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Trainers notes:

Standard equipment:

Flip chart and flip chart pens
Projector

Pens & paper

Theory: \tﬁf/
Rather than duplicate information, you can find mos our practical

and well written theory which relates to these notes contained within
the comprehensive candidate cours s. Please read through this,

notes can be copied a dditi andouts, when you wish to
expand/amend content etc.

eaks, lunches (any special dietary
, finishing time.
alarm planned for today? Advise nearest exit.

- Talk th‘ ugh your course today slide: Slide No 2
\ Advise the delegates that this course is an exciting mix of theory,

— / IR \discussion, tasks - both individual and group work. The course is NOT

-

!

/just theory.....
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Introducing yourself: Slide No 3
Talk through with delegates “what they really want from their course
and what they like about communicating with others.

Discussion point: Communication is a key part of work and
It is how we express ourselves (say what

how we intend to get it)
Within the workplace it can b/ qwte motive
subject - we usually all V\(apt more...... \.\

Flip chart task: \L
Write — What is communication? and How do w t? on ﬂ(/chart -
ask the group for their responses...

Ask what their most popular form of communication

is? -~ .
What annoys yo;./a’byt)d }rent methods?

Review
Possible responses: Commu
two way process, understand
How we do it — verbal, written,
Total time: 10 mins /—

n\— ssi/r}g/and sharing information,

re the costs to you and the business when a
pany communicates badly?
e task on a flip chart. Allow the group 10 mins to
 their information on flip chart paper.
U on;/ompletlon ask each group to go through their thoughts.
Qscu;s/and gain agreement from the other group.
\Total time: 20-30 mins
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How much time?: Slide No 4 \
Talk through theory, this is a huge amount of time. Communi
effectively and often will enable you to be more productive
efficient in the workplace and may also encourage others to |mprov
their communication. -

Methods of communication: Slide No 5
Talk through the pros and cons of these methods. Ask
what methods are used in their workplace? // —

Individual & Team Task: The Questions
Follow the instruction sheet given.

Total time: 30 mins \\

Listening skills & Listening tips: Slides No 6 & 7
Talk through theory.

2 and give feedback on
their scorlng Review ways in eyt p/mprove their
communication J—

Time: 10-15 mins

Asking q
Talk thrgLe
t

> )

/ Talk )f ugh with group and then use the following tasks:
o \

,///// \Indlwdual and/or small group task:

- ) You can use either or both of the following exercises:

/ / Exercise: Organisational Communication — Total time: 30-40 mins
/ Exercise — The Information You Need - Time: 10 mins
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Giving feedback: Slide No 11
Talk through -

Hints & Tips: Slide No 12 //
Talk through —
Individual Task: Delegate action plan // \\w
Hand out course action plan and ask each del¢g te to complete it.

This is extremely useful for trainees to practically implement théir
session into their day to day work role.

—

Finish by reviewing your session .

Bonus tasks/exercises: d/ i
We have supplied valuable an :
materials that can be i
session.

|.additional training
a@j of your training

N
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Communicating Effectively
Introduction

The art of getting your message across is a valid part of your job. Good
communication is the lifeblood of companies. It takes many forms, such
as speaking, writing and listening. Effective communication will help
handle information and improve relationships.

Effective communication hinges on people understanding your ani
and replying in terms that move the exchange forward - preferab y/ln e
direction that you want it to go. |

What is communication? \

Communication is defined as “the imparting, conveymg or ex\cha
of ideas or information by speech, writing or | signs”. Communlcatlon
only exists in relation to someone else - it is always\, a two-way process. In
recent years much research has been done wh@wshows ;ha we are
spendlng more and more of our time on hat—is called the
“communication process”. The latest study put it at '80% of our waking
hours. Communication is about more than passing on information. It is
about one mind interacting with a/l{ her and when the interaction is
successful, motivation and action w‘i’il follo

is / crltlcal to your success.

e Iaclg/éf effective communication
onees towards their managers.
anagement task, as it is the key

