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Welcome to Communicating Effectively, the next course in your journey as a leader at Goodwill of Central and Northern Arizona.  

Course Description
In this course, we will explore the basic principles of communication and learn how communicating effectively creates a positive work environment. We will summarize the barriers to effective communication and how to overcome these barriers as well as learn techniques to apply effective communication strategically. 

Learning Objectives

· Examine basic elements of communication
· Identify and overcome barriers to effective communication
· Discuss strategic approaches to effective communication
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“Seek first to understand, then to be understood.” Steven Covey
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Do I use nonverbal communication? When and why? What will I do to ensure my nonverbal communication matches my verbal communication?
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“The most important thing in communication is hearing what isn’t said.” Peter Drucker
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How will I strategically apply effect communication in my workplace?
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Facial Expressions/Body Language Activity
Use one term to describe the facial expression/body language in the picture. The pictures are numbered 1-10 but, are posted in random order.

Fear     Surprise     Happy     Disgust     Excited
Sad      Love            Tired       Bored       Nervous

1._____________________________________________________
2._____________________________________________________
3._____________________________________________________ 
4._____________________________________________________
5._____________________________________________________
6._____________________________________________________ 
7._____________________________________________________
8._____________________________________________________
9._____________________________________________________
10.____________________________________________________
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Talk about our words when communicating 



Words spoken (Verbal)

That which is literally being said. The spoken word is part of the verbal communication in this and the intonation and body language are both part of the non-verbal communication.



Talk about each one and have audience give GCNA examples

Think before you speak

Be clear and concise

Speak with confidence

Vary your tone (as appropriate)

Be aware of your non-verbal cues

Think about your audience

Listen – which will talk more about after a bit



Back to back drawing activity



Debrief

Time (with activity): 20 minutes
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Tone of voice (Vocal):

Our pitch and tone show our true feelings and different inflections can have different meaning. Take the word, “Oh” for example:



It could mean:

“You surprised me”

“I made a mistake”

“You’re a pain in the neck”

“You made me so happy”

“I’m bored”

“I’m fascinated”

“I don’t understand”



Using the wrong tone or too much tone can lead to disagreement and even conflict. It has been said that 10% of conflicts are due to difference in opinion. 90% are due to wrong tone of voice. 



Need video clip here



Time: 15 minutes
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Eyes



Body language



Facial expressions





Body Language-Facial Expressions (Visual)



Nonverbal communication comes in many forms: 

Eyes

Body language

Facial expressions





Facial expressions activity



Debrief



Time: 20 minutes
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@ Ways to
HAVE BETTER CONVERSATIONS

1. Don’t multitask
Don't just set down your cell phane or your tablet or your car keys or whatever s in your
hand. Be present, be in that moment. Don't think sbout your argument you had with your
boss. Don't think about what you'e going 1o have for dinner.If you want o get out of the
conversations, get out of the conversations, but don't be halfin t and half out of it

2. Don't pontificate
1f you want to state your opinion without any opportunity for response or
argument or pushback or growth, wrte a blog. Enter every conversation s is
You have something to learn.

3. Use open-ended questions
Start your questions with who, wha, when, where, why or how Ty, “What was that
Tke?" or “How id that make you fel?” Framing questons this way il make them
Stop and think and you wil get 8 much more nteresting respone.

Go with the flow

Thoughts wil come into your mind and you need to et them go out of your mind.

f you don't know, say that you don't know
it on the side of caution, talk should not bs cheap.

6. Don't equate your experience with theirs
Dontrelate your pain, your suffering or any other emation to theirs, s ot the
some. All xperiences e individual. More importantl it ot abot you
Conversations are not promotions! opportuniies

Try not to repeat yourself
1ts condescending, and its really boring,

8. Stay out of the weeds
Dont overy struggle to come up vith dates,names, please that you've
forgotten. They dor't care. What they care sbout i you

9. Listen
“This s the number one most important skils we can develop. Ifyou've can't
listen, you're ot in the conversation

10. Be brief
‘A good canversation is like a mini-skirt. Short enough to retain interest, but long.
rieth o cever e sukiae.
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