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I am not sure if it is a verifiable fact, but I have heard that
the English language has more
words that any other language
on earth?
Did you know that Shakespeare
used a wider variety of different
words in his writings than any
other writer?
One would think that with all the
diversity of expression available,
that communication would be
simple.
But its not!
In business, as in life, one thing
you will always have to do is
communicate. Doing that well
will increase your opportunity for success. So this issue
contains a plethora (grab your
dictionary) of advice on how to
improve your communication
abilities.

As part of our investigation
into concepts of success, it
is only natural and expected
that we would interview and
examine the lives of successful individuals and businesses.

And this is an exciting part of
our business, speaking with
and learning about how actual
people have achieved great
things.

In addition, this adds a special
service to our readers in that
they can access contact information on a variety of business people offering a variety
of services.
And who would you prefer to
do business with?
Someone who has just entered
the industry and has no experience, or someone who has
not only proven themselves as
competent and capable, and
can also show that they have
excelled in their profession.
The latter I am sure.
And so would everyone else.
We have details about these
professionals and businesses
in the profiles section of our
website.
If you know of any business
or professional that you believe would fit our criteria, i.e.
successful, we invite you to
NOMINATE THEM TODAY.
Just go to the nomination
section, fill in their name and
contact information - we will
do the rest. This can be done
anonymously, or with your
recommendation.

DEVELOPING Clearer
Communication

I

In business, as in life, one thing you
will always have to do is communicate.
Doing that well can only increase your
opportunity for success. Here are some
ideas to consider.
Consider the Purpose
Before you jump into a conversation,
consider the outcome you hope to
gain from it. Too many times, we just
start talking without specific goals for
the conversation. At the end of the
conversation, we walk off frustrated
because we haven’t received what
we wanted from the encounter. To
reduce frustration - on the part of
both participants - plan what outcome
you want before speaking. Then set
up the outcome by announcing at the
beginning of the conversation what you
hope to accomplish. You’ll be able to cut
down on the amount of wasted time
and gain respect from your conversant
for respecting their time as well. You’ll
obtain your desired results with a greater
degree of frequency, too.
Consider the Place
In addition to thinking about your
intent in talking with someone, also
consider the place. Just because you
both end up in a particular location at a
point in time does not mean that that’s
the opportune time to have a particular
conversation. Business conversations
should take place at the business or at
networking events specifically designed
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for such chats. Social occasions should
be just that - a chance to relax and be
social, to get to know folks better - not to
finish conducting business left over from
the office. Successful communication
is more probable when both parties are
focused on the business at hand, not
distracted by events going on around
them, or the need to pay attention to
some other activity.
Consider the Person
Think about the person with whom
you’ll be having the conversation.
What is their communication style?
Do they need to have discussion points
in writing in advance to be able to be
prepared? Do they need lots of detail?
Are they the type of person who needs
to schmooze before getting down to
facts, or are they the “cut to the chase”
type of person who gets irritated at
idle chatter? Do they need time to
process information before making
a decision, or do they spontaneously
okay something that sounds new and
interesting? By thinking about that
person’s communication style, you can
tailor your communication behaviour
to meet their needs, thereby ensuring a
more successful outcome.
Consider Your Personality
What kind of person are you? Are you
the fast-talking, lots of gestures, likes
to hear themselves talk kind of person?
Are you a totally goal-oriented, down-

to-business kind of person? Do you like
lots of details and organization, and time
to process information? Do you just
want to get along with everyone, do a
good job, and go home? Depending on
who you are and your assessment of the
person you are going to talk with, you
may need to modify your behaviour if
you want to have the conversation end
successfully. For example, if you’re the
“spontaneous, this sounds like fun,
let’s do it” type and you need to talk
to the “lots of details, time to process
information” type, you’ll need to take
the time to get organized, plan what
you’re going to say, and then slow down
your speech and gestures. If you don’t
modify your behaviour to match that
of the other person, you run the risk of
turning them off on your ideas because
they’re turned off by your style. Better to
mirror them to get your ideas across and
get to know them better, and then relax
into what’s natural behaviour for you.
Clear communication always starts with
the end in view. Know your purpose, set
the stage correctly for the time and place
of the conversation, consider the other
person’s communication style needs,
and know yourself. Thinking through
these four keys will help ensure that your
conversations are meaningful, relevant,
and accomplish your goals.
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10 Steps Toward Better
Business Communication