The ability to communicate ffe\ t|v
Unfortunately, in many organisa
is the main complamt -of e

Communication lies at, I;ne h of
to making things ha en eit\

Key commulycat on Eﬂdemtlons

The Dest/natran of Info

expe se f another? Are particular groups bypassed and if so why?

obvious blockages in the communication system? (for
nsultative committee might be kept well informed but its
\/ rpe/m%ers\ /ever pass anything on.)
Tlme // bility of Information
AN . /a
N\ \ Can members of the group rely on the information they are given? Are
|there occasions when it turns out to be inaccurate or just plain wrong?
"/ Remind the group that this is not an easy question.
We all have an in-built tendency to distrust the information we get from
those in authority over us.
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The Consistency of Information

Do different parts of the organisation ever get different messages abou
the same subject? Why does this happen? Does it matter? /» ™~

The Speed of Information

Does information seem to pass much more ?)a’é/klwtjlj\fbugg certain

structures or parts of the organisation than /others? W [
happen? Is it a problem? [

) ]
Good News vs. Bad News \
Is it the case that information about, for example\wmpany |:m/formance
only seems to be made known when there is bad news to put across?

Responsibility // \\

Whose job is it to make s ongé‘s are properly informed?
Does the group see this as pa ir wndynctlon as managers? How is
their responsibility (or lack eﬂne /Are there groups in the
organisation who do not takeeno g respon5|b|I|ty as communicators?

The management ¢
Representative struct es
Imperson‘ar med
Informal media
Th “g apevin

The strengths an aknesses of each of these methods are as follows:

| // The%n%ze
/

/ Informatlox{ passed through the various links in the management chain
carries authority. Because it comes from the receiver’s immediate boss, it
\ T& peﬁ/?'\al and easy to respond to.

t Chain

,sIf delivered verbally, the information can be discussed and, if necessary,
/ clarified without any delay. A message, however, passed through many
people can easily be distorted or even lost altogether. The success of
using the management chain to pass information depends very much on
the quality of its individual links.
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\

Representative Systems

In large organisations, these systems can provide a direct and speedy link
in both directions between senior management and the work
Because comparatively small numbers of people are involved, they o
the opportunity not only for passing information, but also in some
instances for consultation and negotiation.

the ability of the representatives to relay the infor atlon bac
addition, it is not the job of representatives to ac a/fthe “m
management.

Impersonal Media \ .

These include everything from notice boards to\he latest” m/corporate
videos. They cover a huge spectrum of quality. Notice boards can be eye-
catching displays of essential information or they can be covered in the
curled-edge safety notices of yesteﬁ/ ar._Videos can bring the remote

messages of senior managers to Iffe" or /e@n be huge ego trips for
senior management team. \

\
All impersonal media have th
everyone and, because they are stIy in written form, they are less
liable to distortion. Notl/ges tewsle 5, emails and so on also provide a
permanent record ~of [ what nas been communicated. Their main
disadvantage is that hegannot answer back. Though their message will
be the same to-everyone this /does not mean that they cannot be
misinterpreted, They can Ve oﬂ{ence if used in the wrong setting (‘You'd
thlnk he’'d have the decen tell us face-to-face, not send us a b..y

work and imagination to prevent the

does not get stale; people develop an
Ur}derstaﬂd/ng of other people’s problems and point of view. Personal and
bLLSInQS relationships are improved; flights of fancy get checked against

,,////I/nxw rganisations, people communicate all the time, in all
L di eﬁ“o Information

) \ fhe reality of the situation. The unity of the organisation across levels and

\ functlons can be strengthened by good informal networks. No organisation
| can survive without informal networks or prosper without good ones.

[\// The main disadvantage of informal networks lies in their very informality.

