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Introduction








Communication is one of the most important words in the English language. Without communication, businesses would founder, governments fall. Yet lack of communication, and the inability of people to communicate effectively, cause a large amount of stress, frustration, anger, resentment, misunderstanding and disappointment. How often have we heard and used such phrases as If only youd told me, Why didnt you say so?, You didnt make yourself clear and so on?

Good communication skills are absolutely vital in any successful workplace. The ability to impart information and instructions clearly and concisely and so that they are easily understood can determine whether or not you get your message across to a customer or colleague, or clinch that deal. Whether you are dealing with the secretary in the next office, the workforce on the shop floor or the salesman out on the road, your skill in telling people what they need to know is the key to them performing at their best. Conversely, their ability to give feedback to management can have a huge influence on the continued success and prosperity of the company.

So, what is this book about, who is it for, and what will readers get out of it? It is a snapshot of the vast subject of communication, and in particular interpersonal communication and the various methods of communication – the spoken and the written word, the one-to-one conversation and the gathering around the conference table. In short, Part 1 is about any situation where two or more people get together (or exchange written messages) to discuss company policy, thrash out problems, plan courses of action, take positive decisions. Part 2 is dedicated to presentation skills.

Those reading this book will be committed to self-improvement and self-help. They will aspire to greater success and through that success greater enjoyment, confidence and happiness in their professional life. They will want to progress from the I wish I could syndrome and join the I can and I will clubs. They will seek to improve the quality of their life through self-fulfilment and greater achievement in the workplace.

By following the principles and taking note of the practical examples set out in this book readers will be able to improve their communication skills and achieve a level of communication they never imagined they were capable of attaining. Those who felt that their inability to communicate adequately was holding them back will find themselves unshackled; those who perhaps thought they were good communicators already will be amazed to discover hidden reserves. Whatever your profession and your goals in life, the better you can communicate, the more you will achieve.

 

 
		
		
Part 1

Communication Skills
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The Importance of Communication









More change has taken place in the past 30 years than in the whole history of humankind. This change has included ever-increasing technological advances to enable us to communicate faster, more efficiently and more effectively.

Technological changes have indisputably led to faster and more efficient communication. We have e-mail, text messaging with its abbreviated language (in fact a whole new language), fax machines, telephones, telephone conferencing, video conferencing and pagers, but are we communicating more effectively? No.

We have TV and radio stations that transmit news immediately, newspapers, journals, trade magazines, newsletters, books, direct mail, specialist publications and the world wide web. We are getting to the point of information overload, but are we communicating more effectively? No.

Children today have less opportunity to communicate and learn people skills than ever before. Many rush out to school having eaten breakfast on their own. In the classroom they are under pressure to achieve academically. There is less time to play and interact with other pupils than in the past, less participation in sport and even less time for human relationship skills. Back at home, many children eat a meal in front of the TV, again often on their own, then probably do their homework and spend a few hours in front of the computer.

Television is not conducive to conversation. Of course it has great value; but when its on you can be sure that conversation will dwindle. As a result, people have become increasingly introverted, less willing to share feelings and emotions, and have little time or inclination to converse with friends and family.

In many homes it is rare for a family to sit round a table and eat a meal together. Family activities like these can be quality time, and its amazing how, during these times, we can resolve worries, problems, upsets and misunderstandings. Yet this very rarely happens, to the detriment of many relationships.

Marriage break-ups, divorce and domestic strife all seem to be on the increase. Of course there are many reasons – pressures of work, pressures of debt and so on – but the family environment used to be the greatest vaccination against human conflict. In this environment children were guided and unacceptable behaviour was corrected. There were role models that not only created security, but by example demonstrated good practice. Also, people knew their neighbours and had time to talk. There was always someone to talk to. Relationships were valued. Sadly, things have changed. Lets state the obvious: firstly, you have got you for the rest of your life; and secondly, your happiness will be enhanced by your ability to communicate more effectively.