U

Ultimately, no matter how high-tech
your business tools may be, development
and implementation of new initiatives
will depend upon effective, productive
communication between real live people.
Why do some business meetings result
in boredom and lack of focus, while
others send attendees charging out
equipped to wage battle? Why do some
supervisors confuse their workers with
vague, contradictory suggestions, while
others support their charges with vision
and assistance, and help them build their
own path to success?
It boils down to good ol’ human interaction
- a subject somewhat out of vogue since
the advent of the motherboard - but
guess what? It ain’t going away. Without
good clear human connectivity, a milehigh stack of computers won’t save your
company from faltering.
So here is our list of steps you can take to
improve your business communication.

1. Remember your vision. You are doing
things for a reason. What is it? When you
remember why you are doing something
and can really feel its importance, that is
the time to share your vision with others.
Encourage them to speak of their vision
for the future. Charge each other up with
thoughts of where you want to go. Catch
a buzz from envisioning the big picture.
2. Keep the vision alive. People will get
mired down with the day-to-day. Find
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times to stoke the dream, even informally.
3. When a mutual vision is established
and accepted, it is time to talk about how
to get there. These talks have two distinct
parts: brainstorming and action planning.
In brainstorming, you share ideas about
what kinds of actions can get you to your
goal. But these ideas should be loose and
a little wacky. Pick a few uncommon ideas
and throw them out to model creative
thought. Let your co-workers know that
it is time to think freely without criticism.
Have fun and laugh. Use a poster board
and write the ideas for all to see, in order
to foster associations that could lead to
even better ideas.
4. When the ideas seem exhausted, it is
time to get serious and build a plan. Cross
off ideas that are clearly unworkable. Boil
the ideas down to three to five action
items.
5. There should be one person assigned
with overall responsibility for each action
item. That person is accountable for its
development. She might solicit others to
assist. She might assign tasks. Nonetheless,
she is the key person for that work item.
6. Follow-up is a fundamental business
activity. Without follow-up, all the good

work and ideas that are in play will wither
and die. Meetings or other follow-up
venues must be scheduled regularly to
keep all the pots boiling. The top person
for each action item must be asked about
progress by the person responsible for the
overall plan.
7. Review and analyze results and make
necessary adjustments. Then build on the
good and drop the bad.
8. Do not stigmatize failure. Remember
that failure is necessary for success. If you
can really internalize this idea, you will be

able to fearlessly and logically parse the
good and bad in your plan. If you truly
embrace failure as a part of the success
process, you will be able to make the
review/analysis phase engaging, creative
and extremely useful.
9. Notice when people do good things
and tell them. Some very hard-working
people toil for a very long time without
hearing even one positive sentiment.
It’s an idea as old as Andrew Carnegie
and Reader’s Digest, but it may be even
more important today. Our computers
separate us from human contact even as
they connect us. Reach out in a human
way. Pay a well-earned compliment. Then
watch the startled, then untrusting, then
relaxed and very gratified looks you get

back in return.
10. Remember that you are a role model.
People watch you. If you act fairly, they will
trust you. If you are mean or egotistical,
they will dislike and undermine you. If you
help them, they will help you. Think of the
people you most admire. Think about their
effect on you. Can you absorb some of that
goodness and pay it forward?
Mark Meshulam is owner of a productivity
software company www.poingo.com), a
construction company (www.buildersarch.
com) and a document scanning/reprographics
company (www.repro.docsys.us). He holds a
Masters Degree in group processes.
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A Communication Check List
by: Steve Kaye

