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COMMUNICATION SYLLABUS

(Personal Skills Unit)

Introduction

This session of the Learning for Life Leadership Workshop introduces high school students to the role of communication in leadership and provides them leadership skills they can use in school and their lives.

Learning Objectives

After completing this session the student should know:

· Basic principles of communication

· Role of good communication in leadership

· Various techniques of effective communication

Materials required

Overhead projector, screen, extension cord and spare bulb

A copy of ten overheads reproduced from appendix onto overhead transparencies (one copy for instructor)

Copy of two handouts reproduced from appendix (one copy for each student)

Session Time Required

Approximately 50 minutes.

Session Reference Materials

1. Pearson, J. (1983). Interpersonal Communication. Glenview, Illinois: Scott, Foreman and Company. 

2. Butler, Gillian, Ph.D. and Hope, Tony, M.D. Managing Your Mind (1996). New York: Oxford University Press
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1. 
Introduction
“No one would talk much in society if they knew how often they misunderstood others.” - Johann Wolfgang Von Goethe

Many problems occur in groups and organizations because of people’s failure to communicate effectively. Faulty communication can cause confusion, misunderstanding and even contribute to the failure of otherwise good plans. Effective communication occurs when the person receiving a message understands it as intended by the sender. A strong leader is able to communicate effectively.

Communications Game
[Ask students for a volunteer who is willing to give directions to the group. Give the volunteer a copy of the communication game drawing (overhead #1) and tell him that he is not to let the other students see it. After studying it, he should be ready to give students instructions on how to draw the picture. Ask the rest of the group to take out a piece of blank paper and a pencil or pen.]

Let’s try a communication exercise.

What we are going to do is try to follow instructions given by (volunteer’s name) as he tells you how to duplicate the drawing he is holding. Listen carefully because you may not ask any questions. The only one who can talk is (volunteer’s name). Does everyone understand?

The volunteer then describes how to draw the picture while the other students try to duplicate it. When they are finished let some of the students show their drawings. Then compare them to the original as shown on the transparency of the original drawing.

Point out that we purposely have hampered communications by not allowing visual aids and by stopping all feedback from the students to the volunteer.

Ask the students: How could we have improved communications during the game?  Write their suggestions on a flip chart for all to see.

Communication Process
Display overhead #2 - “Communications” and distribute handout #1. ]

Idea First: A person has a message in his mind that he wants to send to others. That message can be a concept, idea, information, or feelings.

Encoding: A person then sends a message to someone using speech, writing, or other methods or symbols.

Decoding: The person receiving the message then translates the words or symbols into a concept or information.

When a message is sent, two things affect how it is understood. 

Content:  The actual words used – spoken or written – may be interpreted differently by the person receiving a message from what the sender intended. Even the simplest message can be misunderstood. (Ex.: “Be home early tonight.) And many words have different meanings to confuse the issue even more. 

Context: Other factors - tone of voice, look in the sender’s eyes, hand gestures – can influence how a message is understood. These nonverbal influences are known as “paralanguage.”

Sometimes, paralanguage causes misunderstanding. (Ex.: Someone says “I’m sorry,” but his facial expression and body language say otherwise.) Listeners sometimes are more influenced by the body language of a speaker than by what he actually says. 

Many leaders do not realize the importance of making sure their messages are understood; they think telling someone to do something is enough. An effective group leader makes certain that his messages are understood.

How can a leader be certain his messages are understood? One way is to ask questions of the person receiving the message to make certain that he understands it. This two-way communication process is known as “feedback.”

This feedback will show that the person receiving the message understood importance and what must be done with it. Remember that effective communication should be an “exchange” of information between two or more people, NOT just a one-way sending of a message.

“Nothing is so simple that it cannot be misunderstood.” – Jr. Teague

[Display overhead #3 – “Barriers to Communication.”]

Communicaton Barriers
It is important to recognize that many things get in the way of effective communication. These barriers can be physical (Ex.: static on a telephone line) or psychological (Ex.: The listener doesn’t like the person speaking). Some of the more important barriers are listed below.

Culture, background, and bias: Our experiences influence how we understand a message. This can be good, as when we use what we have learned in our culture or background to understand something new. But sometimes our previous experiences can bias how we understand what someone is trying to tell us. Then these factors can become barriers to effective communication. 

Noise: Sometimes communication equipment itself presents barriers to communication (Ex.: Static on phone lines, cable lines down during storms, speaker systems that fail or crackle at concerts). Someone else talking to you in class while the teacher is talking is a barrier to your understanding what the teacher is saying. For effective communication, the sender and the receiver must both be able to concentrate on the messages being sent to each other.

Focusing on Ourselves: Another thing that can interfere with good communication is our tendency to focus on ourselves during communication.  Instead of trying to understand what the other person is saying, we may get defensive, try to show our superior knowledge or make ourselves the center of attention.

Perception of Speaker: The way a person speaks or our attitude toward him may become a barrier to effective communication. If we feel he speaks too fast, does not speak fluently or articulate clearly, we may not pay attention. We may accept uncritically what a person we like says while dismissing what a person we don’t like says.