The world wide web and e-mail of course have great value and use. The majority of people use the web wisely to gather information which saves vast amounts of time, and there is a massive range of information and sources to choose from that enables us to speak to the right person for the right solution.

Everything that we do throughout each day involves communication in one form or another – at work and at home, in politics, commerce, education, sport, entertainment and the financial world. Communication touches every sphere of our lives. Yet communication is a largely undervalued, untaught asset in the modern world, often with disastrous results. When communication breaks down, the bombs and the brickbats start flying about – whether in the home environment, the workplace or the global political arena. Professor Stephen Hawking of Cambridge University stated in a TV commercial, which in my opinion was the most powerful TV commercial I have ever seen, that the worlds problems could be solved if we kept talking. This idea can be applied to almost any situation.


 

Whether it is two individuals in a small organisation or two radical groups in an international conflict, if they dont communicate they will never resolve their differences.



COMMUNICATION IN EDUCATION

Education is all about communication – not only of hard facts but also of thoughts and ideas and proposals on which to base discussion and debate. A good teacher who can effectively communicate facts, ideas and theories will turn out well-qualified pupils, but there is one thing lacking in almost every education system in the world, and that is teaching those pupils how to communicate their thoughts to others. Young people are simply not being prepared for what the world needs, or for them to be able to achieve the success and enjoyment that are available.

There is a common belief among educationalists that knowledge is power. This is totally incorrect. Knowledge is not power; it is potential power. We get paid for what we do with what we know, not just for what we know. When we have gained knowledge, what is most important is how we use it – how we communicate it, or pass it on to others.

Consider the following statement: formal education has one purpose only – to get people their first job. Self-education earns them their living.

Initially, the truth of this statement may be difficult to accept. However, although aspects of what we learn at school, college or university enable us to get through our first interview, how much of what we learn in our years of formal education do we actually use later on in life? If we are honest, very little.

THE BUSINESS ENVIRONMENT

One of my clients takes on 1,000 university graduates every year. These graduates are intelligent, well qualified, and keen to find a job in todays competitive market. Yet within 12 months 60 per cent of them have left the company. Why? Some are simply not up to it, or find that the work doesnt suit them, but the largest single reason for this alarmingly high drop-out rate is the graduates inability to communicate with their peers and their superiors.

 

You can acquire great knowledge, but unless you can communicate to others, it is worthless.




HR directors and personnel managers have said that they have problems finding people who can communicate effectively. This, I suggest, goes back to the education system, where teachers are simply not teaching their students how to communicate, and therefore not preparing them for the business world. There are two really obvious solutions to this dilemma. One is that each teacher should spend at least one week per year working in the commercial environment. And secondly, that every senior or middle management executive should spend at least five days per year in schools sharing their experiences with our young people.

In many cases, problems due to a lack of communication in the workplace can start on day one. Here is a typical example:

A arrives for his first day in a new job. B is delegated to show him the ropes.

What does B do? He has worked here for some time: he knows it all backwards. So he paints only a broad picture, leaving out minor details which are second nature to him but not at all obvious to A.

How does A react? He has an awful lot to digest in his first few days. He is nervous and perhaps a little shy, which does not help his concentration.

What happens next? A begins to realise that he needs more information in order to do the job properly. B, in the meantime, considers he has done his bit, and goes back to his own workload. A is too nervous or embarrassed to ask questions that might be considered stupid.

The result? A is already struggling: he is unable to perform to his best ability. His self-confidence is crumbling. B begins to think that A is not up to the job.

A member of my family, Richard, who is 19, arrived for his first day albeit as a temporary worker in a window frame manufacturing operation. He walked up to his new boss, put out his hand to shake hands and gave his name. The boss simply raised his right hand, pointing across the workshop and said over there. Not only did he not shake hands, he didnt welcome this young man, he did absolutely nothing to make him feel wanted or valued on his first day at work.

This little story indicates not only a total lack of manners, but a gross misunderstanding of the importance of communication. This particular company has massive staff turnover, obviously.

The lesson?



