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DisclaimerDisclaimerDisclaimerDisclaimer

•• Not an expertNot an expertNot an expertNot an expert
•• Don’t have all the answersDon’t have all the answers

D hi k b i i lD hi k b i i l•• Do think about communication alotDo think about communication alot
•• Deliberately try to be better at communicatingDeliberately try to be better at communicating
•• Share with you what I have learnedShare with you what I have learned



The ability to communicateThe ability to communicateThe ability to communicateThe ability to communicate

•• A criticallyA critically•• A critically A critically 
important life skill. important life skill. 





What we say to cats and what they What we say to cats and what they 
hearhear



What do we say to our clients ?What do we say to our clients ?What do we say to our clients ?What do we say to our clients ?



What do they hear ?What do they hear ?What do they hear ?What do they hear ?



What do we say to each other ?What do we say to each other ?What do we say to each other ?What do we say to each other ?



What was just heardWhat was just heardWhat was just heardWhat was just heard



Are we communicating or justAre we communicating or justAre we communicating or just Are we communicating or just 
talking talking at at each othereach othergg



CommunicationCommunicationCommunicationCommunication

•• What it is:What it is: •• What it is not:What it is not:•• What it is:What it is:
•• Sharing of information, Sharing of information, 

feelings valuesfeelings values

•• What it is not:What it is not:
•• One way conversationOne way conversation

T lliT llifeelings, values.feelings, values.
•• More than one person.More than one person.
•• T o a interactionT o a interaction

•• TellingTelling
•• SendingSending

•• Two way interactionTwo way interaction
•• Sending and receivingSending and receiving

S ki li iS ki li i•• Speaking, listening, Speaking, listening, 
reading, writingreading, writing



Good communicationGood communicationGood communicationGood communication

•• Contributes positively to the relationship.Contributes positively to the relationship.p y pp y p
•• Clear, relevant, consistent, purposefulClear, relevant, consistent, purposeful
•• HonestHonest
•• RespectfulRespectful
•• Goal directedGoal directed
•• Creates a shared understandingCreates a shared understanding

–– May or may not solve the perceived problemMay or may not solve the perceived problem
•• Builds trust, capacityBuilds trust, capacity
•• Alleviates tension, conflictAlleviates tension, conflict



Poor communicationPoor communicationPoor communicationPoor communication

•• UnclearUnclearUnclearUnclear
•• UnsafeUnsafe
•• Lacks honesty or sincerityLacks honesty or sincerity•• Lacks honesty or sincerityLacks honesty or sincerity
•• No investment in the relationshipNo investment in the relationship

L k fL k f•• Lack of trustLack of trust
•• Not goal directedNot goal directed
•• No significant outcomeNo significant outcome
•• May be satisfying for one partyMay be satisfying for one party



It’ t b tIt’ t b tIt’s not about youIt’s not about you

Don’t take it personally, but do think Don’t take it personally, but do think 
about what you can doabout what you can do



Our clientsOur clientsOur clientsOur clients



W5W5W5W5

•• WhoWhoWhoWho
•• WhatWhat

WhWh•• WhereWhere
•• WhenWhen
•• WhyWhy



Who: Start with meWho: Start with meWho: Start with meWho: Start with me

•• Each of us is responsible for our own behaviorEach of us is responsible for our own behaviorEach of us is responsible for our own behaviorEach of us is responsible for our own behavior
•• Know where you are coming fromKnow where you are coming from

A ki iA ki i–– Are you making assumptionsAre you making assumptions
–– Are you reframing through your own lens or Are you reframing through your own lens or 

d ?d ?agenda?agenda?
–– What are you feeling?What are you feeling?

A f id l /di lA f id l /di l–– Are you afraid e.g. apology/disclosureAre you afraid e.g. apology/disclosure



Who: Start with meWho: Start with meWho: Start with meWho: Start with me

•• Do you talk in the mirror?Do you talk in the mirror?Do you talk in the mirror?Do you talk in the mirror?
•• Can you see the future?Can you see the future?