Where records are needed these networks do not provide them. The
information they spread does not go to everyone. Problems can arise if
important pieces of information skip levels of management.
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The Grapevine

Whether the grapevine has advantages or not depends on where yo
sitting. Senior managers deplore it but to many employees it is the o
way of finding out what is going on. And it certainly acts fast. Its main
problem is accuracy. People have a habit of trying to improve tr}e story
they are given or of filling in the missing bits with little judicious
guesswork. The grapevine can have extremely “bitter fruit” and car

//

true story. s \\
7 N

Listening Skills [
|| -
Your success as a communicator in any context de ends cr|t|cally on your
listening ability. You need to exploit your knowIedK f the aryof/llstenlng
to make your audience listen to you. N /

There are seven important principles ,you need to follow to be a really
effective listener.

\

mental silent chatter and
to }a speaker Let the speaker
rti Iariy |h7(portant when you're in a
ptafon is to complete the speaker
assuming you know what they’re
they are actually saying.

Stop talking, especially
answering back when you a
finish, hear them out. This i
thoroughly familiar situation.- Th
sentence for them and/vyerk
going to say, instead of I|sten to wha
“‘ \
\‘hat tens|on reduces the effectiveness of your
in properly. A good listener must be

Relax, research—
ability to list n-

relaxed. ||

//,——\ )
Put thi /spe ker at ease by showing that you're listening. The good
listener doesn’t look over someone’s shoulder or write when the speaker
is talki . If you ave to take notes on what is being said, explain what

you . Blame your poor memory and make it clear that your not
/talk ng hows how important what they’re saying is. You have to be
L\ _here because we all rely in the expression on another person’s face
/7J 7 to, eI us h6w we are faring in a conversation. People get nervous when

the person they’re talking to looks away or concentrates on what they're

a \ wrltu)g/snstead of nodding reassuringly.

RN \
/Remember that your aim in listening is to understand what the
"/ speaker is saying, not to win an argument. That comes later!

<ffi’//

/ J

Be aware of your personal prejudices and make a conscious effort to
stop them influencing your judgement. Don’t make assumptions about the
person talking on the basis that they have a beard, grey hair, short skirt
or whatever.
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Be alert to what the speaker is not saying as well as what they are.
Very often what’s missing is more important than what is there. A
ask yourself what it would mean if you had left out what they have
failed to say?

To do your job properly, you’'ll need to spend at least ha/lffy’o r
time listening to what other people say. It's an active process, neve
more important than when you’re meeting someone for the first/time

when your objectives should be to say as little and learn a )

-

possible in the shortest time! / T \

Listening levels )
. Vo
Peripheral listening is the kind you do unconsc@;ly. For exémple, an

experienced engineering supervisor may pick | nythingh/out' of the
ctﬁimg for-w |,c)7/ they are

ordinary from the background noise of the ma
Attentive listening is what we all dﬁga\n'\\ h of the time. We look as if

responsible, even if it is in the middle of a conversation.——

Protective listening is often what we
concentrating on the core of t \gs\iggeanﬂ/trying to put ourselves in
the speaker’s shoes to understand not only what is being said, but why it
is being said. Some/;idsxto\\be more protective listening are as
follows: | \ \

\

Make sure;ﬁy\jbfu/ ar fo a/e and can see the speaker properly. Set
aside ol/;Hé/r\w‘ rk and give the speaker undivided attention. Remove any
detra tj’o,rfs -.close the door, turn off the radio. Comfort, freedom from

“Concentrate and Persist
D
[ [ Some di actions can’t be removed and have to be ignored. Sometimes

\ ’ /essage“,s‘get across better in a noisy factory than a quiet office because
'speaker/and listener have to make a real effort to communicate.

~

—
.\ Look Interested

/ The quickest way to alienate a speaker is to look as if you wish they would

go away and take their boring, unimportant message with them. If you

put their backs up in this way it will affect their delivery and make your
job of understanding what they are saying much more difficult.
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Judge Content not Delivery

Some people are bad speakers. Unfortunately they may have something
crucial to say. The listener must consciously dig for the content under the \
poor delivery. Quite simply, some people with important things to sa
sometimes simply not very good at expressing themselves.

Decide What Matters

Try to get at the core of the message.

