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Today’s Objectives 
1. “Today I want to review three key 

Bonus Principles that when maintained 
create trust and loyalty…allowing 
others to follow you.”  

2.  Learn techniques for communicating 
professionally and effectively. 

3.  Employ strategies for improving 
difficult interactions. 



“A leader knows the magic is with 
the people he/she serves.” 

~Walt Disney 



Presenter
Presentation Notes
As supervisors and managers, you were hired to work with people.  Too often leaders let work get in the place of their jobs.  Know that your job is very specific.  It is to work with your team members and make them successful. I believe it is our responsibility to leave each person we are over better off than before they knew us.  The Magic Happens when we are engaged as leaders not working on some excel spreadsheet.  If the magic is happening behind us we are stating that what they are doing is OK.  Thus, we must constantly be engaged with the people.  By definition of leader, that is what we are supposed to do.  Note:  If you need projects to feel valuable, then leadership probably isn’t the right role for you!  People don’t have a start date and end date.  They are ever changing and if you need that end to a project, it won’t happen when managing or supervising people.







REINFORCEMENT

enforcement



If your job demands that you focus on an urgent 
task, you can stress out because you have a 
million other things to do and not enough time to 
do them. Or you can be present, and focus 
completely on that task, and now there is only 
that one task and you. When you’re done, you 
can move on to the next task. 



Presenter
Presentation Notes
Story of the mother and cross country race.



 "If you believe lack of authority prevents 
you from leading effectively, it is time to 
rethink your understanding of leadership." 

— Mike Bonem and Roger Patterson 
Leading From the Second Chair 





Chad Hymas 











“To the world you may be just 
one person, but to one person 

you may be the world!” 
~ Unknown ~ 



IMPORTANT QUESTION: 
Can one person truly 
make ‘the’ difference? 



Communication Power:  
Make Yourself the Ultimate 

Communicator 



Effective Communication 
Can lead to… 

• Increased understanding 

• Increased trust 

• Higher levels of productivity 

• Higher levels of teamwork 

AND… 



Achieving the Goal! 



   Ineffective Communication 
Can lead to… 

• Decreased trust 

• Conflict 

• Lack of understanding 

• Decreased revenue 



   Warning!!! 

Human Nature is to believe 
that there is only one way of 
saying something…OUR 
OWN WAY! 



   So, why should we care if 
we are constantly improving 

our communication? 
 

Why should anyone care? 



   Ineffective Communication 
can be… 

LIFE THREATENING! 



   Let’s look at some examples of 
dangerous communication at work… 

• Hospital biller to insurance company claims 
processor – ‘Where’s our money?’ 

• Hospital collector to patient – ‘Where’s our 
money?’ 

• Hospital admitter to patient – ‘Do you think 
that it would be convenient for you to pay 
your co-pay right now, I mean, you don’t 
have to…’ 



   Examples continued… 

• Hospital PFS Rep to hospital admitter – 
‘Why didn’t you register the patient 
correctly?’ 

• Hospital biller to nurse manager – ‘Why 
can’t your employees charge correctly?’ 

• Hospital billing office manager to coding 
manager – ‘Why isn’t this 6-month old 
account coded?’ 



Personal Application Moment… 

Think of a difficult interaction 
or difficult communication 
scenario you face at work. 

Please write it down! 



• Interrupting 

• Withholding 

• Overwhelming detail 

• Yelling 

• Blaming 

• Denying 

• Passive Aggressive 

• Accusing 

• Silence 

• Questioning 

• Negativity 

• Reluctance to 
change 





• Stress 

• Fear 

• Unknown 

• Lack of Control 

• Lack of Knowledge 

• Confusion 

• ME! 



Everything… 

but especially, ME. 



You may not be able to 
control who you work with, 

but you can control how you 
work with them! 

But…how? 



1st Communication 
Principle 

Step Back – Get  objective, gain 
perspective, consider perception. 





Stepping Back is also about 
considering how you’d like you 

and your statement to be 
perceived… 



Since we are talking about 
‘Perception’…let’s talk about 

‘Body Language’… 



Our ‘Body Language’ is our 
strongest avenue for 

communication. 

Body Language helps us 
understand others and plays 

five critical roles in our 
communication…. 



