WELCOME delegates and INTRODUCE yourself plus background.
ASK delegates to briefly introduce themselves, and what they want to get out of today.
FLIP UP their objectives, clarifying, so that their objectives are specific.
BLU TAC flip to wall, as a focus for the day.

INTRODUCE course by explaining:
• Today is about core transferable skills which apply to everyone at work. It’s also about a skill
that people like to say they have and are good at it, however the reality can be very different!
• Communication skills are all about how we interact with colleagues/ managers and
therefore how you get the best out of them. It’s a core skill required at work no matter what
the type of work is, the level of person or the culture prevalent in the organisation
• There is more to communication than opening your mouth and mouthing words. In fact it’s
because either some people don’t do this, or they do it poorly, means that all sorts of conflict,
misunderstandings and lack of morale/ motivation manifest themselves. There is an example
on the next page
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Q. What are the benefits of good communication skills in your day to day dealings with
others?
A. FLIP UP responses, referring to page 8 in delegate manual: Communication, to capture
feedback:
• Problems are solved in a timely manner. When problems aren’t promptly addressed and
resolved assertively, people tend to feel devalued, leading to resentment and frustration with
the manager/ staff member, and the work environment. Performance levels drop. When
communication is appropriate and skilfully delivered, clear and concise messages are
delivered and misunderstandings about what is expected are greatly reduced
• Good communication make phrases like “I thought you meant ….!” disappear
• Communicative team members learn up front what the other party wants, and therefore
they can negotiate a ‘win-win’ situation more quickly and effectively
• Improved teamwork
• Good communication skills avoids procrastination. People tackle the problem, not leave it
for another day
• Gives ownership of issues/problems to the individual
• Decision-making is something staff feel part of, not being done to them
• Higher morale. Physical and mental stress are reduced because people feel less like victims
and more like influences in their work environment
SHOW above slide to reinforce.
Q. Are there any disadvantages to good communication skills?
A. Only one - it takes time and effort!
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SHOW slide and INTRODUCE the section by EXPLAINING that we are going to do an exercise
on a situation which might be familiar to you.
ASK delegates to work individually first then COMPARE their responses with the colleague
sitting next to them.
REFER delegates to the Exercise on page 9 & 10 in delegate manual: Car Wars Exercise.
WHILST delegates are completing exercise, FLIP UP diagram of the Car Wars scene.
Once completed INFORM delegates that you will review the exercise shortly, after a bit of
theory.
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REVIEW slide as examples of classic assertive comments.
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Broken Record
REFER delegates to page 17 in delegate manual: Further Communication Techniques.
REVIEW the technique:
• A useful way to get a message across
• Broken Record is simply repeating the same message, but using different words, during the
conversation
• Particularly good when the person is aggressive in nature i.e. isn’t listening
SHOW slide to explain the model.
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DISCUSS the advantages and disadvantages of written (e.g. letters and emails) and spoken
(e.g. face-to-face; on the telephone) communication.
POINT OUT:
• Written communication (e.g. email; memo; notice board item) is good for conveying facts,
figures, procedures and instructions. It is also good when you want to confirm agreement of a
previous conversation. For example, you may write stating: “Thanks for the meeting
yesterday. Just to confirm, we agreed the following actions with timescales........”

• Written communication is not good for situations where we need to convince, persuade,
empathise or deliver news that won’t be welcome. All of these require a degree of emotion in
the way we use our voice and body language. These are the two things that are absent from
written communication. Words on a page are flat and virtually bereft of emotion
• The golden rule is never to send bad news via email if it can be avoided. It might avoid a
difficult situation however it leaves the Receiver feeling cold, not respected and uncared for.
One key customer of a major service company described it as ‘a coward’s way out’. The
company lost £200,000 of business per year as a result of delivering bad news via email
• Written communication is also not good when we need to discuss a problem and gain
agreement. Using email for example, prolongs the process and wastes time as we have to
wade through reams of forwarded messages with other people’s opinions, reactions and
potential solutions
SUMMARISE by SHOWING above slide.
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REVIEW slide.
SUMMARISE section by explaining:
• Listening skills are probably the most challenged skill to put into practice today because
working lives are so much busier/ stressful
• Putting some of the tips we have covered into practice can help hone listening skills
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EXPLAIN that:
• Delegates are about to embark on an exercise where they will be given a problem to solve
• Without conferring with the Trainer, you will be asked to think of one question each to ask
the trainer that might help you solve the riddle (two questions if less than 4 delegates
present)
• Delegates can confer with each other if you want
• You will gather all the questions first then will start answering them
SHOW above slide and REFER to delegate manual page 28: Question Detective.
FLIP UP questions, as delegates shout them out, noting:
• Put closed questions in one (untitled) column, and open questions in another (Do not reveal
to audience the nature of the columns at this stage)
• Don’t answer any questions until they are all listed
Once questions have been recorded, ANSWER questions in closed column first. Now ASK if
they have an answer to this problem (Because they answer either ‘yes’ or ‘no’ to these
questions, delegates will be ‘none the wiser’ as they haven’t elicited any salient information).
Then ANSWER their open questions. Normally delegates quickly establish the solution from
these responses.
(ANSWER: He is a lighthouse keeper. The radio broadcasts a news bulletin that a ship has
grounded on the rocks just outside the lighthouse (no survivors). Switching on the light beam
he sees it is true - there is the ship. His wife was on board. He commits suicide).
REVIEW the difference between the two columns in terms of quality of information extracted.
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QUIZ delegates as to the nature of open questions - what do they begin with?
INTRODUCE the 5 W’s and the H, ILLUSTRATING on the flipchart with a diagram showing a
rugby post (the ‘H’) with the 5 bums on the crossbar (the ‘W’s).
SHOW above slide to summarise.
STRESS:
• Finding out what a customer/ colleague wants is a crucial part of the problem solving
process. Without the thorough knowledge of this then we will be unable to provide the best
solution
• Open questions encourage them to talk about their personal requirements
• Some people know exactly what they want from us, but some are not sure; some will
ramble quite a bit and go off the point
• Good quality questioning helps the fact-finding process
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EXPLAIN that there is a questioning technique called ‘funnelling’ which can be a useful
process when establishing facts and detail.
REVEAL slide and EXPLAIN that the next 2 slides will give more detail on this process.
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ASK delegates to split into twos.
EXPLAIN that you would like them to practice the funnelling technique with their partner, with
each person taking it in turns to play a questioner. After each practice, they should host a brief
feedback session to review how well they performed the skill process.
REVEAL slide to give the questions to be used that starts the funnelling and REFER to page 34
in delegate manual: Funnelling Skill Practice.
After the exercise, TAKE any questions/issues about using the technique.
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