A i i i h d il hA i i i h d il h–– Anticipate in such great gruesome detail that you Anticipate in such great gruesome detail that you 
know what the outcome will be, in spite of your know what the outcome will be, in spite of your 
cutting witty repartee?cutting witty repartee?cutting witty repartee?cutting witty repartee?

•• Do you have history/experience?Do you have history/experience?



Your goalsYour goalsYour goalsYour goals

•• Do you need to be theDo you need to be theDo you need to be the Do you need to be the 
victor victor 

•• What do you want to What do you want to yy
happen?happen?

•• Get back, put someone Get back, put someone pp
in their place, catch in their place, catch 
someone red handedsomeone red handed

•• Short term win with a Short term win with a 
heavy priceheavy price



The OutcomeThe OutcomeThe OutcomeThe Outcome

•• Three possibilitiesThree possibilitiesThree possibilitiesThree possibilities
–– Positioning Positioning 
–– Compromise 1 + 1 = 1.5Compromise 1 + 1 = 1.5pp
–– WinWin--win 1 + 1 = 10 win 1 + 1 = 10 

•• Winning the battle but Winning the battle but 
losing the warlosing the war



Who are you attempting to Who are you attempting to 
communicate withcommunicate with

•• What is the relationship?What is the relationship?What is the relationship?What is the relationship?
–– With you, the clientWith you, the client

•• Power Power 
•• Authority/Decision Authority/Decision 

makermaker
•• ExpertiseExpertise
•• Where are they coming Where are they coming W y gW y g

from ?from ?



Making a Superhero out of an Making a Superhero out of an 
advocateadvocate

•• Feeling protective isFeeling protective isFeeling protective is Feeling protective is 
normalnormal

•• Need for reassurance, Need for reassurance, ,,
information, build trustinformation, build trust

•• An ally or an opponentAn ally or an opponenty ppy pp



Multigenerational WorkplacesMultigenerational WorkplacesMultigenerational WorkplacesMultigenerational Workplaces



What are you saying?What are you saying?What are you saying?What are you saying?

•• What is the issue?What is the issue?What is the issue?What is the issue?
•• Why is it important?Why is it important?
•• What needs to be saidWhat needs to be saidWhat needs to be said What needs to be said 

and to whom?and to whom?
•• What is the goal?What is the goal?What is the goal?What is the goal?
•• What needs to happen to What needs to happen to 

meet that goal?meet that goal?gg
•• How does everyone win? How does everyone win? 



Verbal communicationVerbal communicationVerbal communicationVerbal communication

•• WordsWordsWordsWords
•• ToneTone

V lV l•• VolumeVolume
•• StyleStyle
•• SyntaxSyntax



Self ControlSelf ControlSelf ControlSelf Control

•• A leadership attributeA leadership attributeA leadership attributeA leadership attribute
•• Your secret to successYour secret to success



Non verbal communicationNon verbal communicationNon verbal communicationNon verbal communication

•• You are communicating even You are communicating even gg
when you’re not speakingwhen you’re not speaking
–– 10% words10% words

30% so nds30% so nds–– 30% sounds30% sounds
–– 60% non verbal60% non verbal

•• Facial expressionsFacial expressions
•• General huffing and puffingGeneral huffing and puffing
•• BehaviorBehavior
•• Body languageBody language

–– eye contact, eye contact, 
–– standing or sittingstanding or sittingstanding or sittingstanding or sitting



Secret or telepathic messagesSecret or telepathic messagesSecret or telepathic messagesSecret or telepathic messages

•• The dangers of makingThe dangers of makingThe dangers of making The dangers of making 
assumptionsassumptions



NotNot--soso--secret communicationsecret communicationNotNot soso secret communicationsecret communication



RiskRiskRiskRisk

•• SilenceSilenceSilenceSilence
•• Paralyzed by anxietyParalyzed by anxiety

I i id iI i id i•• IntimidationIntimidation
•• Cultural barrierCultural barrier
•• PridePride
•• MistrustMistrustMistrustMistrust
•• OverpoweredOverpowered



How are you saying it ?How are you saying it ?How are you saying it ?How are you saying it ?