Critical roles of ‘Body 
Language’: 

1.  Repetition:  Repeats the message the person is making 
verbally. 

2.  Contradiction:  Can contradict a message the individual is 
trying to convey. 

3.  Substitution:  Can substitute for a verbal message…i.e. eyes 
express without words. 

4.  Complementing:  Can add to (complement) a verbal message. 

5.  Accenting:  Can underline a verbal message…i.e. pounding a 
table. 



10 Body Positions and Gestures 
that Can Improve Your 

Performance 
 
 
 
Sure, you control your body. But your body 

can also control you. Simple gestures, 
simple postures -- each can make a 
dramatic impact on how you think, feel, 
and act. Best of all you don't have to be a 
yogi or athlete -- you can just be you. Only 
now you will be a better you. 

 

http://www.google.com/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=http://www.teamrecruit.com.au/body-language/&ei=-tPHVLP8Cc2pyAST_IDoDQ&bvm=bv.84349003,d.aWw&psig=AFQjCNGm6PJsspUhOGU9zDScUqo6-JA-Ag&ust=1422468418713756


Be More Determined by Crossing Your 
Arms 

• Oddly enough, crossing your arms 
will make you stick with an 
“unsolvable” problem a lot longer – 
and will make you perform better 
on solvable problems. Which is 
definitely cool, because persistence 
is a trait most successful 
entrepreneurs possess in 
abundance.  

• Whenever you feel stuck, try 
folding your arms against your 
torso. Who knows what solutions 
might result? 

 



Gain Willpower by Tensing Your 
Muscles 

 
• You know how you 

instinctively stiffen before you 
get a shot? That’s your body’s 
way of trying to minimize pain.  

• Flexing your muscles also 
helps you stay more focused 
when you hear negative 
information.  

• Flexing can even increase 
your ability to resist eating 
tempting food.  

 



Be More Creative by Lying Down 
 

• According Australia National University professor Dr. 
Darren Lipnicki, lying down can lead to creative 
breakthroughs. “It might be that we have our most 
creative thoughts while flat on our back,” he says.  

• One reason might be that more of the chemical 
noradrenaline is released while we’re standing, and 
noradrenaline could inhibit our ability to think 
creatively.  

Now you have a great excuse to lay back and think. 
 



Gain Confidence by Standing 
Like Superman 

• According to Harvard professor 
Amy Cuddy, two minutes of power 
posing -- standing tall, holding your 
arms out or towards the sky, or 
standing like Superman with your 
hands on your hips -- will 
dramatically increase your level of 
confidence.  

• Try this one before you step into a 
situation where you know you'll feel 
nervous, insecure, or intimidated. 
(Just make sure no one is 
watching.)  

 



Smile to Reduce Stress 
• Frowning, grimacing, and other negative 

facial expressions signal your brain that 
whatever you are doing is difficult.  

• Your body responds by releasing cortisol, 
which raises your stress levels. Stress 
begets more stress and in no time you're a 
hot mess.  

• Here’s the cure: make yourself smile.  
– You’ll feel less stress even if nothing else 

about the situation changes.  
– And there’s a bonus: when you smile other 

people feel less stress, too. Which, of 
course, will reduce your stress levels.  

Go ahead: kill two stresses with one smile. 
 



Bow Slightly to Put Yourself at Ease 

• Inclining your head forward slightly when you meet 
someone shows deference and humility and helps 
remove any perceived differences in status.  

• The next time you meet someone, tilt your head 
forward slightly, smile, make eye contact, and 
show you are honored by the introduction.  

• We all like people who like us. If I show you I'm 
genuinely happy to meet you, you'll instantly start 
to like me. And you'll show that you like me, which 
will help calm my nerves and help me be myself. 

 



Mimic Others to Understand 
Their Emotions 

• Sounds strange, but research shows 
that imitating other people’s nonverbal 
expressions can help you understand 
the emotions they are experiencing.  

• Since we all express our emotions 
nonverbally, copying those expressions 
affects our own emotions due to an 
“afferent feedback mechanism.”  

• In short: mimic my expressions and 
you’ll better understand how I feel – 
which means you can better help me 
work through those feelings.  

• Plus mimicking facial expressions 
(something we often do without 
thinking) makes the other person feel 
the interaction was more positive.  