Take Notes // —\ \
Even in very informal discussions do not be afrald to take\feW Si
notes. \ \ )

\
\ |

Use the Speed of Thought \\\\ ) // /

We can all think about four times faster than we can talk: The extra time
that gives listeners can be used for aniacpatlon summarising, reading
between the lines, thinking through /tmgq stions for later and so on.

Suspend Prejudice

Don't allow the fact that you d

deaf ear to what they say- {t is pre

to listen best. /T
TanN\N

er in these situations that you need

Ask Questions to Te ybur Undé(s&anding

/)

This not onlys,,@flp you, f\éléo/é/hows you are listening.

[/
[
Vo

Practise;ﬂ@ké Perfec

Liste |ng i sporting activity, gets better with practice. There are
ways of doing this.on training courses but you can also practise, as they

like ws and the weather, WhICh are broadcast two or three times |n
an/ evenlﬁymore or less unchanged. You can try out your listening skills
ag\alnsf the first broadcast and check your results with the second.

/

\ \ Questlonlng skills
/ Questlons are used in all forms of verbal communication from the passing

of the simplest pieces of information to the most highly charged
negotiations.
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The three most important purposes of questioning are:

1) To gather information

Effective communication is based on a shared understandlng/of ‘the
subject. Questions are used to bring about this state.

2) To seek clarification S

~_

Even in simple discussions it is all too easy for mls/;ﬁjerstandlg\gs\ to ari
People hear something different from what you/think you hav s\aid.
lose the train of an argument entirely becaLlse you have pot really
understood one of the earlier points made. When this sort of thing
happens, questions are used for clarification. \\ ) ///

3) To establish commitment _

s done and for this reason
emic exercise. It normally

First line manager jobs are about g,e@'/ngrrtﬁ\i
they rarely see communication as /an ac

results in action of one so h d managers not only have to
make sure that they have bee nd rst od, they also have to question for
commitment. Hence the use of @ S Ilke /

"So you will take ca

This leads us/o;t e different types of questions you may well wish to
use in situations you face as a -manager or supervisor. The situations you
use the/ques ioning “techniques, in may well vary as will your end
objec 'ye

There are numerous definitions of these questions, however to illustrate
/themw\egLa use the following examples.
D)ff rcumstances call for different types of questions.
1{0 questions
~
N These prompt open-ended responses, rather than a simple “yes” or “no”

/fThey are particularly valuable for encouraging discussion. They are
~ / therefore often used at an early stage in interviews or with people who

- are reticent. For example:

“What problems are we up against?”
“How can we speed the line up, what do you think?”

trainersnotesecom 7



2) Closed questions /

These prompt a very specific response, often either “yes” or “no”.
are used to nail down particular pieces of information.

For example:

“Can the machine be fixed by the end of the shift?”

“What is the absenteeism figure for this department?" S
"How much does the new machine cost to buy?” , / \\

3) General questions f

When talking to a group it is sometimes useful tbsoge an o/e /questlon
to all of them, for example: /

"How do you feel about the new shift system?”

“What are your opinions on
4) Directed questions
qU’éé'tibns can sometimes produce

hat happens, the group leader can
dual, for example:

Early in a group dlscuss+0ﬂ ge
nothing but an awkwar /sﬂen%J
direct the questions Iapartl arwn

“Tom you me&tioﬂ de \er thajz ) what do you think about...

('a{e particularly hen questioning for clarification. The
questioner simp kes what has been said, perhaps by someone who is
struggling to find ay through an argument, and reflects it back to them
helps move the discussion forward, for example:

/l/na\«ax‘a

YV

Mg% ying that we should do more maintenance at the weekends?”
‘ ) ‘\/

GXL ing questions

N \These tend to put words in people’s mouths and should therefore be
| avoided, for example
"I suppose there is not much we can do about meeting the deadline at
this late date?”

trainersnotesecom 8



7) Rhetorical questions

They can be very effective if used as an orator’s device when speaking tc
a large audience but at work they are often emotionally charged and s
must be used rarely and with care, if at all, for example:

“Is this what you call a decent day’s work?” e

Passing on information R

Managers spend much of their time delivering and/ﬁelvmg \ag
person. This can be the most critical - and satisfying - arena of\ \
communication. Honesty and feedback are both bsbentlal if you qre to
achieve clarity and progress. \ \

The workforce’s need to obtain information and the\ablllty of |ts/éanagers
to provide all types of information in the right way are . crucial elements in
any organisation. Start by finding out which areas people most want to
know about. Job security, working cqr@mens ewards, location and
benefits are all important and you should rgumcate any changes
affecting these as soon and as ssible.

Giving Feedback

Feedback is essentiacl/,)/to“c \ﬁhn\wu ation - to check that you have
understood the other | p

it to/ av0|d doing this. When g|V|ng negative
le rules to avoid antagonism:

) e Abe>/e all, take negative feedback away from the personal zone by
‘:1\; //bemg objective, not personal
\\\ \\\ /
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Helpful Hints & Tips /

Encourage your company to improve all types of communication
Good communicators make much better managers
Wherever possible, use visuals to communicate
Know which questions to ask - it will help you get the right answers
Use silence confidently as a tool to encourage hesitant speakers —
Think about the words you hear, not the person saying ther;f

Keep an open mind about what people say ‘
Put promises in writing as soon you can to avoid szunde ta dings
Ask a specific question if you want to hear a specific_ answer
Write a list of questions before you start a eélng i\\
Speak in as natural a tone as possible to create a warm
environment \

Emphasise key notes with highlighter pens \

Let staff know what efforts you are maklng lay |nf0/n ftlon
If in doubt whether you should pass on information; ﬂ‘d S

If you say you will return a call, make sure you do——

Visualise the reader when you are writing a letter or report
Avoid over briefing your staff, ;56 th ve a chance to use their
own initiative

Ask all those invited
Remember that a “good
Listen to your staff

Be aware of your staffs problems, ‘because they do affect

performance ,, \a
Check regular wthat yo\< ff &

AN NANE Y YN N N N

\
\
\

DN N NI NN

N\
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/DQ

Exercise — Asking Questions

The purpose of this small group exercise is to give you some practi
asking different types of questions.

You will be divided into groups of three. One member of the group
questions another, while the third observes and takes notes.

three distinct question sessions and threesomes change roles bef ch
one so that by the end of the exercise, you have all had an opport |ty t
try out your questioning skills. -

The broad subject areas suggested for the exerci;aerr/e

/

< a place in which individuals have VTI on hQIIdaV or

where they live
% a previous job with another orgamsat&\ //

< a hobby or sport

<% aT.V or movie tha
< your pets
< your family

< a big celebr
birth, etc.

not provide too much help

en \you” are observing, you should be alert for successful and
lur su/VZssfuI lines of questioning. Please use the form provided to

/ \\ t\pt your notes.
C’//

——
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Observers Form - Question Type and Examples \ O\

Open: What, When,Where,Which, Why and How
Closed: Yes or No answers

General: Feelings, opinions

Refle Fl\/e e you saying that...

&I suppose there is not much we can do about meeting

I‘/a/ ine at this late date?”

/&\

trainersnotesecom 2



Assessing your communication skills

Evaluate how well you communicate by responding to the following statements.
Mark the options that are closest to your experience. Be as honest as you can:
your answer is never, mark option 1, if it is always mark option 4 and so on.

