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Think you're
getting your
message
across to
staffers and
customers?
Take our quiz
and find out

By
Christine
Galea

ave vou ever el ke
you're talking to your
sales Team or cUstomers
and they just aren't get-
ting the message you're
trying to convey? That can be fustrating,
bt it ay not be thedr Gault: Tt may be thal
vou aren't effectively communicating with
them, As-fundamental as they may seem,
communication skills are the most valu-
able tools an executive can possess—
especially in this ceonomic climate, where
emiployvees and new business gel scooped
up by the competition. According 1o a

AreYou a

OOL

municato

stuecly conducted by consulting finmn Gatto
Associates of 1,700 managers over the
course of 10 years, 95 percent. of low-per-
Fomming executives are unable to commu-
nicate effectively, "We've found in the
course of this study that for technical
work skills, high- and low-performers
were similan” says HRex Gatto, president of
Gatto Associates LLC, In Pittsburgh, and
author of The Smart Managers FAGQ
Gravidde: A Supvived Hondbook for Todoys
Wondepdaes, “But the eritical difference
between the two was in conuanunication—
it i5 the nomberEone cormelilor Lo success

as a leader, Eighty-nine percent of high-
performers had these characleristics.”
Graittey al=o notes that while executives ane
hared for their technical skalls; when they
are fired, it is almost always becaase they
were nnable to conumunicate,

Think you're a communications pro?
Take our quiz and find out. We've enlisted
the help of busimess psychologist Debra
Condren, president of Humaninvest-
ment.com, in New York, to foamulate a
quiz to help you determine whether you
are  effectively  getting vour message
across. (The answers are on page 46,)



Answer the following questions
by choosing which statement
best applies to you. For the most
accurate results, go with your
initial, gut choice—not what you
think would be the right answer.

In meetings that you lead,
m it is more important to:

. a. Btay on track to cover key
agenda peoints and respect
people’s time,

2 b Listen to and connect with
people;

1 ¢, Male certain your message
gels across.

)} d.Let everyone have a furn
speaking.

In your role as managex, it is
m acceptable to interyupt
someone you're speaking with
when:

) a, The discussion has derailed
on & nonproductive topic and
you have limited time,

_' b. The person is a fast-paced,
dynamic talker and you antici-
pate where he is going before
he's gaid it.

.+ ¢, The person has become angry
and emotional.

(' d, Itis never productive
to interrupt.

When you're trying to
m explain a team objective
requiring a quick response to
a direct report, it is more
important to:

(% 'a. Plan ahead and have no more
than three talking points to
keep your message succinel
and easy to grasp.

£ b, Periodically check in with the
person during the discussion
to-ask, “Am [ making sense?"

g, Ask him if he is clear on his
role and assignments at the
end of the discussion.

1'dl. Focus first on what he's already
done right, before moving on
to what now needs to be
accomplished.

During sales calls in which
myou are frying to communi-
cate why the potential customer
should select your product or
services, it is most important to:

) a, Quickly cualify the prospect
s0 that you can efficiently
determine and communicate
whether or not you can help
him,

i) b. Focus primarily on relationship
building by listening to his
needs and reasons for speak-
ingy with you.

(0 e, Ask questions that quickly get
you to the close, to communri-
cate that you respect the

prospect’s time.

i d. Establish credibility up front by
first tallang about why your
product of service is a market
leader to pique his interest and

compel him to spend more
time speaking with you about
his needs and how you can
help.

When tallking ahout a
m charged coniflict with a direct
report where hindsight tells you
that you could have handled the
situation bettey, the most impox-
tant factor in communicating that
you want to move forward is;

(71 a, Focus on getting to a resolution
as quickly as possible.

23 b Agres to disagree on
points where you see things
differently.

1 e, Apologize if you feel you
messed up, and suggest how to
male the situation right again.

» d_Assess if this is a problem

employee who continually gets
into high-conflict situations
before you decide how to
confront the situation.

The most important
= factor in being a good
communicator is:

(7 a. Relationship building.

_ . Having and using a sense of
humer.

) ¢. Being clear, concise, and
compelling.

' d. Being generous with giving
advice,

The most effective way to
m communicate that youn
appreciate the way a direct report
has handled a project is:

0 a. Trusting the person with
increased responsibilities on
the next project.

1 b, Eeeping notes go thal you can
be certain to document his
performance on upcoming
quarterly reviews.

) c. Giving a simple "thank you"
acknowledging his efforts and
saying that you want to offer

praise where it is due.

' d. Remembering to request a
raise for the person next year,

The best and most effective
» communicators:

(' a. Focus on solving problems
simply and efficiently.

) b. Probe for clarification, ask
gquestions to help them better
understand, succinctly sum up
their understanding of the
situation when the person has
finished speaking, and then ask
how they can help.

( ¢. Offer editorial comments and
freely share expertise to help
solve the communicator's prob-
lem or need (even if the person
hasn't directly asked for feed-
back).

O d. Use the person's name when
sharing a perspective on the
situation, in order to convey
empathy,
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Good communication skills often don't come naturally.
Debra Condren, a business psychologist and president of
Humaninvestment.com, in New York, offers seven tips to
become an effective communicator:

FOCUS ON LISTENING Uss

comments like, “I'mwondering whare
you are on this issue.” O, "It sounds as if
you're concerned about this aspect of the
project.” Or, “Doyoeu mind filling me in on
vour take on this situation?” This |ets the
other person know you are paying atten-
tion ta her thoughts and expertise. In turn,
sha will be more open to hearing what you
have to say.

5

ASK FOR CLARIFICATION
Making sure you've heard the
person correctly goes a long way toward keeping communication clear, “$o it sounds
as if you're saying that we need to take another look at this quarier’s marketing com-
munications budget.” Or "Just so I'm clear, are you saying that you think we need to
change course to meet this deadline?” Using this tachnique gives the person you are
speaking with & chance ta canfirm exactly what he's said, or refine what he was trying
to convey.

BE BRIEF Deliver your message in as few words as possible. The less you =ay,
the more likely you are to be heard,

DON'T REPEAT YOURSELTF Even if you don't get an acknowledgment
that someone agrees, don't try to drive your point home by saying it again a
different way. Say it once and move on,

PERIODICALLY ASIH =AM I MAHING SENSE?* Asking for feed-
back as you-are speaking lets others know you are more interested in their
reaction and creative input than in being right.

HAEVE AN OPEN DOOR POLICY When people feei that you are

approachable, they are more likely to keep the lines of communication flowing.
Managers who table every request to talk with, "Lat’s schedule a meeting for this
Thursday at four,” give the impression that they aren’t interested in staying connected
to their team members’ concerns, insights, and ideas. Paople shut down communica-
tion under rigid guidelines, On the other hand, when managers are available, people
rarely take advantage of this policy. A gocd manager who always communicates effec-
tively may not even require-an open door policy as his employees will always know
what is expected of them.

USE SELF-DEPRECATING HUMOR Research shaws that the ability to

laugh at aneselfis a key indicator of emational intelligence, or the ability to con-
nect wel| with other peaple. Connecting and listening are the two key skills of good
communicators.

Calculating Your
Communication
Score

For each question, give yoursell the
corresponding number of points;
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Interpreting Your
Communication
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