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e 1-DAY TRAINING WORKSHOP (23 SEPTEMBER 2022)

COMMUNICATING
WITH II\/IPACT

OFFFFCT Al MP A C



PRE-WORKSHOP

MY RUNNING APPS

AWhat 6s on youri M,
Feeling / Emotion / Anything else?

A No Words: Just Pictures /
Cartoons / Emojis etc.

A Use the flipchart



Manish Vivien Amanna

DIRECTOR 1T N-TWYNE
LEADERSHIP

»  Summary Learning & Talent Management, Executive Coaching and HR Business Partner
roles over 19 years (Nomura, HSBC, Generali Insurance and Lloyds TSB) covering geogra

In Southeast Asia, UK and India

+ Highlights Leadership & Skills Development engagements covering over 15,000

professionals and executives managing global teams and roles
www.linkedin.comyin/manish-amanna

Business Advisory / Mentoring empanelmeriDutch Business Association Vietham (DBAV)

-y
N rus f HABITS OF
¢/ HIGHLY

L and EuroCham (HR & Training sector committee)
Certifications

» Certified administrator and trainerMyersBriggs Type Indicator (MBTI) (Step | and Step I Certification)
A~ Member of International Coach Federation (ICF), USA

A ICF Credentialed: Associate Certified Coach (ACC)

» Certified trainer for Franklin Covey signature progratist KS 1 | I oAda 2F | AIKEteé& 9FTFS @lﬁlﬁﬁi‘
A International accreditation by Saville Consulting to administer and interpret 'Saville Waves' psychometric and aptitisieeasses V

Pal

T S ¢

&

» Cambridge Assessment English Certificate in Teaching English to Speakers of Other Languages (CELTA) m btl g;s;‘::sional Aszeémﬁnt
IS

CERTIFIED


http://www.linkedin.com/in/manish-amanna
http://www.linkedin.com/in/manish-amanna

2008: GLOBAL FINANCIAL CRISIS

BEFORE THERE WAS 2020







CORPORATE AND CONSULTING EXPERTISE

L EARNING / HR BUSINESS PARTNER ROLES

L Talent Board: Assessment, Succession Planning
and Profiling

L Executive Coaching / Executive Education for CXO
[ Senior Leadership Y,

. R
LL Across experience levels, roles and work streams

LL Transitions: First Time Leaders / People Managers
/| oCampus too Cor porat e

J

‘puTal ent Development CurryY cul um
leadership pipeline)

L Leadership & Skills Development (open and
bespoke programs) Y,




ORGANISATIONS 1T GLOBAL AND VIETNAM

CORPORATE AND CONSULTING DEL|VER|ENY
NONURA r DRMIT <

Connecting Markets East & West UNIVERSITY APOLLO

Lloyds TSB
Insurance d b Q‘a

Dutch Bus iation Vietham
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ACTIVITY IN PAIRS / GROUPS: 5 MINUTES DISCUSSION TIME

SHARE WITHIN YOUR GROUPS

A My name and organisation

A If Elon Musk / Richard Branson offered me a
job of my choice @ Tesla / Virgin, what
would I choose? (us e your O0) ma(

A The most important thing | would | like to take
away from todayos wor |




R2E TRAINING

=

\/
COMMUNICATING WITH IMPACT: WORKSHC
OBJECTIVES A

OEf fecti vedo, Ol mpactful 6 and OPresentao

A Understand key concepts and frameworks relating to effective communication,
with a focus on better preparation and planning

A Articulate key messages with a focus on objectivity, clarity, and simplicity as you
communicate within and beyond your organisation

AUse O6Cul t ur alandothér powérful ¢eehniquesdo build rapport with
potential clients and other customers, In line with your business goals for
International growth
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1-DAY WORKSHOP: EXPERIENTIAL AND ACTIVE LEARNING

COMMUNICATING Wi 2 &P ACT

Core |l (The
People)

ACultural Intelligeg
A0 FT e x

Commus

4

e Foundation

Alntroductions &
Expectations

A Communi

| C
Effecti ve

‘NEXT STEPS &
WAY FORWARD

- Reflections & Insights
-Action Planning

Core 2 (The Core 3
Message) (Impactiul
AStructure & Focus Presence)
APersuasion & AElements of Voice
Styles and Body
Language
———
Protocols (Tips &
Tools)

12



OUT OF THE WHITE WATER

T A B _
- "' h . s

Ty .