Contents of Message: Sometimes the listener will focus upon a particular thing said and lose track of the speaker’s overall message. 

Competing messages - Bright lights, an attractive person, unusual sights, or any other stimulus provide a potential distraction.

Stress - People do not see things the same way when under stress. 

These barriers and others can be thought of as filters that prevent the speaker’s message from getting through to the listener. Two ways of overcoming filters are to promote active listening and to seek feedback.

[Display overhead #4 – “Active Listening”]

Active Listening
Effective communication requires that the person receiving a message does more than hear it: He must also concentrate on trying to understand it.

Researchers call this “active listening.” The opposite of this is “passive listening.” This occurs when the person merely hears the message, but has little motivation to try to understand or retain it. An example of passive listening would be when students in a classroom are “listening” to instructions from the teacher, but don’t really pay attention. That’s why the teacher often has to repeat the instructions several times. Another example occurs during introductions to strangers. We don’t remember the person’s name five minutes later because we weren’t really paying close attention.

Since only a part of our mind is paying attention, it is easy to go into “mind drift,” thinking about other things while listening to someone. The cure for this is active listening - which involves listening with a purpose. It requires that the listener concentrates on the words and the feelings of the sender for understanding. The following are a few traits of an active listener: 

· Spends more time listening than talking.

· Does not finish the sentence of others.

· Does not answer questions with questions.

·  Is aware of biases. We all have them...we need to control them.

· Never daydreams or become preoccupied with own thoughts when others talk.

· Lets the other speaker talk. Does not dominate the conversation.

· Plans responses after the other person has finished speaking – NOT while he or she is speaking.

· Provides feedback, but does not interrupt too many times.

· Considers all the relevant factors, asks open-ended questions, then summarizes his response to speaker’s message.

· Keeps the conversation on what the speaker says...NOT on what interests to himself.

· Takes brief notes. This helps the listener to concentrate on what is being said.

"When you know something, say what you know. When you don't know something, say that you don't know. That is knowledge." - Kung Fu Tzu  (Confucius)

[Display overhead #5 – “Feedback.”]

Feedback
A speaker uses feedback from those listening to make sure that his message has been understood. When the listener indicates confusion by his questions, responses or, perhaps, a puzzled look, the speaker can alter his message, by simplifying it, saying it a different way or by giving an example.

Asking listeners to restate what you have just said in their own words will help you know whether they really have understood what you meant.

In our daily conversations, we often provide feedback to one another.

1) Evaluative: Making a judgment about the worth, goodness, or appropriateness of the other person's statement. 

2) Interpretive: Paraphrasing - attempting to explain what the other person's statement means. 

3) Supportive: Attempting to assist or bolster the other communicator. 

4) Probing: Attempting to gain additional information, continue the discussion or clarify a point. 

5) Understanding: Attempting to discover completely what the other communicator means by her statements.

Imagine how much better daily communications would be if listeners tried to understand first, before they tried to evaluate what someone is saying. 

"Without knowing the force of words it is impossible to know men." – Confucius
[Display overhead #6 – “Nonverbal Communication.”]

Nonverbal Communication
To deliver the full impact of a message, use nonverbal behaviors to improve interpersonal communication: 

Eye contact: This helps to regulate the flow of communication. It signals interest in others and increases the speaker's credibility. People who make eye contact open the flow of communication and convey interest, concern, warmth, and credibility.
Facial Expressions: Smiling is a powerful cue that transmits happiness, friendliness, warmth, and liking. So, if you smile frequently you will be perceived as more likable, friendly, warm and approachable. Smiling is often contagious, and people will react favorably. They will be more comfortable around you and will want to listen more.

Gestures: If you fail to gesture while speaking, you may be perceived as boring and stiff. A lively speaking style captures the listener's attention, makes the conversation more interesting, and facilitates understanding.

Posture and body orientation: You communicate numerous messages by the way you talk and move. Standing erect and leaning forward communicates to listeners that you are approachable, receptive and friendly. Interpersonal closeness results when you and the listener face each other.  Speaking with your back turned or looking at the floor or ceiling should be avoided as it communicates disinterest.

Proximity: Cultural norms dictate a comfortable distance for interaction with others. You should look for signals of discomfort caused by invading the other person's space. Some of these are rocking, leg swinging, tapping and gaze aversion.

Vocal: Speaking can signal nonverbal communication when you include such vocal elements as: tone, pitch, rhythm, timbre, loudness, and inflection. For maximum teaching effectiveness, learn to vary these six elements of your voice. One of the major criticisms of many speakers is that they speak in a monotone voice. Listeners perceive this type of speaker as boring and dull.

"Speak comfortable words!" - William Shakespeare

[Display overhead #7 – “Speaking Hints.”]

Speaking Hints
When speaking or trying to explain something, ask the listeners if they are following you.

Ensure the receiver has a chance to comment or ask questions.

