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Importance of Communication
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Clear, open
unications will mean
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Importance of Communication
Skills

Objective 1
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More effective on the job: & |

Staff will have a better
understanding of your wants

and expectations.
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More productive &
satisfying relationships.

Prevent misunderstandings
that can lead to alienation or
~ conflict.
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Fundamentals of Communication

Objective 2

Two
Fundamental
Elements
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Fundamentals of Communication

Objective 2

Receiving
And




Fundamentals of Communication

Objective 2

When we communicate: e
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We either take information in |
or send it out.

Most of the time, the two



Fundamentals of Communication

Objective 2

Because good
communication skills s
are essential to safety &
control

We must constantly be
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- aware or tnese two




Non-verbal Skills

Objective 3

Receiving
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Non-verbal Skills

Objective 3

Non-verbal Skills:

The first step in receiving
interpersonal

nrmunication is not what
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Non-verbal Skills

Objective 3

Your visual impression of

the other person,
and their impression of

you,
Is critically important in




Non-verbal Skills

Objective 3

There are Four

Non-verbal
communications
skills




Non-verbal Skills

Objective 3

Positioning:
You should always
physically position yourself
in relationship to the
mdnvndual or group 50 _asto




Non-verbal Skills

Objective 3

Looking Directly:

Means to look directly at
the individual, group or
area you are supervising or
observing.




Non-verbal Skills

Objective 3

Posturing:

Like positioning, posturing
also has three main
components.

aY, Standmg Erect




Non-verbal Skills

Objective 3

Standing Erect:

The purpose of standing
erect is to show your
INTEREST




Non-verbal Skills

Objective 3

Eliminating Distracting Behawor _

Besides a commanding
posture, you need to
eliminate distracting

behaviors.

Nall bltmg, playmg Wlth halr




Non-verbal Skills

Objective 3

Eliminating Distracting Behaviors:.

CEHCMEY

Remember: If you can’t
stand steady, you may be
perceived as nervous and less
confident.




Non-verbal Skills

Objective 3

|_eaning Forward:

To complete your in-control
posture, lean forward
slightly.




Non-verbal Skills

Objective 3

Discussion:

What are your
DISTRACTING
BEHAVIORS?




Non-verbal Skills

Objective 3

Observing:

Observing is the ability to
notice and understand
appearances behavmr and
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Non-verbal Skills

Objective 3

Observing:

Careful observation of staff
as well as their environment,
will provide important
information about the sta
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Non-verbal Skills

Objective 3

Observing:
Four steps to observing,

|_ooking Carefully

I\/Iaklng Inferences Do
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Non-verbal Skills

Objective 3

_ooking Carefully:

Observing means looking
carefully at appearance,
XL ,behavmr and environm er t
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Non-verbal Skills

Objective 3

_ooking Carefully:

These non-verbal cues may
be important in helping
you to interpret the verbal
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Non-verbal Skills

Objective 3

Making Inferences:

Observing means to make

inferences about a persons
feelings, relationships, and
energy levels.
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Non-verbal Skills

Objective 3

Making Inferences:

Through observation, you
should try to detect energy
levels.

Example You notice energy
levels are escalating which co




Non-verbal Skills

Objective 3

Normal or Abnormal:

During your observation,
you need to decide if a
situation is normal or

abnormal.




Non-verbal Skills

Objective 3

Trouble or No Trouble:

Finally, observing means
deciding whether you have a
trouble or no trouble
situation.
- Flows logically from your
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Non-verbal Skills

Objective 3

Listening:

The final component of the
non-verbal skills is listening.

Contrary ., listening is



Non-verbal Skills

Objective 3

Listening:

Involves four actions,

Suspending Judgment
| Plckmg Out Key Words
Ass sing Int: nJJr/\
Det ermmmg e J\/loorl




Non-verbal Skills

Objective 3

Suspending Judgment:

To listen well, you should
temporarily suspend your
judgment about a person or

situation.
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Non-verbal Skills

Objective 3

Suspending Judgment:

Essential that we remain
OPEN-MINDED while
listening.




Non-verbal Skills

Objective 3

Picking Out Key Words:

While suspending
judgment, try to pick out
key words or phrases.




Non-verbal Skills

Objective 3

Picking Out Key Words:

Most people talk about
what is on their mind.

S0 ”|f you hear words Ilke -



Non-verbal Skills

Objective 3

Assessing Intensity:

Listening also means _
assessing the intensity of the
words.




Non-verbal Skills

Objective 3

Assessing Intensity:

When emotions run high,
speech tends to get faster
and louder.
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Non-verbal Skills

Objective 3

Determining the Mood:

Effective listening also
means determining the
mood of the speaker, which
~can be posmve negatlve or




Verbal Communications Skills

Objective 4

Sending
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Verbal Communications Skills

Objective 4

Verbal Assessing Skills:

All of the skills have been
non-verbal and involve
deciding if things are okay
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Verbal Communications Skills

Objective 4

Verbal Assessing Skills:

Most of the time, more than ,
just non-verbal information
is needed to completely
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Verbal Communications Skills

Objective 4

Verbal Assessing Skills:

We also need to rely on the
other side of interpersonal
communications......
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Objective 4

Verbal Assessing Skills:

While the next set of skills
involve speaking, the goal is ik

still to receive or gather
more inforration.