	Communicate from the word go.


	Explain things clearly and in detail.


	Dont think that because something is obvious to you, it must be obvious to someone else.


	If you are the one being trained, dont be afraid to say things like I get the overall picture, but would you please go through such-and-such a point again?


	Ask questions.


	Talk.



For management the cost of failed communication can be absolutely staggering, involving:


	loss of time;


	loss of respect;


	loss of business;


	loss of money;


	loss of confidence;


	loss of credibility;


	loss of relationships;


	loss of staff;


	loss of trust;


	loss of clients.



But when communication is good, the benefits are immediately apparent. People:


	feel good;


	do their job well;


	work well together;


	feel motivated;


	understand;


	save time;


	feel empowered;


	assume responsibility;


	share information;


	respect, trust and like each other;


	listen.





 

Poor communication will inevitably lead to a negative outcome. Effective communication will undoubtedly lead to a positive one.




In the modern world there is a more urgent need than ever for people at the top to be able to communicate with others. This applies to those holding positions of achievement or power in politics, business, sport, entertainment or any other sphere of life.

It would be impossible for anyone in any public company or position to hold his or her job without mastering the skills of how to communicate with employees, handle the media or speak in public. However, there must be a balance – it is important to have knowledge but you must also have the ability to communicate that knowledge effectively.

Throughout this book we will be looking at a range of scenarios, situations and styles to enable people to communicate more effectively. If you are going to win with communication you have to be prepared and able to face every situation. In the long run, the more open you are, the more you are prepared to talk and ask questions, the more you are prepared to build relationships, the more you will find that good interpersonal communication will be a great winner for you.


 

Pocket Reminders


	Create quality talk time with family and friends


	Learn to communicate your knowledge to others


	Talk about misunderstandings: be constructive


	Dont be afraid to ask questions


	Keep talking.








WISE WORDS

Nobody can go back to start a new beginning, but anyone can start today to make a new ending.

Maria Robinson
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Interpersonal Communication








It is often said that the ability to communicate well with others is a skill that successful people have mastered. As success cannot really be achieved without input from other people, it follows that good communication skill becomes a vital and necessary ingredient.


 

If you want to be more successful, the better you are able to communicate, the more you will achieve.


It is also often said – wrongly – that a good communicator is someone who speaks well.

 

Less than 10 per cent of any personal communication that makes an impression is of the verbal kind.


There is obviously much more to communication excellence than just being able to talk well. It takes at least two people to communicate interpersonally, so what do they see, hear and feel during this process? You can be absolutely clear and unambiguous, but the person you are communicating with can give you a totally unexpected reaction, resulting in complete misunderstanding. For example:

Communicator 1: Ive brought you Pollys telephone number.

Communicator 2: I cant phone her now – Im too busy.

Communicator 1: I didnt ask you to phone her now!

Here Communicator 1 was absolutely clear, with an unambiguous message apparently unlikely to cause any misunderstanding, but he or she got an unexpectedly hostile reaction from Communicator 2, who completely misinterpreted Communicator 1s good intentions. No wonder we all think We are just not communicating from time to time.

We can psychoanalyse the above example endessly, but I would simply like to draw your attention to Communicator 2. Have you reacted the way this person did? Communication is not just what we say or do: it is also what we hear and see. If we are going to excel in communication it is necessary to respond to other people, rather than react, and there is a difference. Think of it in terms of a doctors prescription – if you respond to the medicine it is doing you good, if you react it is not, and you need a change of medicine.

USING ALL YOUR SENSES

Lets first identify the ways in which people process information. Normally, there are five major senses:


	visual;


	kinaesthetic (feeling);


	auditory (hearing);


	taste;


	smell.



Most of us are fortunate to possess all five senses, but we will concentrate on the three major communication areas – the visual, kinaesthetic and auditory senses. It is important to accept at this stage that most people use all three. However, people are different in that some will use one area more predominantly than the other two.