Try to put yourself in the other person’s shoes - Consider the feelings of the receiver.

Be clear about what you say.

Look at the receiver.

Make sure your words match your tone and body language.

Vary your tone and pace.

Do not be vague, but on the other hand, do not complicate what you are saying with too much detail.

Do not ignore signs of confusion among your listeners.

[Display overhead #8 – “Presentation Skills” and distribute handout #2.]

Presentaton Skills
Eleanor Roosevelt was a shy young girl who was terrified at the thought of speaking in public. But with each passing year, she grew in confidence and self-esteem. She once said, "No one can make you feel inferior, unless you agree with it." 

Presentations are a way of communicating ideas and information to a group. A good presentation has the following: 

Content – Your presentation should contain information that people need. Unlike written reports (which can be read and re-read), a presentation must take into account how much information the audience can absorb in one sitting.

Structure – Your presentation should have a logical beginning, middle and end. It must be sequenced and paced so that the audience can understand it. In an oral presentation, the presenter must be careful not to lose the audience by wandering from the main point of the presentation.

Packaging - It must be well prepared. A report can be reread and portions skipped over, but the audience is at the mercy of a presenter. The audience doesn’t have a remote to fast-forward through the boring part of a presentation.

Human Element - A good presentation will be remembered much more than a good report because of the personality of the person who made the presentation.

The Voice 

The voice is probably the most valuable tool of the presenter. It carries most of the content that the audience takes away. One of the oddities of speech is that we can easily tell others what is wrong with their voice, e.g. too fast, too high, too soft, etc., but we have trouble listening to and changing our own voices. 

The Body 

Your body communicates different impressions to the audience. People not only listen to you, they also watch you. Slouching tells them you are indifferent or you do not care – even though you might care a great deal! On the other hand, displaying good posture tells your audience that you know what you are doing, and you care deeply about it. Also, a good posture helps you to speak more clearly and effective.

Questions
Although some people get a perverse pleasure from putting others on the spot, and some try to look good in front of the boss, most people ask questions from a genuine interest. Questions do not mean you did not explain the topic good enough, but that their interest is deeper than the average audience. 

Always allow time at the end of the presentation for questions. After inviting questions, do not rush ahead if no one asks a question. Pause for about six seconds to allow the audience to gather their thoughts. When answering, direct your remarks to the entire audience. That way, you keep everyone focused, not just the questioner. To reinforce your presentation, try to relate the question back to the main points. 

Make sure you listen to the question being asked. If you do not understand it, ask them to clarify. Pause to think about the question as the answer you give may be correct, but ignore the main issue. If you do not know the answer, be honest, do not waffle. Tell them you will get back to them...and make sure you do! 

Answers that last 10 to 40 seconds work best. If they are too short, they seem abrupt; while longer answers appear too elaborate. Also, be sure to keep on track. Do not let off-the-wall questions sidetrack you into areas that are not relevant to the presentation. 

If someone takes issue with something you said, try to find a way to agree with part of his or her argument. For example, "Yes, I understand your position..." or "I'm glad you raised that point, but..." The idea is to praise their point and agree with them. Audiences sometimes tend to think of "us verses you." You do not want to risk alienating them.

[Display overhead #9 – “Preparing the Presentation.”]

Preparing Presentations
"To fail to prepare is to prepare to fail."

A good presentation starts out with introductions and an icebreaker such as a story, interesting statement or fact, joke, quotation, or an activity to get the group warmed up. The introduction also needs an objective or goal. It informs the audience of the purpose of the presentation.

Next, comes the body of the presentation. Do NOT write it out word for word. All you want is an outline. By jotting down the main points on a set of index cards, you not only have your outline, but also a memory jogger for the actual presentation. To prepare the presentation, ask yourself the following: 

What is the purpose of the presentation?

Who will be attending?

What does the audience already know about the subject?

What is the audience's attitude towards me (e.g. hostile, friendly)?

A 45-minute talk should have no more than about seven main points. This may not seem like very many, but if you are to leave the audience with a clear picture of what you have said, you cannot expect them to remember much more than that.

There are several options for structuring the presentation: 

Timeline - Arranged in chronological order.

Climax - The main points are delivered in order of increasing importance.

Problem/Solution - A problem is presented, a solution is suggested, and benefits are then given.

Classification - The important items are the major points.

Simple to complex - Ideas are listed from the simplest to the most complex. Can also be done in reverse order.

You want to include some visual information that will help the audience understand your presentation.

· Develop charts, graphs, slides, handouts, etc.

· After the body, comes the closing. This is where you ask for questions, provide a wrap-up (summary), and thank the participants for attending.

· Notice that you told them what they are about to hear (the objective), told them (the body), and told them what they heard (the wrap up). 

And finally, the important part, - practice, practice, practice. The main purpose of creating an outline is to develop a coherent plan of what you want to talk about. You should know your presentation so well, that during the actual presentation, you should only have to briefly glance at your notes to ensure you are staying on track. This will also help you with your nerves by giving you the confidence that you can do it. 