•• LanguageLanguageLanguageLanguage
–– Choice of wordsChoice of words
–– Talking above someoneTalking above someonegg
–– In a language only some In a language only some 

understandunderstand

•• Tone and syntaxTone and syntax
•• Making an accusation, Making an accusation, 

iiassumptionassumption



The internet and emailThe internet and emailThe internet and emailThe internet and email

•• SUPSUPSUPSUP
•• LOLLOL
•• The writer wishes toThe writer wishes toThe writer wishes to The writer wishes to 

withdraw the message withdraw the message 
previously sent…….previously sent…….p yp y



Telephone communicationTelephone communicationTelephone communicationTelephone communication

•• No replacement for face No replacement for face pp
to face.to face.

•• Must be careful of tone, Must be careful of tone, 
ddchoice of words, feeling choice of words, feeling 

of safety from the other of safety from the other 
side of the phone.side of the phone.side of the phone. side of the phone. 

•• May say something you May say something you 
would never have said in would never have said in 
person.person.

•• Don’t use it as a shield.Don’t use it as a shield.



The Human ConnectionThe Human ConnectionThe Human ConnectionThe Human Connection

•• The power of touchThe power of touchThe power of touchThe power of touch



How is it being perceived ?How is it being perceived ?How is it being perceived ?How is it being perceived ?

•• You can’t be right ifYou can’t be right ifYou can t be right if You can t be right if 
you get it wrongyou get it wrong

•• HonestyHonesty•• HonestyHonesty
•• SinceritySincerity
•• RespectRespect
•• TrustTrust
•• PridePride



How is it being perceived ?How is it being perceived ?How is it being perceived ?How is it being perceived ?

•• What are they hearing?What are they hearing?What are they hearing?What are they hearing?
–– Is the other person able to understandIs the other person able to understand

Are they motivated to communicateAre they motivated to communicate–– Are they motivated to communicateAre they motivated to communicate
–– Are they jumping to conclusions or making Are they jumping to conclusions or making 

assumptionsassumptionsassumptionsassumptions
–– What lens are they looking through?What lens are they looking through?

•• Seek to understand then be understoodSeek to understand then be understood



The art of listeningThe art of listeningThe art of listeningThe art of listening

•• EarsEarsEarsEars
•• EyesEyes

B d l iB d l i•• Body language: conveying opennessBody language: conveying openness
•• AttentiveAttentive

–– No blackberry, checking the watch, putting on the No blackberry, checking the watch, putting on the 
coatcoat

–– Asking questions, verifying, acknowledgingAsking questions, verifying, acknowledging
–– 66thth sensesense



Where are you communicating ?Where are you communicating ?Where are you communicating ?Where are you communicating ?

•• No audience please !No audience please !No audience please !No audience please !
•• Environment: Environment: 

ii–– a private a private 
conversation in a conversation in a 

bliblipublic venue,public venue,
–– Across a desk Across a desk 
–– The interrogation The interrogation 

lightlightgg



What message is the setting sending?What message is the setting sending?What message is the setting sending?What message is the setting sending?

•• Privacy and respectPrivacy and respectPrivacy and respectPrivacy and respect
•• Comfort and caringComfort and caring

P i d id dP i d id d•• Patient centered versus provider centeredPatient centered versus provider centered



When: Good timingWhen: Good timingWhen: Good timingWhen: Good timing

•• What is the most appropriate time toWhat is the most appropriate time toWhat is the most appropriate time to What is the most appropriate time to 
communicatecommunicate

•• Should meet the needs of both partiesShould meet the needs of both parties•• Should meet the needs of both partiesShould meet the needs of both parties
•• Ensure you have the correct informationEnsure you have the correct information
•• Is everyone present who needs to be thereIs everyone present who needs to be there
•• Is there time pressureIs there time pressurepp



Why?Why?