 



Take an Angle to Reduce 
Conflict 

• When tensions are high standing 
face to face can feel 
confrontational. When what you 
have to say may make another 
person feel challenged, shift your 
feet slightly to stand or sit at an 
angle.  

• And if you're confronted don't back 
away. Just shift to that slight angle. 
You’ll implicitly reduce any 
perceived confrontation and may 
make an uncomfortable 
conversation feel less adversarial. 

 



Talk With Your Hands to Improve 
Clarity 

• Think about how you talk and act when you're 
comfortable. Say you’re telling a story at a party. You 
use your hands naturally. The right gestures add 
immeasurably to your words.  

• Act the same way when you're in professional 
situations. Using your hands when you speak will help 
you feel more confident, think more clearly, more 
naturally punctuate certain words and phrases, and fall 
into a much better rhythm.  

• Loosen up and don’t think about your hands. Just let 
them go. The impact on your words will be dramatic. 
 



Use Your Hands to Improve 
Retention 

• Research shows requiring children to speak 
while they learned had no effect on solidifying 
learning – but requiring them to gesture while 
learning helped them retain the knowledge 
they had gained. If it works for kids… it will 
work for us, too. 

• According to one researcher, “Gesturing can 
thus play a causal role in learning, perhaps 
by giving learners an alternative, embodied 
way of representing new ideas.” 
 



Chew Gum to Feel More Alert… 
and In a Better Mood 

• Okay, so chomping on a wad of gum may 
not look particularly professional.  

• Still, a number of studies show chewing 
gum can make you more alert.  
– And improve your reaction times.  
– And improve selective and sustained 

attention.  
– And improve your disposition.  



Final Thought… 
The next time you need to solve a difficult 

problem: 
–  Lie down  
– Cross your arms  
– Pop in a stick of gum.  
 

 Maybe, just maybe, that is the winning 
combination we all need to achieve our 

next breakthrough. 
 



Principle #1: Step Back 
• Calm your mind.  Avoid Assumptions… 
What stories are you telling yourself? 

• Lead with your best intentions. 

• Get clear about how you want to be 
perceived (think about your body 
language)  Remember to go back to 
the pause…as there is no ‘undo’ 
button. 

• Learn how to perceive others! 



To effectively perceive others, identifying 
communication styles is key… 

•Communication:   
•Types of Communication: 

•Verbal 
•Non-Verbal 
•Written 
*We communicate almost non-stop 
throughout our day and so we often 
take for granted that we are doing it 
well. 



In Regards to the Verbal 

•Remember:   
We don’t just speak words.  Our 
voices are sophisticated 
instruments…and we use them to send 
many signals about how we are feeling 
and thinking. Example… 
You walk into a conference room and 
the boss says, “Look who’s here.” 



A QUICK OVERVIEW… 



Remember… 



Breaking Down Communication 

• 10% - The Words We Say 
 
• 30% - The Sound of our voice 
 
• 60% - Our Non-Verbal  



Did you know…? 



Did you know…? 

“Hint Dropping” is the worst form of communication. 



Did you know…? 

Men & Women communicate differently due to 
physical make-up (always some exceptions) 

FACT:  Women (in general) speak 40% more words a day than men. 



Did you know…? 

Our home environments make us all 
communicate differently! 



Our GENERATION affects our method of 
communication! 



Each GENERATION affects our methods of 
communication! 

Understanding the current generation…. 

“AFAIC you can GTBW.  That’s 
MTCW.  Afterall, IMNSHO, GMTA.” 

Interpretation…. 



Understanding the current generation…. 

“AFAIC you can GTBW.  That’s 
MTCW.  Afterall, IMNSHO, GMTA.” 

“As far as I am concerned, you can get 
back to work.  That’s my two cents 
worth.  Afterall, in my not so humble 
opinion, great minds think alike.” 



2nd Communication 
Principle 

Step Up – Identify the goal 
and construct a message 
that is easy to hear and 
understand. 



Principle #2:   
Step Up 

• Clarify your goal; what do you want the 
other person to think, do, know or feel as 
a result of the conversation? 

• How you say the message is as 
important as what you say. 

• Learn to Validate others…not just listen! 