So, how do you process information? Is your predominant sense visual, kinaesthetic or auditory? It is important to be aware of this, because to excel as a communicator you not only need to have a greater understanding of other people, but also need to have a greater understanding of yourself. This is known as emotional intelligence (EQ), which we will discuss in more detail later.

Here is a list of phrases that enable you to identify a persons predominant sense.



	Visualise cue phrases: see the sense; looks to me like; appears to me; short-sighted; see eye to eye.

Predominantly visual people normally speak fairly quickly, because they think in pictures. They try to make the speed of their words keep up with the speed of the pictures in their mind. They may greet you by saying Nice to see you.


	Kinaesthetic cue phrases: it feels right; get to grips with; hand in hand; slipped my mind; lets lay the cards on the table.

Predominantly kinaesthetic types normally speak fairly slowly, because they are reacting to their feelings and sometimes have trouble finding the right words to match those feelings. They may greet you by saying How are you?, which of course means How are you feeling?.


	Auditory cue phrases: I hear what youre saying; loud and clear; unheard of; word for word.

Predominantly auditory people also speak fairly slowly with a well-modulated voice, using words carefully and selectively. They may greet you with I heard you were coming today, or they may say I hear the jobs going well.



It is easy to see how two people who share the same predominant sense can communicate well with each other, while two people who have different predominant senses can find themselves talking at cross purposes, leading to a communication breakdown and the message not getting through.

If you encounter difficulties communicating with someone with a different predominant sense, what is the answer? Very simple – just change the language in order to communicate more effectively. Use the appropriate language for the appropriate person, both spoken and written. If you are a predominantly kinaesthetic person talking to a predominantly visual type, use expressions such as I see it this way, or It doesnt look right, rather than My feeling is, or I dont feel comfortable with this.

The subconscious effect of this is often called creating communication rapport or, more commonly, creating the right chemistry. Have you ever met someone for the first time and instinctively disliked them? This is commonly referred to as bad chemistry or bad vibes, but it is often down to the fact that you are not talking the same language when it comes to communicating. Conversely, two people with the same predominant sense will probably get on very well right from the start.

To modify ones communication style is really quite simple. All you have to do is listen to the type of words and phrases the other person is using consistently. This leads on to one of the golden rules of communication:

Listen and listen well.

Being a great communicator is not just dependent on your ability to talk and write well. It is equally important to be an excellent listener.

HOW TO LISTEN WELL

We learn more by listening than we ever do by talking, so it is absolutely crucial to listen well. It is claimed that a woman can listen to two or three conversations simultaneously, whereas a man can only listen to one at a time.

We have two ears and one mouth and that is the ratio by which they are best used. Here are three important points to bear in mind while listening to someone:


	Look the other person in the eye.


	Concentrate entirely on what they are saying.


	Check that you have not misunderstood a word or a phrase. This will aid the concentration and the listening process.



Use the following test to see whether someone is listening well. Ask a colleague to write down the answers to these questions:


	How many of each species
did Moses take into the Ark?


	Some months have 31 days, some have 30 days. How many have 28 days?


	Guy Fawkes, bonfire night, gunpowder plot etc. Do they have a 5th of November in the United States?



Now the answers:


	How many of each species? Two? No. One? No. Your colleague scores a point for saying it was Noah, not Moses, who went into the Ark.


	Who said that only February has 28 days? (All 12 months have 28 days in them.)


	Yes, they do have a 5th of November in the United States, and a 6th, a 7th and so on!


These three examples illustrate just how important it is to listen really well. It is vital in any form of communication, and remember too that a good listener is usually more popular than someone who talks a lot.

What does a listener look like?


	The listener keeps looking at the speaker (without staring) although the speaker may look away.


	The listeners body is open, arms are not folded and the hands are open and in view.


	The listener is more likely to be smiling rather than frowning and with a pleasant and encouraging expression.


	The listener will often be leaning towards the other person, not away from them.



BE YOURSELF

Lets imagine the hypothetical situation of two people facing each other across a table. There are two human beings present, but there are six personalities.