Communicating issues of concernCommunicating issues of concernCommunicating issues of concernCommunicating issues of concern

•• Identifying issues can be difficultIdentifying issues can be difficultIdentifying issues can be difficultIdentifying issues can be difficult
•• Many speak with emotion, identify and focus on Many speak with emotion, identify and focus on 

feelings and impact on selffeelings and impact on selffeelings and impact on selffeelings and impact on self
•• Message received is that the person speaking is Message received is that the person speaking is 

h i diffi l i ih i diffi l i ihaving difficult time copinghaving difficult time coping
•• Result is frustration, conflict and inaction.Result is frustration, conflict and inaction.



Communicating issues of concernCommunicating issues of concernCommunicating issues of concernCommunicating issues of concern

•• What is the issue?What is the issue?What is the issue?What is the issue?
•• Why is it important?Why is it important?

S f d d l iS f d d l i–– Safety, standards, complaintSafety, standards, complaint
•• How did it become an issue?How did it become an issue?
•• What can be done about it?What can be done about it?
•• What do you want the other person to do about What do you want the other person to do about y py p

it?it?



AnsweringAnswering questionsquestionsAnswering Answering questionsquestions

•• It is normal to have questionsIt is normal to have questionsIt is normal to have questionsIt is normal to have questions
•• Do not be afraidDo not be afraid

Wh d h ?Wh d h ?•• What do they want?What do they want?
•• How are you reacting to the question (self How are you reacting to the question (self 

awareness)awareness)
•• The problem might not be the question, it might The problem might not be the question, it might p g q , gp g q , g

be the discomfort of the staff person. be the discomfort of the staff person. 



Answering a questionAnswering a questionAnswering a questionAnswering a question

•• What is the question?What is the question?What is the question?What is the question?
•• What is the answer to the question?What is the answer to the question?

A h i i h ?A h i i h ?•• Are there any restrictions on what you can say?Are there any restrictions on what you can say?
•• Do you have the authority to answer the Do you have the authority to answer the 

questionquestion
•• Who else can answer it and are they availableWho else can answer it and are they availableyy



When things don’t go your wayWhen things don’t go your wayWhen things don t go your wayWhen things don t go your way

•• The difference betweenThe difference betweenThe difference between The difference between 
communicating communicating 
disappointment and disappointment and 
making an accusationmaking an accusation

•• Safe versus unsafe Safe versus unsafe 
interactioninteraction

•• DefensivenessDefensiveness
•• ShutdownShutdown



StrategiesStrategiesStrategiesStrategies

•• Creating a safe environmentCreating a safe environmentCreating a safe environmentCreating a safe environment
•• Opening with mutual Opening with mutual 

goals/values/understandinggoals/values/understandinggoals/values/understandinggoals/values/understanding
•• Sharing your observation or concernSharing your observation or concern
•• Asking Asking 
•• Giving the person the opportunity to address Giving the person the opportunity to address g p pp yg p pp y

the issuethe issue
•• Developing a common planDeveloping a common planDeveloping a common planDeveloping a common plan



OutcomesOutcomesOutcomesOutcomes

•• HonestHonestHonestHonest
•• ClearClear
•• RealReal•• RealReal
•• Goal/value driven not emotionally chargedGoal/value driven not emotionally charged

R f lR f l•• RespectfulRespectful
•• Assumes the best of the personAssumes the best of the person
•• Allows each to leave with head held highAllows each to leave with head held high
•• Provides an opportunity for successProvides an opportunity for success



RR--EE--SS--PP--EE--CC--TTRR--EE--SS--PP--EE--CC--TT



Understanding the importance and Understanding the importance and 
power of human interactionpower of human interaction