Your practice session should include a "live" session by practicing in front of coworkers, family, or friends. They can be valuable at providing feedback and it gives you a chance to practice controlling your nerves. Another great feedback technique is to make a video or audio tape of your presentation and review it with critically with a colleague. 

[Display overhead #10 – “Tips and Techniques.”]

Tips and Techniques
If you have handouts, do not read straight from them. The audience does not know if they should read along with you or listen to you read.

Do not put both hands in your pockets for long periods of time. This tends to make you look unprofessional. It is OK to put one hand in a pocket but ensure there is no loose change or keys to jingle around. This will distract the listeners.

Do not wave a pointer around in the air like a wild knight brandishing a sword to slay a dragon. Use the pointer for what it is intended and then put it down, otherwise the audience will become fixated upon your "sword," instead of upon you.

Do not lean on the podium for long periods. The audience will begin to wonder when you are going to fall over.

Speak to the audience – NOT to the visual aids, such as flip charts or overheads. Also, do not stand between the visual aid and the audience.

Speak clearly and loudly enough for all to hear. Do not speak in a monotone voice. Use inflection to emphasize your main points.

The disadvantages, of presentations, are that people cannot see the punctuation and this can lead to misunderstandings. An effective way of overcoming this problem is to pause at the time when there would normally be punctuation marks.

Use colored backgrounds on overhead transparencies and slides (such as yellow) as the bright white light can be harsh on the eyes. This will quickly cause your audience to tire. If all of your transparencies or slides have clear backgrounds, then tape one blank yellow one on the overhead face. For slides, use a rubber band to hold a piece of colored cellophane over the projector lens.

Learn the name of each participant as quickly as possible. Based upon the atmosphere you want to create, call them by their first names or by using Mr., Mrs., Miss, Ms.

Tell them what name and title you prefer to be called.

Listen intently to comments and opinions. By adding your ideas to audience comments, rather than dismissing their remarks, the audience will feel that their ideas, comments and opinions are worthwhile.

Circulate around the room as you speak. This movement creates a physical closeness to the audience.

Vary your techniques (lecture, discussion, debate, films, slides, reading, etc.)

Get to the presentation before your audience arrives; be the last to leave.

Be prepared to use an alternate approach if the one you've chosen seems to bog down. You should be confident enough with your own material so that the audience's interests and concerns, not the presentation outline, determines the format. Use your background, experience, and knowledge to interrelate your subject matter.

When writing on flip charts use no more than seven lines of text per page and no more than seven words per line. Also, use bright and bold colors, and pictures as well as text.

Consider the time of day and how long you have got for your talk. Time of day can affect the audience. After lunch is known as the graveyard section in training circles, when audiences will feel more like a nap than listening to a talk.

Most people find that, if they practice in their head, the actual talk will take about 25 per cent longer. Using a flip chart or other visual aids also adds to the time. Remember - it is better to finish slightly early than to overrun.

Conclusion
You can hone your communications skills by joining a speaking group such a Toastmasters, the Key Club, etc

APPENDIX
COMMUNICATIONS GAME


Overhead 1

COMMUNICATION PROCESS

Idea First, information exists in the mind of the sender. This can be a concept, idea, information, or feelings.

Encodes Next, a message is sent to a receiver in words or other symbols.

Decoding The receiver then translates the words or symbols into a concept or information.

During the transmitting of the message, two processes will be received by the receiver. content and context. 

· Content is the actual words or symbols of the message. 

· Context is the way the message is delivered. 

A message has NOT been communicated unless the receiver understands it. How do you know it has been properly received? By two-way communication or feedback

“Nothing is so simple that it cannot be misunderstood”. - Jr. Teague
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Overhead 2

Barriers to Communication
Culture, background, and bias: We allow our past experiences to influence how we interpret the message.

Noise: Equipment or environmental noise impede clear communication. 

Ourselves: Focusing on ourselves, rather than the other person can lead to confusion and

conflict.

Perception: If we feel the person is talking too fast, not fluently, does not articulate clearly, etc., we may dismiss the person. 

Contents of Message: Sometimes a listener will focus upon a particular thing said and loses track of the speaker’s overall message.

Environmental: Bright lights, an attractive person, unusual sights, or any other stimulus provides a potential distraction.

Smothering: We take it for granted that the impulse to send useful information is automatic.

Not true: Too often we believe that certain information has no value to others or they are already aware of the facts.

Stress: People do not see things the same way when under stress. 
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Overhead 3
Active Listening

Listening can be our most powerful communication tool! Be sure to use it! 

Hearing and listening are not the same thing. Hearing is the act of perceiving sound Listening is a selective activity that involves the reception and the interpretation of aural stimuli. 

Listening is divided into two main categories: passive and active. Passive listening is little more that hearing. 

Active listening requires that the listener attends to the words and the feelings of the sender for understanding. 

The following are a few traits of active listeners: 

· Spends more time listening than talking.

· Does not finish the sentence of others.

· Does not answer questions with questions.