Options

1 Never

2 Occasionally
3 Frequently
4 Always

if

Question

1. I communicate the right message to the right pﬁ/r/m at
the right time

N

I project self confidence and speak conﬂdently f

w

I listen intently and check I have understood before I reply

4. 1think carefully about a message before I decide ho\wto
communicate it

6]

I welcome feedback about my communication

6. I try to exclude personal prejudices of all kinds when
judging others

7. I am constructive and civil when J/meetﬂth rs

8. I use one to one meetings for re\news rprmance and
coaching

9. I hand out written brlefs\\é\ é\aﬁléertljnt information
on a task

10.1 communicate via all available media——

11.1 use an effective system Bfwﬁeﬁiiging for minutes,
interviews and re$e§rch

12.1 take time to give p\eople the |nformat|on they need and
want

13.1 question pebplikf\md Qufyhat they think and how they
are getting on,

14.1 use professmﬁa\bx ét\ekl%mues to improve my
communication

a{oplyW of good writing to external and internal
communlc tio

_16. Nn;porténﬁletters and documents on reliable critics
refinalising

\17\\useYasW:>read|ng techniques to speed up my work rate

18.1 take an active and highly visible role in internal training

/A9. I appTy the rules of soft and hard selling to put my point
| across

ZE;I/make my reports accurate, concise, clear and well
structured

21.1 try to understand how all relevant audiences react to the
organisation

22.1 prepare speeches carefully and deliver them well after
rehearsal

23.1 plan important events such as conferences, to high
professional standards

24.1 enter negotiations fully primed on issues and on the other
side’s needs

trainersnotesecom




25.1 research thoroughly before putting forward a written
proposal

26.1 consider how skilled advisors can help on public relations
issues

27.1 make useful contacts with journalists and other media
people

28. My briefs to advertising agencies are based on clearly
defined business targets

29.1 receive and react positively to feedback from employees

and others i
30.I make sure specialist work such as design is done by ya
qualified professionals Y

31.1 give priority to communicating regularly with employees L

32.1 have a strategy for communications and check activities
against this plan g

Your total N

\\\ \ /’/ / /’f“

Now you have completed the self assessment, add u\p\y@-/fmﬁ score
and check how well you communicate:

weaknesses.

96-128 You communic
communicate enough.

- | | Training source: Unknown author

o
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Exercise: Organisational Communication A
\\ \
\\

The purpose of this exercise is to:

e Allow you to rate your organisation in terms of effectivenes
its communication

e Use the information to discuss in a group the main areas
you believe communication can be improved - please keep thi

Instruction:

Complete the under-noted chart rating your or anisation ow a scale

of 1 to 10, where 1 is poor and 10 is excelléKn //

Please take 5 minutes to write down your reaso s for -circling the
appropriate number. Once you have completed this go into your

group and take a further 10 mi)/g/ez2 discuss the findings and

obtain a group consensu&m avera
‘ \
o\
\
\

On the following scale of 1\9\16'§I'@34rate your organisation

1 2 3,/ 4 5 6 7 8 9 10
[/ \
Poor \ \‘ ‘ Excellent
Reasons: ( \Bssibfybe specific)
c'/ / o _
‘ “/

/ 2 I)?Ar\a@Bo minutes to prepare a group action plan that you
J | ersonally implement to address these issues, which
{h\)/f result in your group agreed score improving.

\

\
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Exercise — The Information You Need

The purpose of this exercise is to list the three most important are

which you need information to do your job properly.

On a scale of 1 to 10 indicate whether you get enough inform;{

each of these (where 1 is "I get no information” and 10 is "I get
information”) :j

Take 5 minutes to complete the following: /// -~
TN
) )

Area 1: \ ‘

\\\i\\ ]_0/ /// /,,s

~

1 2 3 4 5 6 7 8

Reason:

Area 2:
1 2 3 4

Reason: .

trainersnotesecom
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Task 2: \

Listening Exercise

Ask the group to put down their pens etc, no one can take any written notes,
they have just to listen. Read out the following information at a steady pace.
Then ask the group the following ten questions. Ask them to write down t/h/elr
answers individually. Once completed ask for their scores out of ten. [

You have been asked to organise a firework display

will need at least 7 coaches and two minibuses. As
Connections who will be playing a variety of classic

The firework organiser Miss Sparky B ner
confirm the final firework arrange

telephone number is 30215

ill call you on Friday to

Questions:

1) When will the firework-displa ke place ="10" August

2) What anniversary z(/e they - 15" of the company’s inception
3) Where will the '$play tak Eiqce nroe Glen Playing Field

4) And at what ti
5) Where will the g a dinner bé held afterwards — Park Court Country Club
6) Who do you contact about tfa/vel arrangements - Mrs Stewart

7) What is the | nd - Connections

8) What type of music will they be playing - 70 & 80s

9) What is the name of irework organiser — Miss Sparky Burner
10 Arﬁ what is her telephone number - 302151

//OGf mes/discussion points:
[ ( Distuss s
\/\ qlé Wripgg/rv notes? What skills did people utilise to listen better than others?

trainersnotesecom
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Course action plan
Your Name:

Now that you have completed your training session, ﬁrsty&éﬂ o\e!\\
\

To help you implement, what we have covered today, whéther it be: \
\ \

> Something new
» Hints or tips /
» Reminding yourself
» The need to do more of something
We would like you to generate a practical ‘workable action plan. This action plan

will assist you to implement your course opzfént om today, which will makes things
easier for you. [

Specific Action By When

~

N

\
)
]

—/

A
N

wYour signature: Date:
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Your sessmn Q

What do you really want frd s session
What is communication?

How much time do we/s nd communlcatlng?
Benefits of effecti c@nication
Different method%ﬂ unication

Lisi

Listening skills g tips

|

Communicati issues

Del ion plan

www.trainersnotes.com

Assessing ommunication skills
Asking@s
a

\/\\OOOOOOOOOO

f

@
N\



Introducing your®
e O

e Describe your day y job
e What do you e t communicating

with others?

e What areas @ munication do you
personally need to improve upon?

e What @ally want from your
cou@ y?

www.trainersnotes.com




How much tim ®

™

&
O

(e

30%
7@*



Methods of commu %rf
&)

\_//
e The Managemel?J: éln

e Representative ryctures
e Impersona /&

o Informalﬂ\@%rks




Listening sklllxx N

N
e Stop talking

e Relax
e Put the speak

r personal prejudices

//,fy V / \\/
\/1 | I- \\ / www.trainersnotes.com



Listening tig s@%\
e Get the surroundings @
e Concentrate and persist
e Look intereste @
e Take notes X
e Ask questi test your
understandi

% i www.trainersnotes.com



Purposes of quesh@

e To gather mfoﬁ@)z

e To seek c i@atlon

-
. To@ commitment



Asking questioﬁ@

e Open: What, When,Where/%m y and
How \\J

e Closed: Yes or No answers *

e General: Feelings op@

e Directed: "Tom yo tﬁf)ned that...”

o Reflective: “Ar m ing that...”

e Rhetorical: " i\%what you call a day’s
work...” @

@
L — www.trainersnotes.com ?
C;\)




Communication i

e Does information go to t?grl@ people?
e:

e Is the information reliabl
e Is the informatio c@ent?
e Does informatimﬁ% more quickly
through certai tments than others?
e Whose job | @sure that all
r

employe erly informed?

@)@ www.trainersnotes.com 10



©
Giving feedba(;l@ &

//

¢ Show an understanding of exﬁﬁtly what went
wrong and why N/

*» Draw out ways in which poor peffarmance or
behaviour can im ve%{L )

“*Use guestions rat?m%%b éésertions to let the
staff member know you think and why

“» Aim to expre;;%gﬁegative opinion honestly,
itive

| \
\

but in a posit er
**» Above alx@egative feedback away from the

persq@l\’% by being objective, not personal
@O

\ \\, www.trainersnotes.com 11
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Hints & Tips ®
Encourage your company to impro @ 0
communication
Know which questions to ask — it wil u get the right

dNSWETrS

Use silence confidently as a t
speakers

Think about the words y
them

Keep an open mind abou people say

Speak in as natural a tone as possible to create a warm
environment

Remember tha
results

Wherev ible;, use visuals to communicate

encourage hesitant

t the person saying

d“ meeting is one that has produced

& www.trainersnotes.com 12