On one side is me – the person I think I am, the person I am giving the impression I am, and the real me. On the other side is you – the person you think you are, the person you are giving me the impression you are, and the real you.

At this stage, in order to establish effective communication, it is vital to get the two real people communicating with one another. So, what do you do?

The answer is simple. Firstly, be yourself, not a performer. Secondly, control your imagination – dont lapse into fantasy. Thirdly, ask questions that will identify the real person opposite you, and watch the body language that goes with the answers.

Forgive me for stating the obvious, but a conversation is a two-way process. Its not one person talking – and the other supposedly listening. If you believe you are not a good conversationalist, the easiest and most effective way to improve is as follows:

To begin with you must show interest in the other person with your body language, through eye to eye contact and full frontal body language. Now the easiest way to start a conversation is of course with a question. And remember, here the conversation is not a conversation when one person is speaking and the other person is not listening, but thinking what they are going to say next.

Example A: How to do it

Are you taking a holiday this year?

Yes .

Where are you going?

Tenerife.

Oh how lovely, why did you choose Tenerife?

We went there three years ago and it was fantastic.

Why was it fantastic?

The hotel was exquisite, the views outstanding and the climate was brilliant.

Where were you staying?

Example B: How not to do it

Are you taking a holiday this year?

Yes .

Where are you going?

Tenerife.

Im going to Palma.

Weve been there before and had a wonderful time.

Oh.

Example C

Are you taking a holiday this year?

Yes .

Where are you going?

Tenerife.

I couldnt park my car and left it streets away – you know parking is getting so much worse; it drives me up the wall. Britain seems to have employed a new army of traffic wardens and as for the congestion charge, everywhere there are empty meters and traffic wardens ready to pounce.

Do you like the wine?

Yes, its very nice.

Isnt that Fred Kimble over there?

Yes, I must go and speak to him.

Imagination is a wonderful quality and a great human attribute, but it can also be detrimental to effective communication. Think of a journalist attempting to read between the lines when interviewing a politician who will not give a direct answer to a direct question. The journalist, and consequently his or her readers, might easily get the wrong message altogether, thus rendering the initial communication negative rather than positive.

The way to avoid this and establish effective communication is very simple – say it how it is. Dont be evasive, dont skirt the issue, dont let your imagination run away with you.

 

A positive answer will generate a positive response.


The same principle applies to listening. Listen well and respond positively. For example, a positive response from Communicator 2 to Communicator 1 about Pollys telephone number might be Do you want me to phone her immediately? or I cant phone her right now, but Ill do so as soon as I can. This is a far more positive response than the one described earlier in this chapter. The best response of all would be Thank you so much.


So use your imagination positively. Try to visualise the best; imagine that people are going to be pleasant rather than hostile; see the good, not the bad. Always remember that negative imagination causes communication breakdown.

BANISH NEGATIVITY

Negative thoughts and negative reactions are the biggest destroyer of success, potential success and happiness. A tremendous amount of harm can be created by what people say to one another and what they think – about others as well as themselves. Negative communication prevents us from having positive relationships and creating greater success.

 

Negative thoughts and negative communication will hold us back from achieving more.


So just reflect on how you communicate with your friends, family, customers, people at work. Are you generally negative or positive? By constantly reacting negatively to someone, and/or persistently criticising them, you can destroy not only your relationship, but also that persons self-esteem. The effect can last a lifetime!

Equally destructive is the way you think when you say to yourself Im no good at this, or I cant cope with that, or any other negative thoughts you might have. You are simply preventing yourself from achieving more. So think positive!

Its worth emphasising again that negative thoughts and negative communication are the great destroyers of relationships. This book is about communicating to win – just reverse that destructive human characteristic and see the staggering results you will achieve.


 

Pocket Reminders


	Concentrate on listening


	Do respond, dont react


	Control your imagination and use it effectively


	Think positive and be positive – today and every day.







WISE WORDS

Before you put someone in their place you should put yourself in theirs.

Author unknown
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