· Are aware of biases. We all have them...we need to control them.

· Never daydreams or become preoccupied with their own thoughts when others talk.

· Lets the other speaker talk. Does not dominate the conversation.

· Plans responses after the other person has finished speaking...NOT while they are speaking.

· Provides feedback, but does not interrupt incessantly.

· Analyzes by looking at all the relevant factors and asking open-ended questions. Walks the person through your analysis (summarize).

· Keeps the conversation on what the speaker says...NOT on what interests them.

· Takes brief notes. This forces them to concentrate on what is being said.

"When you know something, say what you know. When you don't know something,  say that you don't know. That is knowledge." - Kung Fu Tzu  (Confucius) 

Overhead 4
Feedback

The purpose of feedback is to change and alter messages so the second communicator understands the intention of the original communicator. It includes verbal and nonverbal responses to another person's message. 

Providing feedback is accomplished by paraphrasing the words of the sender. Restate the sender’s feelings or ideas in your own words, rather than repeating their words

Carl Roger listed five main categories of feedback. They are listed in the order in which they most frequently in daily conversations. Notice that we make judgments more often than we try to understand: 

1) Evaluative: Making a judgment about the worth, goodness, or appropriateness of the other person's statement. 

2) Interpretive: Paraphrasing - attempting to explain what the other person's statement means. 

3) Supportive: Attempting to assist or bolster the other communicator. 

4) Probing: Attempting to gain additional information, continue the discussion, or clarify a point. 

5) Understanding: Attempting to discover completely what the other communicator means by their statements.

Imagine how much better daily communications would be if listeners tried to understand first, before they tried to evaluate what someone is saying. 

"Without knowing the force of words it is impossible to know men." – Confucius
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Overhead 5

Nonverbal Communication

To deliver the full impact of a message, use nonverbal behaviors to improve communication:

Eye contact: People who make eye contact open the flow of communication and convey interest, concern, warmth, and credibility.

Facial Expressions: Smiling is a powerful cue that transmits happiness, friendliness, warmth and liking. 

Gestures: A lively speaking style captures the listener's attention, makes the conversation more interesting, and facilitates understanding.

Posture and body orientation: You communicate numerous messages by the way you talk and move. Standing erect and leaning forward communicates to listeners that you are approachable, receptive and friendly. Interpersonal closeness results when you and the listener face each other.  Speaking with your back turned or looking at the floor or ceiling should be avoided as it communicates disinterest.

Proximity: Cultural norms dictate a comfortable distance for interaction with others. You should look for signals of discomfort caused by invading the other person's space. 

Vocal: Speaking can signal nonverbal communication when you include such vocal elements as tone, pitch, rhythm, timbre, loudness, and inflection. 

"Speak comfortable words!" - William Shakespeare
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Overhead 6

Speaking Hints

When speaking or trying to explain something, ask the listeners if they are following you.

Ensure the receiver has a chance to comment or ask questions.

Try to put yourself in the other person's shoes. Consider the feelings of the receiver.

Be clear about what you say.

Look at the receiver.

Make sure your words match your tone and body language (nonverbal behavior).

Vary your tone and pace.

Do not be vague, but on the other hand, Do not complicate what you are saying with too much detail.

Do not ignore signs of confusion.

[image: image6.jpg]



Overhead 7

Presentation Skills

Presentations are a way of communicating ideas and information to a group. 

A good presentation has: 

Content - It contains information that people need. 

Structure - It has a logical beginning, middle, and end. It must be sequenced and paced so that the audience can understand it. 

Packaging - It must be well prepared. 

Human Element - A good presentation will be remembered much more than a good report because it has a person attached to it. 
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Overhead 8

Preparing the Presentation

"To fail to prepare is to prepare to fail."

 To prepare the presentation, ask yourself the following: 

What is the purpose of the presentation?

Who will be attending?

What does the audience already know about the subject?

What is the audience's attitude towards me (e.g. hostile, friendly)?

A 45 minutes talk should have no more than about seven main points. 

There are several options for structuring the presentation: 

· Timeline - Arranged in sequential order.

· Climax - The main points are delivered in order of increasing importance.

· Problem/Solution - A problem is presented, a solution is suggested, and benefits are then given.

· Classification - The important items are the major points.

· Simple to complex - Ideas are listed from the simplest to the most complex. Can also be done in reverse order.

You want to include some visual information that will help the audience understand your presentation.

· Develop charts, graphs, slides, handouts, etc.

· After the body, comes the closing. This is where you ask for questions, provide a wrap-up (summary), and thank the participants for attending.

· Notice that you told them what they are about to hear (the objective), told them (the body), and told them what they heard (the wrap up). 

And finally, the important part - practice, practice, practice.  Your practice session should include a "live" session by practicing in front of coworkers, family, or friends. They can be valuable at providing feedback and it gives you a chance to practice controlling your nerves. Another great feedback technique is to make a video or audio tape of your presentation and review it with critically with a colleague. 