- You will use verbal sendinc



Verbal Communications Skills

Objective 4

Verbal Assessing Skills:

There are two verbal
assessing tools that you will
want to develop. 5N
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Verbal Communications Skills

Objective 4

Acknowledging:

Means reflecting back to
the speaker the content, the
feeling, and the meaning of

- what isbeing
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Verbal Communications Skills

Objective 4

Acknowledding: o A

Active listening and careful | i
ohserving pays off
because...

- Acknowledging requires you to




Verbal Communications Skills

Objective 4

Acknowledging:

Simply restate in your own
words what you have
observed and what the




Verbal Communications Skills

Objective 4

Asking Questions:

Comes into play when you

need more information in
order to evaluate the

A _complete content feelm i




Verbal Communications Skills

Objective 4

Asking Questions:

You may have to ask
guestions to get to the
bottom of the problem or
request.




Verbal Communications Skills

Objective 4

Asking Questions:
Remember the 5 “W’s




Verbal Communications Skills

Objective 4

Asking Questions:

Rermnmember to continue your e
non-verbal skills while
comparing the spoken word

- with the rest of \o G




Verbal Communications Skills

Objective 4

Asking Questions: a,f*"’; B
L s

The idea behind verbal
assessing skills is to get a
complete understanding not
only of the words but the |



Verbal Communications Skills

Objective 4

Getting Results:
There are three kinds of
results you will want
from the subject you are

_ commumcatmg wuth |




Verbal Communications Skills

Objective 4

Getting Results:

They are Handling

Request, Making

Reguest of Them, and
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Verbal Communications Skills

Objective 4

Getting Results:

You want to reassure your
subject that...............unn.

Ad You have heard |r rec

~and will act on it,
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Verbal Communications Skills

Objective 4

Getting Results:

You will want to make
request of them and expect
therm to be carried out, and




Verbal Communications Skills

Objective 4

Getting Results:

Praise or Reward positive
behavior.

Discourage or Hold
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Verbal Communications Skills

Objective 4

Handling Request:

Handling Request requires
just two steps.......




Verbal Communications Skills

Objective 4

Checking Out Request:

Means deciding if the
request is legitimate-is the
subject leveling with you?

~ Ifitis legitimate — is it within B#F/
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Verbal Communications Skills

Objective 4

Checking Out Request:

Once you have made both
these deterrinations,

| Respond to the request
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Verbal Communications Skills

Objective 4

Responding With A Reason:

After you have determined
that the request is
legitimate, only three
’ cho_lces you can make'm, ,




Verbal Communications Skills

Objective 4

Responding With A Reason:

“Yes, DeCaUSe.....vvvevernnnn

“No, because............. ' oor
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Verbal Communications Skills

Objective 4

Responding With A Reason:

Giving a good, legitimate
reason is not a sign of
weakness.
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Verbal Communications Skills

Objective 4

Keeping Your Word:

If you tell someone that you ':7 L
will find out about about

something or that you will

do somethmg .
l A £ 50T

Do It and rago bac .




Verbal Communications Skills

Objective 4

Keeping Your Word:

Nothing will
undermine your
credibility quicker
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Verbal Communications Skills

Objective 4

Making Request:
Two kinds of request:

Polite Request
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Verbal Communications Skills

Objective 4

Polite Request:

You should use mild or
polite request as much as
possible. Why'?
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Verbal Communications Skills

Objective 4

Direct Request:

Sometimes being polite
doesn’t work!

/ _Problem W|th dlrect request



Verbal Communications Skills

Objective 4

Making Request:

Two steps to both types of
request.

Feiidinie) Action




Verbal Communications Skills

Objective 4

Making Request:

Use your observation skills
to check out the subject and
the envi ronment before you
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Verbal Communications Skills

Objective 4

Making Request:

Request are most effective
when they are NOT

followed by threats or

implied consequences
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Verbal Communications Skills

Objective 4

Reinforcing Behavior:

Specifically, reinforce or
reward positive behavior
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Verbal Communications Skills

Objective 4

Positive Reinforcement:

Means strong, emphatic
and immediate statements,
and non-verbal
expressions of approval,
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Verbal Communications Skills

Objective 4

Positive Reinforcement:

Should be intense enough
to distinguish it from your
normal Ievel of CONcern or
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Verbal Communications Skills

Objective 4

Negative Reinforcement:
Discouraging negative
behavior is the other side of
the response coin!
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Verbal Communications Skills

Objective 4

Negative Reinforcement:

Remember: Verbal and
non-verbal responses

should be s trong mghatl




Verbal Communications Skills

Objective 4

Negative Reinforcement:

As soon as behavior
changes to positive, reward



Verbal Communications Skills

Depersonalizing Conflict:

First depersonalize conflict
between you and the subject.

Simply enforcing the rules,
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Verbal Communications Skills

Objective 4

Personalize Cooperation:

Approach each subject with an [
expectation of cooperation | &
built on mutual respect,
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Verbal Communications Skills

Objective 4

Personalize Cooperation:

When you get positive
behavior, personalize your
positive reinforcement.
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Verbal Communications Skills

Objective 4

Present Choices: et

To help an individual
toward more socially
acceptable behavior is to

help them take responsmllly
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Verbal Communications Skills

Objective 4

Present Choices:

Offer the choice to
cooperate or take the
consequences that go with
- their acti
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Verbal Communications Skills

Objective 4

Present Choices:

Caution therm not to make it
personal by making it a win-
lose situation.
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Verbal Communications Skills

Present Choices: et

Instead, it should be
presented as an opportunity
for a win-win.
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