Principle #2:  Step Up 

 I want to say… 

You’ve had long 
enough to pay this… 

 I should say… 

I appreciate how 
difficult this is… 

 I should say… 

I am concerned about 
the fact that this is 
happening… 

 I want to say… 

I am sick of telling you 
how to… 

How you say it is important… 



Creating an easily understood 
WRITTEN communication is 

harder than we think… 



To:  Everyone 

‘I’d like to take a moment to thank the 
Information Technology group for 
finally getting the project done right.  
We look forward to seeing more in the 
future.’ 

What is your interpretation of the message? 

‘The challenge in understanding written dialogue…’ 



LISTENING … Real LISTENING 
Seek First to 

Understand, Then to 
Be Understood & VALIDATION 

The key to effective interpersonal 
communication. 

Stepping Up Communication 
Requires: 



Human Nature In 
Communication 

• We typically seek first to be 
understood.  

• Most people do not listen with the 
intent to understand; they listen 
with the intent to reply.  

• They're either speaking or 
preparing to speak. 



True LISTENING is all about 
VALIDATION 



True listening requires 
VALIDATION!  

The Four Rules of Validation 
1. LISTEN by giving your full attention. 
2. LISTEN to the emotions being 
expressed. 
3. LISTEN to the needs being 
expressed. 
4. UNDERSTAND by putting yourself in 
the other person’s shoes as best you 
can. 

Note:  Just because you validate others does not guarantee they ‘Heard’! 



3rd Communication 
Principle 

Step Out – Communicate clearly 
and compassionately. 



Principle #3:   
Step Out 

• Content Communicate – Say what you 
mean and mean what you say.   

• Being indirect and sensitive leads to a 
weak and unclear message. 

• Being direct and insensitive leads to an 
overpowering and unheard message. 
Directness + Sensitivity = Clear Compassion 

Warning:  Fight the tendency to PARENT! 



Warning…. When CONTENT 
COMMUNICATING… 

 
Don’t forget your Pause Button! 



Things NEVER to say: 
• Pay Now! 

• You don’t know 
what you are talking 
about. 

• Because those are 
the rules. 

• That’s not your 
business. 

• What’s your 
problem? 

• I’m going to say 
this again. 

• I’m doing this for 
your own good. 

• You never…or You 
always… 



Things to consider saying: 
• I’d like to talk with 
you about how 
important this is. 

• What do you think 
about what I just 
said. 

• How can I help you 
deal with this? 

• There are benefits 
to moving forward 
this way. 

• What do you 
anticipate the impact 
of this to be? 

• On specific 
occasions, I’ve 
noticed that… 



Tying it all together… 

What happens when we effectively 
learn to Step Back, Step Up, and 

Step Out? 



REMEMBER! 
• Properly communicating will open doors and 

avenues for you in effectively working with 
your organization, board members, 
customers, co-workers and in dealing with 
your family and friends!   

 
• Proper communication makes life fun and 

will also create lasting relationships. 
 

• Step Back, Step Up, and Step Out! 



Resources 
• Books: 

– The Platinum Rule 
 

• Vidoes: 
– Derek Redmond:  https://www.youtube.com/watch?v=kZlXWp6vFdE 
– Talking Baby:  https://www.youtube.com/watch?v=kZlXWp6vFdE 
– Nitro Boat: https://www.youtube.com/watch?v=NgFhJN4H0T0 
– Elmo & Ricky Gervais:  https://www.youtube.com/watch?v=Jc20vMz0V7Q 
– German Coast Guard:  https://www.youtube.com/watch?v=yR0lWICH3rY 
– Baby Laughing:  https://www.youtube.com/watch?v=I_mBLWpdwnI 
– It’s Not About the Nail:  https://www.youtube.com/watch?v=-4EDhdAHrOg 
– Phoebe Running:  https://www.youtube.com/watch?v=E_0Ta_DIWuU 
 

https://www.youtube.com/watch?v=kZlXWp6vFdE
https://www.youtube.com/watch?v=kZlXWp6vFdE
https://www.youtube.com/watch?v=NgFhJN4H0T0
https://www.youtube.com/watch?v=Jc20vMz0V7Q
https://www.youtube.com/watch?v=yR0lWICH3rY
https://www.youtube.com/watch?v=I_mBLWpdwnI
https://www.youtube.com/watch?v=-4EDhdAHrOg
https://www.youtube.com/watch?v=E_0Ta_DIWuU


Thank You! 
Jeff Johnson 

jeff@hawesfinancial.com 

www.hawesfinancial.com 
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