Overhead 9

Tips and Techniques for Great Presentations

If you have handouts, do not read straight from them. The audience does not know if they should read along with you or listen to you read.

Do not put both hands in your pockets for long periods of time. 

Do not wave a pointer around in the air like a knight brandishing a sword to slay a dragon. 

Do not lean on the podium for long periods. 

Speak to the audience – NOT to the visual aids.

Speak clearly and loudly enough for all to hear. 

Use colored backgrounds on overhead transparencies and slides 

Learn the name of each participant as quickly as possible. 

Circulate around the room as you speak. 

Vary your techniques (lecture, discussion, debate, films, slides, reading, etc.)

Get to the presentation before your audience arrives; be the last one to leave.

You should be confident enough with your own material so that audience’s interests and concerns determine the format.

When writing on flip charts use no more than seven lines of text per page and no more than seven words per line. Also, use bright and bold colors, and pictures as well as text.

Consider the time of day and how long you have got for your talk. Time of day can affect the audience.

Most people find that, if they practice in their head, the actual talk will take about 25 per cent longer. Using a flip chart or other visual aids also adds to the time. Remember - it is better to finish slightly  early than to overrun.





Overhead 10


COMMUNICATIONS

Idea First: A person has a message in his mind that he wants to send to others. That message can be a concept, idea, information, or feelings.

Encoding: A person then sends a message to someone using speech, writing, or other methods or symbols.

Decoding: The person receiving the message then translates the words or symbols into a concept or information.

When a message is sent, two things affect how it is understood. 

Content:  The actual words used – spoken or written – may be interpreted differently by the person receiving a message from what the sender intended. Even the simplest message can be misunderstood. (Ex.: “Be home early tonight.) And many words have different meanings to confuse the issue even more. 

Context: Other factors - tone of voice, look in the sender’s eyes, hand gestures – can influence how a message is understood. These nonverbal influences are known as “paralanguage.”

Sometimes, paralanguage causes misunderstanding. (Ex.: Someone says “I’m sorry,” but his facial expression and body language say otherwise.) Listeners sometimes are more influenced by the body language of a speaker than by what he actually  says. 

Many leaders do not realize the importance of making sure their messages are understood; they think telling someone to do something is enough. An effective group leader makes certain that his messages are understood.

How can a leader be certain his messages are understood? One way is to ask questions of the person receiving the message to make certain that he understands it. This two-way communication process is known as “feedback.”

This feedback will show that the person receiving the message understood importance and what must be done with it. Remember that effective communication should be an “exchange” of information between two or more people, NOT just a one-way sending of a message.

“Nothing is so simple that it cannot be misunderstood”. – Jr. Teague

Handout 1

Communication Barriers

It is important to recognize that many things get in the way of effective communication. These barriers can be physical (Ex.: static on a telephone line) or psychological (Ex.: The listener doesn’t like the person speaking). Some of the more important barriers are listed below.

Culture, background, and bias: Our experiences influence how we understand a message. This can be good, as when we use what we have learned in our culture or background to understand something new. But sometimes our previous experiences can bias how we understand what someone is trying to tell us. Then these factors can become barriers to effective communication. 

Noise: Sometimes communication equipment itself presents barriers to communication (Ex.: Static on phone lines, cable lines down during storms, speaker systems that fail or crackle at concerts). Someone else talking to you in class while the teacher is talking is a barrier to your understanding what the teacher is saying. For effective communication, the sender and the receiver must both be able to concentrate on the messages being sent to each other.

Focusing on Ourselves: Another thing that can interfere with good communication is our tendency to focus on ourselves during communication.  Instead of trying to understand what the other person is saying, we may get defensive, try to show our superior knowledge or make ourselves the center of attention.

Perception of Speaker: The way a person speaks or our attitude toward him may become a barrier to effective communication. If we feel he speaks too fast, does not speak fluently or articulate clearly, we may not pay attention. We may accept uncritically what a person we like says while dismissing what a person we don’t like says.

Contents of Message: Sometimes the listener will focus upon a particular thing said and lose track of the speaker’s overall message. 

Competing messages - Bright lights, an attractive person, unusual sights, or any other stimulus provide a potential distraction.

Stress - People do not see things the same way when under stress. 

These barriers and others can be thought of as filters that prevent the speaker’s message from getting through to the listener. Two ways of overcoming filters are to promote active listening and to seek feedback.
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Active Listening

Effective communication requires that the person receiving a message do more than hear it: He must also concentrate on trying to understand it. Researchers call this “active listening.” The opposite of this is “passive listening.” This occurs when the person merely hears the message, but has little motivation to try to understand or retain it. An example of passive listening would be when students in a classroom are “listening” to instructions from the teacher, but don’t really pay attention. That’s why the teacher often has to repeat the instructions several times. Another example occurs during introductions to strangers. We don’t remember the person’s name five minutes later because we weren’t really paying close attention. Since only a part of our mind is paying attention, it is easy to go into “mind drift,” thinking about other things while listening to someone. The cure for this is active listening - which involves listening with a purpose. It requires that the listener concentrates on the words and the feelings of the sender for understanding. The following are a few traits of an active listener: 

· Spends more time listening than talking.

