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	5 Habits of Highly Effective Communicators
Mind the say-do gap
This is all about trust. Your behaviour is your single greatest mode of communication and it must be congruent with what you say. 
Make the complex simple
We are bombarded 24/7 with information which can make it hard for you to be heard. Effective communicators distill complex thought and strategies into simple and memorable terms that can be acted upon.
Find your own voice
Use language that's distinctly your own. Let your values come through in your communication. Concentrate on being distinct and real. People want real. People respect real. People follow real. Be genuine, and people will respect you for it. 
Be visible
E-communication serves a valuable purpose however it is no substitute for face-to-face and voice-to-voice communication. Visibility is about letting others get a feel for who you are and what you care about.
Listen with your eyes as well as your ears
Stop, look and listen. Effective communication is two-way. Good communicators know how to ask good questions and then listen with both their eyes and ears. You need to read between the lines.
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Questioning Techniques[image: ]

Personal Style Interactions
Understanding your personality style and communication preferences, provides you with the knowledge of how to communicate more effectively in diverse situations and with a variety of people [image: ]
	Barriers to Listening

Speaking Like a STAR
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Using I Messages

Ladder of Inference
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All About Body Language
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	Understanding the Barrier














Probing


Clarification


Completeness and Correctness


Determine relevance











Drilling Down


Summarising






8 Common Barriers to Effective Listening


Knowing the Answer


Trying to be Helpful


Treating Discussion as Competition


Over-splitting or Over-lumping


Trying to Influence or Impress


Reacting to Red Flag Words


Believing in Language


Mixing up the Forest and the Trees






Behaviour


Objective description of the behaviour


Effect that the behaviour is causing on the speaker


Effect


Feelings


The Speaker’s feelings


Rubbing of eye/eyes


Biting Lip


Crossed arms


Scratching nose


Hands in pocket


Legs crossed whilst standing


Fast head nodding


Handshake palm down


Tension or stress, high concentration


Defensiveness, reluctance, protection, mild boredom, cold


Lying or exaggeration or itchy


Disinterest, boredom


Insecurity or submission or engagement


Hurry up, impatience, time to wind up


Dominance


Disbelief, checking the vision, upset, bored or tired


Language


Psychological


Physiological


Physical


Systematic


Attitudinal


Cultural


Specialist jargon, colloquialisms and abbreviations are being used.


The communicator is highly stressed/the receiver is very angry. 


There is a lack of understanding of role and responsibility with communication in the workplace


There is a personal conflict between speaker and listener. Or the listener is resistant to change.


The speaker and the receiver are in two different offices and the line is poor


The communicator is discussing what is 'taboo' to someone else.


The listener is wearing hearing aids and you are in a noisy environment
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Tryto:
Build genuine rapport
Affirm what you hear
Recognise personal interests
Avoid:

Rushing the conversation
Using an impersonal tone
Overlooking their concerns

Tryto:
Focus on the big picture
Emphasise impact on people
Encourage brainstorming
Avoid:

Sharing unnecessary details
Limiting their feedback
Using an impersonal tone

Tryto:
Focus on the details
Emphasise logic and rationale
Draw out specific concerns
Avoid:

Using emotional arguments
Offering vague expectations
Pushing for a conclusion

Tryto:
Focus on the bottom line
Emphasise results

Be clear and specific

Avoid:

Forcing personal small-talk
Controlling the conversation
Challenging their position
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Figure 1: The Ladder of
Inference.
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