Communication is a Three-way Process

Communication involves the sender, the message and the receiver.  Without either of these components, the process is not complete.

Strong communication skills are crucial when communicating with council members, legislators, stakeholders -- everyone.  

Barriers to Communication:

1.  Jumping to conclusions


We see or hear

Facts or Happenings
            We skip

Statements of Fact
            We make

Statements of Inference

We then behave on the basis of inference rather than fact.

2.  Loss of information  

     To reduce the loss of information:

1. Give details in order;

2. Slow down;

3. Use sketches or visual aids;

4. Ask questions; play back the information;

5. Give a quick overview.

3.  Listening only to words

We assume that words contain the meaning of what the speaker says and that the speaker is using the words the same way we would.  Words are just pointers used by individuals.  Meaning is found in people, not in words.  To influence a person, one must know how the person thinks.  Pay close attention to the nonverbal messages.  

To Become a Better Communicator:

1.  Enunciate;


2.  Be aware of sending mixed messages through the use of body language;


3.  Be a receptive listener.

Effective Listening Skills

“We are given two ears but only one mouth because listening is twice as hard as talking.”

Three Listening Modes
1. Competitive or Combative Listening: 

We do not listen to the speaker but eagerly wait for our turn to speak.  This mode does not encourage effective communication.

2. Passive or Attentive Listening:

We listen intently and assume we heard correctly, but stay passive and do not verify the message.  This mode also does not facilitate effective, interactive communication.

3. Active or Reflective Listening:

We are genuinely interested in understanding what the speaker is thinking and feeling.  We restate or paraphrase our understanding of the message and reflect it back to the sender for verification.  There is a real distinction between merely hearing the words and really listening for the message.  Active or reflective listening is the most important listening skill and one we should strive to achieve.

Listening Tips:
1. Paraphrase, and avoid parroting back the words;

2. Look for the feeling or intent beyond the words;

3. Inhibit the impulse to immediately answer questions;

4. Know when to quit listening and when to respond with your own message;

5. If you do not understand, be honest and ask for clarification;

6. Avoid looking at your watch or other activities around you;

7. Be empathic and nonjudgmental.  

Capture the Essence of Good Listening:
1. Good listeners listen with their faces.

A. Tilt the face towards the channel of information.

B. Use other receptors besides the ears (look for nonverbal clues).

C. Look at the speaker; always maintain eye contact.

2. Be attentive.

A. Avoid distractions.

B. Ask questions; respond verbally and nonverbally.

C. Don’t interrupt.

Those who are good at communication know the importance of listening, which is perhaps more important than speaking.   If you are really listening intently, you should feel tired after your speaker has finished.  Effective listening is an active rather than a passive activity.  The receiver must be an active participant for the cycle of communication to be complete.
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