· Does not finish the sentence of others.

· Does not answer questions with questions.

·  Is aware of biases. We all have them...we need to control them.

· Never daydreams or become preoccupied with own thoughts when others talk.

· Lets the other speaker talk. Does not dominate the conversation.

· Plans responses after the other person has finished speaking – NOT while he or she is speaking.

· Provides feedback, but does not interrupt too many times.

· Considers all the relevant factors, asks open-ended questions, then summarizes his response to speaker’s message.

· Keeps the conversation on what the speaker says -- NOT on what interests to himself.

· Takes brief notes. This helps the listener concentrate on what is being said.

"When you know something, say what you know. When you don't know something, say that you don't know. That is knowledge." - Kung Fu Tzu  (Confucius)
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Feedback
A speaker uses feedback from those listening to make sure that his message has been understood. When the listener indicates confusion by his questions, responses or, perhaps, a puzzled look, the speaker can alter his message, by simplifying it, saying it a different way or by giving an example.

Asking listeners to restate what you have just said in their own words will help you know whether they really have understood what you meant.

In our daily conversations, we often provide feedback to one another.

1. Evaluative: Making a judgment about the worth, goodness, or appropriateness of the other person's statement. 

2. Interpretive: Paraphrasing - attempting to explain what the other person's statement means. 

3. Supportive: Attempting to assist or bolster the other communicator. 

4. Probing: Attempting to gain additional information, continue the discussion or clarify a point. 

5. Understanding: Attempting to discover completely what the other communicator means by her statements.

Imagine how much better daily communications would be if listeners tried to understand first, before they tried to evaluate what someone is saying. 

"Without knowing the force of words it is impossible to know men." – Confucius
Nonverbal Communication
To deliver the full impact of a message, use nonverbal behaviors to improve interpersonal communication: 

Eye contact: This helps to regulate the flow of communication. It signals interest in others and increases the speaker's credibility. People who make eye contact open the flow of communication and convey interest, concern, warmth, and credibility.
Facial Expressions: Smiling is a powerful cue that transmits happiness, friendliness, warmth, and liking. So, if you smile frequently you will be perceived as more likable, friendly, warm and approachable. Smiling is often contagious, and people will react favorably. They will be more comfortable around you and will want to listen more.

Gestures: If you fail to gesture while speaking, you may be perceived as boring and stiff. A lively speaking style captures the listener's attention, makes the conversation more interesting, and facilitates understanding.
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Posture and body orientation: You communicate numerous messages by the way you talk and move. Standing erect and leaning forward communicates to listeners that you are approachable, receptive and friendly. Interpersonal closeness results when you and the listener face each other.  Speaking with your back turned or looking at the floor or ceiling should be avoided as it communicates disinterest.

Proximity: Cultural norms dictate a comfortable distance for interaction with others. You should look for signals of discomfort caused by invading the other person's space. Some of these are: rocking, leg swinging, tapping and gaze aversion.

Vocal: Speaking can signal nonverbal communication when you include such vocal elements as:  tone, pitch, rhythm, timbre, loudness, and inflection. For maximum teaching effectiveness, learn to vary these six elements of your voice. One of the major criticisms of many speakers is that they speak in a monotone voice. Listeners perceive this type of speaker as boring and dull.

"Speak comfortable words!" - William Shakespeare

Speaking Hints

When speaking or trying to explain something, ask the listeners if they are following you.

Ensure the receiver has a chance to comment or ask questions.

Try to put yourself in the other person’s shoes - Consider the feelings of the receiver.

Be clear about what you say.

Look at the receiver.

Make sure your words match your tone and body language.

Vary your tone and pace.

Do not be vague, but on the other hand, do not complicate what you are saying with too much detail.

Do not ignore signs of confusion among your listeners.
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Presentation Skills
Eleanor Roosevelt was a shy young girl who was terrified at the thought of speaking in public. But with each passing year, she grew in confidence and self-esteem. She once said, "No one can make you feel inferior, unless you agree with it." 

Presentations are a way of communicating ideas and information to a group. A good presentation has the following: 

Content – Your presentation should contain information that people need. Unlike written reports (which can be read and re-read), a presentation must take into account how much information the audience can absorb in one sitting.

Structure – Your presentation should have a logical beginning, middle and end. It must be sequenced and paced so that the audience can understand it. In an oral presentation, the presenter must be careful not to lose the audience by wandering from the main point of the presentation.

Packaging - It must be well prepared. A report can be reread and portions skipped over, but the audience is at the mercy of a presenter. The audience doesn’t have a remote to fast-forward through the boring part of a presentation.

Human Element - A good presentation will be remembered much more than a good report because of the personality of the person who made the presentation.

The Voice  - The voice is probably the most valuable tool of the presenter. It carries most of the content that the audience takes away. One of the oddities of speech is that we can easily tell others what is wrong with their voice, e.g. too fast, too high, too soft, etc., but we have trouble listening to and changing our own voices. 