U

Use this checklist to assess your
communication skills.
Focus
* Do you pay complete attention to
others when they are speaking? (A
wandering focus discourages open
communication.)
* Do you manage your thoughts during
a conversation, focusing them on
understanding what the other person
is saying? (Effective listening requires
more concentration than any other
form of communication. If you’re
thinking about anything other than
what the person is saying, you’re
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defeating your ability to understand.)
* Do you postpone preparing your reply
until after you have heard everything
the other person has to say? (Thinking
about what you plan to say while the
other person is speaking prevents you
from understanding what that person
is saying.)
* Do you ignore distractions, such
as other people, ambient noise,
and the surroundings? (Attending
to distractions makes you appear
uninterested, unfocused, and rude.)
* Do you make eye contact during a
conversation? (Watching a person’s face
shows that you’re paying attention. You

also gather non-verbal messages, which
can convey most of the important
information being conveyed to you.)
Environment
* Do you convey confidence, courage, and
strength during your conversations? (A
pleasant manner will encourage people
to trust you and tell you more. Negative
behavior conveys weakness, insecurity,
and fear.)
* Do you react calmly to bad news? (Anger
will frighten people into avoiding
you.)
* Do you encourage others to speak freely?
(Appearing interested, asking questions,

and treating others with respect will
facilitate open communication.)
* Do you use a diplomatic, positive
vocabulary? (Talking about what you
want is more forceful than talking
about what you don’t want, won’t
do, or can’t do. This means that, in
most cases, you would delete the word
“not” from what you say.)
* Do you seek solutions? (Seeking
approval, culprits, or excuses
discourages communication.)

Clarity
* Do you stick to the subject?
(Introducing new unrelated issues will
confuse the other person and degrade
the quality of your conversation.)
* Do you maintain a “you” focus?
(Speak in terms of what the other
person needs, wants, and understands
because that will enhance the impact
of what you say.)
* Do you avoid games? (Asking trick
questions, setting traps, and making

others look bad will cause people to
avoid you.)
* Do you use a linear, logical approach
to explaining things? (Make it easy for
others to understand you because it’s
more efficient.)
* Do you use common terms? (Avoid
jargon and flowery speech because
these impress only the person using
them.)
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3 Easy Steps to Low
Stress Communication
by: Peter Murphy

L

Life is all about choices. And so is the
way you communicate. You can fill
your days with frustrating high stress
communication or you can have days
of low-stress, effective communication
with your peers.
Now take a moment to learn three ways
to have low-stress communication.
1. Recognize Positive Intentions
When someone you are talking to is
unkind, negative or downright rude,
it is easy to get annoyed, angry and
even aggressive. However, this will
just make the situation worse, even
faster than you can imagine. There is a
better way. Instead, look for the positive
intention of the person you are talking
to. What do I mean? Ask yourself,
“What is the positive intention behind
this behaviour?” If the person you are
talking to is angry, maybe the positive
intention is to express some hurt or
frustration. What is important is
looking for a positive, not to get the
correct answer. When you assume the
person has a positive message hidden
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underneath the negative exterior, you
will have more compassion and patience
and you will not feel so stressed dealing
with the individual.
2. Choose Your Own Emotional State
I talk a lot about the importance
of managing your emotional state.
Why? Because it is an essential life
skill. Unless you are in charge of how
you feel, your ability to communicate
effectively will always be limited and
dependent on other people. When you
are in a potentially stressful situation
and everyone around you is losing
their cool, this does not mean you
have to join them! You will be able to
contribute a lot more if you remain
calm and centred. Staying calm and
resourceful is a choice you can make.
Unfortunately, it is all too easy to be
a sheep and simply follow the crowd.
Nobody says you have to be a sheep!
Instead, make a point of keeping
yourself in a resourceful state.
3. Step Outside The Situation
Whenever I am in a highly charged
situation, I will often step outside the

situation -- in my mind. This helps to
defuse the event for me. You can do
this too. Simply imagine that you are
at the other end of the room watching
the interaction between you and the
other person or people. It’s as if you are
a neutral observer with no emotional
involvement in the discussion at hand.
When you do this, you will think of
ideas to handle the situation better and
you will also feel less bothered by the
stress of the other people. This is one
technique you need to play with first
in easy, everyday conversations. Once
you get familiar with it, you will find it
easy to mentally step outside the event
while still participating with the people
in front of you.
Stress or relaxation -- which do you
prefer?
Peter Murphy is a peak performance
expert. He recently produced a very
popular free report: 10 Simple Steps to
Developing Communication Confidence.
www.howtotalkwithconfidence.com
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4 Steps to
Assertive
Communication

