting the ideainto words or gestures that will convey
meaning. é

* A magjor problem in communicating any message verball&words have different
meanings for different people. O
C. Message Travels Over Channel

* Channels are the media-computer, telephoné, , fax, and so on-that transmit

messages. g

* Anything that interrupts the transmission’of a message in the communication process is
called noise $

D. Receiver Decodes M essage @

* Trandating them from its symbol form into meaning involves decoding.
E. Feedback Travd@da

» The ver%}d nonverbal responses of the receiver create feedback. Feedback helps the
&kno that the message was received and understood.

send
Qeﬁ feedback is descriptive rather than evaluative.
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BEST PRACTICE COMMUNICATIONS
The Golden Rule:

The Golden Ruleis an eternal moral precept: "Do unto others as you would have others do ynto
you." A‘

Usually, this does not work well as a guide to effective communication. The reasonyis not
everybody wants to be treated in the same manner, we all have our own unique We
providing, receiving, and processing communication.

The key to effective communication is adjusting what and how we commuaicate to compliment

other people's communication styles. @
The Golden Rule of Communication: c, )
» Communicate with people the way they prefer, n way you prefer.

One-On-One Communication:
» Thisishy far the best and most effectiveifo communication. When face to face with
someone, you are able to pick up on e inflections, non-verbals and feelings and are

more apt to be able to respond and,understand.
Group Communications:

* Group communicationsis way to share information between workgroups or teams.
The important factor her@isBe sure to solicit ideas from the entire group and make
certain that everyo avoice.

Communication As @Way Process:
« Comm iOMgt its best is atwo way process. If we keep thisin mind aswe
communi@gte, only then will we be effective.

IS an easy way to transfer information; however, it may not be the most effective
f‘communicating with your team. It can be easily misinterpreted or misconstrued.

3
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COMMUNICATION QUICK REFERENCE

Master The Message: Communicating for Success

Why Communications Break Down

Benefits of Effective Communication

Too Many Links in the Chain
Too Many Messages
Lack of Clarity
Undefined Expectations
Inadequate Listening
Failure to Consider Audience

Initiative
Teamwork
Accountability \
Quiality Q
Producti
Resul
A

Analysis of a Message

Delivery & timing

Think About What You Want to Say
Consider Your Expectations
Keep it Simple
Be Precise & Concise
Repeat Your Message
Check for Understanding

v/
C Qicate Directly to People
tch Your Tone of Voice
UseyMemos or Notes for groups
Consider Your Timing
Confirm all Expectations

Q Be Aware of Your Non-Verbals
4

Target Your Audience

Establish Credibility

~

Whom Are you A sing?
What's Import Them?
r cerns &

What are
R @ ilities?

What's Their Stake jn the Communication?
Are T{re Any Special Issues?

Speak From Experience
Back Up Your Statements with Evidence
Speak with People, Not to Them
Communicate with Compassion
Communicate without Frustration

<
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CLUES TO NON-VERBAL COMMUNICATION

Non-Verbal Communication

Possible Interpretation

Frown
Smile
Raised Eyebrows
Narrowed Eyes

Friendliness, Happi
Disbelief, Améa
Ange

Displeasure, Unhapp%Q S

Blushing Embarrassment
N
Glancing e Interest
Steady Listening, Interest
Avoiding y, Unresponsive, Nervous

Pointing Fingers ;
Folded Arms

Arms at Side
Hands Uplifted Outward
~

Authority, Displeasure, Lecturing
Not Open to Change, Ready to Talk
Open to Suggestions, Relaxed
Disbelief, Puzzlement, Uncertain

Yy

Fidgeting, Doadlihg

Hands inHips
Shruggi Iders
Square ncéror Shoulders

Biting Lip, SHifting, Jingling Money

Sitting on Edge of Chair
uching in Chair

A

Boredom
Anger, Defensiveness
Indifference
Problem Solving, Concern
Nervousness
Listening, Concern
Boredom, Lack of Interest

y Eight Feed Outward
Four to Eight Feet
Eighteen Inches to Four Feet
Physical Contact to Eighteen Inches

Public Space
Social Space
Personal Space
Intimate Space

Participant Coursebook
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PROGRAM A ACTED T ol —
VALUATION MASTER THE MESSAGE

Class Mame: Dhcites:

Mame:[Opticnal) Com pany:

Please drcle the number which best reflects your opinion of this training pregram.

Mot at all 4 ¥ Very

1. The abjsctives of this course wers rebevant o the

krowdedgs Sskill requirsments of my job. 1 - 3 4 E
2. The courze malericls wers weshd ord relevont ko vy jok 1 2 a 4 g
3. The course content wos pressnted in o clear and

understandabls manner. 1 : 3 4 5
4. This course hos increossd my confidence level o apply

R . 1 2 3 4 5

thiz trainireg to my job.
L. The informecion in this courss wer infomnative and helphl. 1 2 K| 4 5
&. Howr weould you robe the delivery skills of the rstructar(s B Lo 1—'. Hlﬂh J

Cores Preserbation MNVisuals 1 2 3 4 5

Kncwlsdgaabls 1 2 3 4 5

Enthusiastic 1 2 3 4 5

Able to Shay on Topic 1 2 3 4 5

Encouraged Participation 1 . 3 4 L
7. How wedd you rabe the Facilifies & classroom? | Low 4 ¥ High |

Comort 1 2 3 4 5

Service & Frisndliness of Edge Staff 1 2 3 4 5

Wrkshop Supplies 1 2 3 4 5
8. Pleass list thres idsas or skills that you will opply

b your job.

Use the back of the foerm ¥ you have addiional comments or suggestions.
Thank you for your comments and feedback.
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If you have any additional comments about the program, please feel free to expressthem in
the space below. Thank you for your time and thanks again for joining us at the program.
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