The Body - Your body communicates different impressions to the audience. People not only listen to you, they also watch you. Slouching tells them you are indifferent or you do not care – even though you might care a great deal! On the other hand, displaying good posture tells your audience that you know what you are doing, and you care deeply about it. Also, a good posture helps you to speak more clearly and effective.
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Preparing Presentations

"To fail to prepare is to prepare to fail."

A good presentation starts out with introductions and an icebreaker such as a story, interesting statement or fact, joke, quotation, or an activity to get the group warmed up. The introduction also needs an objective or goal. It informs the audience of the purpose of the presentation.

Next, comes the body of the presentation. Do NOT write it out word for word. All you want is an outline. By jotting down the main points on a set of index cards, you not only have your outline, but also a memory jogger for the actual presentation. To prepare the presentation, ask yourself the following: 

What is the purpose of the presentation?

Who will be attending?

What does the audience already know about the subject?

What is the audience's attitude towards me (e.g. hostile, friendly)?

A 45-minute talk should have no more than about seven main points. This may not seem like very many, but if you are to leave the audience with a clear picture of what you have said, you cannot expect them to remember much more than that.

There are several options for structuring the presentation: 

Timeline - Arranged in chronological order.

Climax - The main points are delivered in order of increasing importance.

Problem/Solution - A problem is presented, a solution is suggested, and benefits are then given.

Classification - The important items are the major points.

Simple to complex - Ideas are listed from the simplest to the most complex. Can also be done in reverse order.

You want to include some visual information that will help the audience understand your presentation.
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· Develop charts, graphs, slides, handouts, etc.

· After the body, comes the closing. This is where you ask for questions, provide a wrap-up (summary), and thank the participants for attending.

· Notice that you told them what they are about to hear (the objective), told them (the body), and told them what they heard (the wrap up). 

And finally, the important part, - practice, practice, practice. The main purpose of creating an outline is to develop a coherent plan of what you want to talk about. You should know your presentation so well, that during the actual presentation, you should only have to briefly glance at your notes to ensure you are staying on track. This will also help you with your nerves by giving you the confidence that you can do it. 

Your practice session should include a "live" session by practicing in front of coworkers, family, or friends. They can be valuable at providing feedback and it gives you a chance to practice controlling your nerves. Another great feedback technique is to make a video or audio tape of your presentation and review it with critically with a colleague. 
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Tips and Techniques

If you have handouts, do not read straight from them. The audience does not know if they should read along with you or listen to you read.

Do not put both hands in your pockets for long periods of time. This tends to make you look unprofessional. It is OK to put one hand in a pocket but ensure there is no loose change or keys to jingle around. This will distract the listeners.

Do not wave a pointer around in the air like a wild knight brandishing a sword to slay a dragon. Use the pointer for what it is intended and then put it down, otherwise the audience will become fixated upon your "sword," instead of upon you.

Do not lean on the podium for long periods. The audience will begin to wonder when you are going to fall over.

Speak to the audience – NOT to the visual aids, such as flip charts or overheads. Also, do not stand between the visual aid and the audience.

Speak clearly and loudly enough for all to hear. Do not speak in a monotone voice. Use inflection to emphasize your main points.

The disadvantages, of presentations, are that people cannot see the punctuation and this can lead to misunderstandings. An effective way of overcoming this problem is to pause at the time when there would normally be punctuation marks.

Use colored backgrounds on overhead transparencies and slides (such as yellow) as the bright white light can be harsh on the eyes. This will quickly cause your audience to tire. If all of your transparencies or slides have clear backgrounds, then tape one blank yellow one on the overhead face. For slides, use a rubber band to hold a piece of colored cellophane over the projector lens.

Learn the name of each participant as quickly as possible. Based upon the atmosphere you want to create, call them by their first names or by using Mr., Mrs., Miss, Ms.

Tell them what name and title you prefer to be called.

Listen intently to comments and opinions. By adding your ideas to audience comments, rather than dismissing their remarks, the audience will feel that their ideas, comments and opinions are worthwhile.
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Circulate around the room as you speak. This movement creates a physical closeness to the audience.

Vary your techniques (lecture, discussion, debate, films, slides, reading, etc.)

Get to the presentation before your audience arrives; be the last to leave.

Be prepared to use an alternate approach if the one you've chosen seems to bog down. You should be confident enough with your own material so that the audience's interests and concerns, not the presentation outline, determines the format. Use your background, experience, and knowledge to interrelate your subject matter.

When writing on flip charts use no more than seven lines of text per page and no more than seven words per line. Also, use bright and bold colors, and pictures as well as text.

Consider the time of day and how long you have got for your talk. Time of day can affect the audience. After lunch is known as the graveyard section in training circles, when audiences will feel more like a nap than listening to a talk.

Most people find that, if they practice in their head, the actual talk will take about 25 per cent longer. Using a flip chart or other visual aids also adds to the time. Remember - it is better to finish slightly early than to overrun.
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