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• Basic Communication Skills

• Preparing The Environment

• Know Yourself

• Dos/ Don’ts

• Resources

Overview
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The single biggest 
problem in 

communication is the 
illusion that it has taken 

place. 
George Bernard Shaw
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Elements of Personal Communication
Dr. Albert Mehrabian

Body Language/

Non-Verbals

55%

Gestures, posture, facial 
expressions, etc.

Vocal Elements

38%

Pitch, tone, rate, volume, 
intonation, rhythm

Spoken Words

7%

Content, word choice
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Listen In Order To Be Heard



Contoso
Pharmaceuticals

Reflective Listening
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Get Comfortable With 
Discomfort
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Speed Practice

• Grab a partner

• Identify who will listen first and who will speak first

• Listener cannot talk at all while the speaker is speaking

• Speaker will have one minute to talk about what they did over the weekend or what they are hoping to 
get out of the workshops today.

• Listener will practice effective listening skills, and after the minute is over they will state a reflective 
listening sentence. 
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Reflective Listening
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I feel…

when…

because…

what I 
need is…

Practice!

You keep getting new 
work dumped on you 
with little instruction, and 
not enough time.

You are working with 
coworkers on a project, 
but you are the only one 
completing the work.
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More on Breaks

• Whenever possible, outline a plan/ schedule a 
time for when you will reconvene

• Minimum 20 minutes, set parameters on a 
maximum time before you get into the meeting

• Utilize short breaks to regulate yourself

• Long breaks to regroup and reset

• Write down your thoughts and feelings

• Review & rewrite



Contoso
Pharmaceuticals

Communicate 
Often

• Phone

• Email

• *Face to Face*
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Communication Plan

Prepare

Work on you

Recognize what you 
want to communicate

Write it down

Rehearse

Share

Communicate

Clearly state needs/ 
ideas

Stick to the facts

Solution

Offer solutions

Be open to other 
options

Repeat until a 
compromise is made

Don’t forget to follow 
up!
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Unhelpful Behaviors

• Talking to the “wrong” person

• Staying silent

• “you, you, you”

• Trying to “win”

• Unwillingness to compromise

• Check your stories 
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Avoid
• “You need to calm down”

• “You need to listen”

• “You are wrong”

• “You are overreacting”

• Walking out without a plan

Getting Back on Track

• “Can I try that again?”

• “Let me try that again”

• “I’m sorry”

• “I want to say this more gently, but I don’t know 
how”

• “I can see my part in this”

• “I understand”

• “I know that this isn’t your fault”

• “I need support”

• “Can we take a break?”

Try
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Know Your “Stuff”
You are your best advocate when you 

know yourself better
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Further Learning
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What chronic problems 
are you avoiding?

What ideas have you 
been holding back?
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Thank You
Libby Richter

715-839-5061

libbyr@eauclaire.lib.wi.us
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Follow-up resources
Time Study