D

by: Dr. Tony Fiore

Dr. Fiore,” my 42-year-old married
patient Mary began, “once again my
family expects me to host Christmas
dinner, and I am simply too exhausted.
What should I do?”
“Why not tell them how you feel?” I
asked.
“Because I don’t want to hurt their
feelings. I always feel guilty if I don’t do
what is expected of me.”
Lack of communication such
as this among family members is
the root of much conflict, hurt and
misunderstandings any time of the year,
but especially during the often stressful
holiday season.
Mary’s dilemma is common: she wants
to be a nice person and avoid conflict
with family members but, in doing so,
she feels resentment and other negative
emotions when she is overwhelmed
Success Profiles

Unfortunately, a failure to be direct and
emotionally honest with people we love
or care about can have long-reaching
negative consequences. Failure to
communicate often sends the wrong
message about you, what you need, and
how others should respond to you.

of speaking in a reasonable tone with
good eye contact. It’s based on using
“I” messages (as opposed to “you” or
blaming messages) while clearly stating
your needs, feelings and requests.
Assertive communications invite
listeners to work toward mutually
satisfactory resolution of problems or
conflicts, without assigning blame or
offense.

The Elephant In The Room
When you have unexpressed feelings
towards another, it’s like you are sitting
on a couch with an elephant between
you.

Assertive versus Offensive
Remember: you won’t offend people
if you stick to communicating your
feelings, as opposed to telling others
what they should – or should not – do!

Neither wants to acknowledge the
elephant, but its existence acts as a barrier
to real communication. Ultimately, the
elephant gets in the way of positive
feelings between you and the other
person.
Assertive Communication
Assertive communication is the art

Four Steps to Success
There are four parts to effective assertive
communication. Here is the formula:

or feels others are taking advantage of
her.

I feel ___________ when __________
because ________. I need ________.

Step 1 - “I feel”: Start by expressing how
you feel about the behaviour. Stick to
one of the five or six basic emotions: “I
feel ... overwhelmed, angry, hurt,” etc.
Step 2 - “When”: What specifically
bothers you about the behaviour or
situation? Examples: “When the family
expects me to do this every year,” “When
it is assumed I will do it,” etc.
Step 3 - “Because”: How does the
behaviour affect you? Examples: “I feel
pressured to do something I really can’t
do this year,” and “It makes me feel
taken advantage of.”
Step 4 - “I need”: This is the tough part

for people like Mary who feel guilty
simply letting others (especially family
members) know what their needs
are. “I need” has nothing to do with
being selfish. Instead, it means giving
listeners a clear signal of what you want
them to do differently, so they have an
opportunity to change. Examples: “I
need for the dinner to be rotated among
the family.” “If everyone will bring a
dish, I’ll cook the ham,” and “I need
my sisters to come early and help with
the set-up.”
Applying the Formula
Does the formula always work? Of course
not, but it works a high percentage of
the time and it gives you a better tool to

deal with situations than anger, which
rarely achieves the desired results.
If it doesn’t work at first, try different
variations using your own words.
And keep at it. People often don’t
immediately respond differently to your
words because of previously established
communication patterns.
Always make sure your tone conveys
sincerity, clarity, genuineness and
respect toward the other and his or her
opinions.
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Great Communication Skills
by: Colin Ong TS

H

Having good communication skills in the
workplace is important. This article will
provide tips to take into account a rapidly
changing workplace.
Details of the message
It is important that you first check
the authenticity of the message before
you start to communicate with your
office colleagues. Has the message been
transmitted from a reliable source, or was
it something that you just read in the
newspapers? Good communication skills
will enable you to be more credible and
reliable - but it is as good as the contents
of your message.
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Don’t change the message
Some people are fond of providing their
personal input about a message. Problems
will arise if the receiver unknowingly
accepts the message with the input as the
“total package”.
Get to the point
A similar point is to keep the message
short. It good to provide bulleted headings
and paragraphing if the message is long
and detailed.
Information or Feedback?
As many workplaces are fast-paced and
activity driven, it is important that you

communicate with the receiver if you are
sending information or getting feedback.
This may not be very apparent if your
message is phrased in an open-ended
way. An example of this problem is when
you say, “There will be a meeting on
Saturday.” Is it compulsory for the receiver
to attend?
Sensitive to the environment
If you have an important message for
the receiver who happens to be making
a speech in front of VIPs, how will you
communicate? Will you interrupt him
in mid-speech by shouting the message
across the conference room? This

