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When Sending a VerbalWhen Sending a Verbal
CommunicationCommunication

 Be certain what you want toBe certain what you want to
communicate.communicate.

 State the purpose of theState the purpose of the
communication as well as thecommunication as well as the
outcome.outcome.

 When appropriate, say how you When appropriate, say how you feelfeel
about what you are about to say.about what you are about to say.

 Deliver the communication.Deliver the communication.
 Notice the response while it is beingNotice the response while it is being

received.received.
 Ask for feedback.Ask for feedback.
 Notice what you are perceiving non-Notice what you are perceiving non-

verbally (if it doesnverbally (if it doesn’’t match with thet match with the
words you hear).words you hear).
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Guidelines toGuidelines to
Become a BetterBecome a Better
CommunicatorCommunicator

 Select the proper time and place (in person,Select the proper time and place (in person,
phone or email)phone or email)

 Organize your thoughts beforeOrganize your thoughts before
communicatingcommunicating

 Choose the appropriate medium andChoose the appropriate medium and
methodmethod

 Be precise and refer to specific incidentsBe precise and refer to specific incidents

 Elicit feedback to ascertain understandingElicit feedback to ascertain understanding

 Be open and explain your intentions andBe open and explain your intentions and
objectivesobjectives

 Write e-mails when you are not upsetWrite e-mails when you are not upset

 When delivering problematic news, offerWhen delivering problematic news, offer
solutionssolutions
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Guidelines to Become a BetterGuidelines to Become a Better
CommunicatorCommunicator

(continued)(continued)

 Provide the receiver with anProvide the receiver with an
opportunity to talkopportunity to talk

 Notice the personNotice the person’’s body languages body language
 Listen to what is being saidListen to what is being said
 Listen to what isnListen to what isn’’t saidt said
 Avoid words like Avoid words like ““alwaysalways”” and  and ““nevernever””
 Use Use ““II”” messages messages
 Be willing to address what you areBe willing to address what you are

receiving non-verballyreceiving non-verbally
 Do not repeat things said by othersDo not repeat things said by others

(hearsay)(hearsay)
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When Receiving aWhen Receiving a
CommunicationCommunication

 Stop what you are doing, focus yourStop what you are doing, focus your
attention on the sender, and activelyattention on the sender, and actively
listen to what is being said.listen to what is being said.

 Listen without judging.Listen without judging.

 Restate  what you have heard.Restate  what you have heard.

 Ask for confirmation, or clarification.Ask for confirmation, or clarification.

 Allow points of view that are differentAllow points of view that are different
from yours.from yours.

 Breathe, focus on taking deepBreathe, focus on taking deep
breathsbreaths

 RespondRespond

 Ask the person what is nextAsk the person what is next



4040

© The MMS Institute, Inc, 2004

Attitudes and ActionsAttitudes and Actions
that Prevent You fromthat Prevent You from

ListeningListening
 PreoccupationPreoccupation

 Reliving the pastReliving the past

 Projecting into theProjecting into the
futurefuture

 Rehearsing yourRehearsing your
lines or responselines or response

 AbsorbingAbsorbing
informationinformation

 Blocking/closing toBlocking/closing to
new informationnew information
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Attitudes and ActionsAttitudes and Actions
that Prevent You fromthat Prevent You from

ListeningListening

 DistractionsDistractions

 Lack of interestLack of interest

 Preconceived notionsPreconceived notions

 Getting stuck on aGetting stuck on a
word or ideaword or idea

 Language barriersLanguage barriers

 TimeTime

 Judging prematurelyJudging prematurely

 Non-verbalNon-verbal
communicationcommunication