method is definitely not recommended.
Instead, you should write out the
message and hand it to him without
distracting the audience.
Sensitive to the receiver
We all have our “off days”. Thus, it is
important to be sensitive to the message
receiver, especially if he is your immediate
superior and the message is negative.
Effective use of e-mail
It is good practice to send an e-mail if
you are unable to contact the receiver.
The advantages are obvious: you are able
to send an e-mail attachment with your

message, and there is proof that you have
done your part (unless his e-mail account
is over-quota!). You can also broadcast
the message to a few people so that his
colleagues are able to handle the problem
if he is away.
Effective use of SMS
As most people have mobile phones, you
should consider using SMS to help in your
communication. A suggestion is to send an
SMS to inform him that you have just sent
an e-mail that requires attention.

What you do
speaks so loudly
that I cannot
hear what you
say”
— Ralph Waldo Emerson
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Improve Your Communication

by: Ricky Lim

I

Communications skill is an
important skill that you need to
master if you want to advance
the corporate ladder. It is almost
important in maintaining your
personal relationship with your
family, friends etc

try to listen to the other side of
the coin so you can make the best
judgement.

Here are 7 ways to improve your
communication skills
1) Learn to listen. An important
aspect of good communication
is to be able to listen well. Do
not attempt to make a conclusion
unless after you have listened and
understood what is being said.

3) Take your time to respond. After
you have listened and understood
what is being said, take your time
to think and draft in your head
what you are going to say. Do not
rush to respond.
4) Do not always think you
are right. No one knows it all.
Sometimes you may be wrong and
it is perfectly ok. The important
point is to accept it and listened to
where you went wrong.

2) Jump to conclusion. Do not
jump to conclusion too soon based
on what you have listened. Always

5) Train your mind to focus. Do not
let your mind wander or daydream
when you are talking or listening to
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someone. It can be disrespectful to
the other party.
6) It is better to ask someone to
repeat what they have just said
than trying to guess what he/she is
saying. If you do not catch what the
other person is saying, it’s fine to
ask them to repeat.
7) It is important to observe
yourself when communicating to
others. Observe your own body
language. Do this in front of the
mirror to practice.
Developing good communication
skills is a life-long learning
experience and will take time to
develop.
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The Monkey Trap
& Communication
Problems
by: Robert F. Abbott

Have you heard the story of the
monkey trap?
It’s said to be true, and goes like
this. In tropical countries, hunters
used to capture monkeys with a
simple but effective trap. They
placed a banana or something
sweet inside a basket, and
anchored the basket to something
solid. A hole in the top of the
basket allowed a monkey to get
its open hand inside and grab
the food.
So far, so good, from the
monkey’s perspective. But, when
it tried to pull out its hand, while
holding the banana, it could not.
As long as it held the banana, its
closed fist was too wide to get
back out.
At any time the monkey could
drop the banana and easily pull
out its hand. But, it would have
to let go of the banana first, to
make the hand narrow enough
to slide back out.
You probably know what’s
coming next: the monkey never
lets go of the banana and ends up
captured.
We humans often get caught in
monkey traps, too. For example,
a couple of months ago I tried to
get to a street not far from my
home -- an area I know well. Yet,
it wasn’t where I expected it and
I had to call to get directions. You
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can imagine my embarrassment.
I certainly knew the street but
had a different area stuck in my
mind, which blinded me to the
real location.
As communicators, we get
into traps, too. Consider the
assumptions we make about
the people with whom we
communicate. Assuming that
others think the way we do is a
common problem. Consider, too,
the perspectives on problems or
opportunities we embrace, and
later can’t shake.
For example, when publishing
newsletters for organizations with
many locations, I try to ensure
that the mindsets of different
locations, as well as that of head
office, are taken into account. It’s
easier for me than the people who
work in head office, of course,
because I’m not part of that
workplace culture; I just drop in
every month or two.
The monkey trap also can
plague us when trying to write
something important. We’re
rolling along nicely, and suddenly
get stuck on a word or idea. No
matter what we do, we’re stuck; in
fact, the harder we try the worse
it gets.

Individuals and Companies
who exemplify these traits of
SUCCESS can be found on our
website in the ‘Profiles’ section
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