13



WORKSHOP ON OWORKI NG ACROSS CULTURES

RULES OF ENGAGEMENT

A This workshop is your safe space
A Own and take charge of your learning

A L e tkéep it relevant and simple i Apply concepts
to reality

A L e trésgect time and each other

A Beyond the Classroom: 707 20 - 10

14



LEARNING PRINCIPLE

TEACH TO LEARN
&"' -.~~
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OWNING MY
LEARNING

oo WAV -
» O 21 :
Ve A
Y "’4“ N
Ay
W%
AV,
7\




RESPONSIBILITY STATEMENT 1

ACCOUNTABILITY PAR T NE

, commit pplying my learnings from
this ‘Communicating with Impact’ workshop to my professional life.

Do

(Your Signature) (Date)

_____________________________________________________________________________________________________________________________________

_____________________________________________________________________________________________________________________________________

l, , agree to help apply her / his learnings
from this ‘Communicating with Impact’ workshop and help keep track of her / his

development and progress from time to time.

D

(Accountability Partner Signature) (Date)

_____________________________________________________________________________________________________________________________________

17



Too much information sharing?

18



GROUP
DISCUSSION




INDIVIDUAL EXERCISE + GROUP DISCUSSION: 7 MINUTES

SHARE WITHIN YOUR GROUPS

A Please complete the individual exercise on
page 5 (workbook)

A After this, please discuss and share within
your group (Try and identify some common
points)

20



INSIGHT

IMPACTFUL COMMUNICATION

v

Things to consi der e

-PYou are always communicatingo
-APYour omapo Is not always the realityo

- Your communicati on message Is defilned

21



[HE FOUNDATION

UNDERSTANDING COMMUNICATION
ELEMENTS:

Al ocation / Cultures

ALevels (Up, Down or
ACross)

ASingle vs. Multiple
recipients

AWhat to say (message anc
format)

AHow to say (style and
etiquette)

AObjectives / Outcomes
[ Call to Action

AWhy should O0t heybd
listen?

22



THE FOUNDATION: 6 FOCUS AREAS

IMPACTFUL COMMUNICATION

23






INSIGHT

Af you want small changes, work on your
behaviour . o

NI f you wa nléap ghandes WOk

on your paradil gms! o

- Stephen Covey

25



ACTIVITY




INSIGHTS FROM HUMAN HISTORY

FROM HUNTER GATHERERS TO DIGITAL
NATIVES

. .‘ (Y & ‘{“ .

‘w ”r ”




NTIT FY THE

ED AT EACH STAGE

V4

O

M |
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IMPACTFUL COMMUNICATION: THE BIG PICTURE

COMMUNICATION CONTEXT IN THE 21>

CENTURY

Global and
Multicultural

Highly
Matrixed
and Flat

—
N J\L J\

Asia — The
vantage
point

i

V

C

A

Volatility

FAST, UNPREDICTABLE CHANGES WITHOUT
CLEAR PATTERNS OR TRENDS

Uncertainty

FREQUENT DISRUPTIVE CHANGES WHERE
THE PAST IS NOT A VERY GOOD
PREDICTOR OF THE FUTURE

Complexity

MULTIPLE, COMPLEX, INTERTWINED
TECHNOLOGICAL, SOCIETAL, GEO-
POLITICAL AND ECOLOGICAL EVOLUTIONS

Ambiguity
LITTLE CLARITY ON WHAT IS REAL OR

TRUE AND DIFFICULT TO PREDICT THE
IMPACT OF ACTION OR INITIATIVES

29



IMPACTFUL COMMUNICATION: OPPORTUNITIES @@b
AN,27
WA/
TwYS

BUSINESS GROWTH AND PROFESSIONAL /
PERSONAL DEVELOPMENT

A Platform for greater visibility to prospective clients, partners and
stakeholders

A Demonstrate and develop business acumen, credibility, leadership and
other skills

A Lay the foundation for long term global collaboration networks

A Win hearts and minds

30



1-DAY WORKSHOP: EXPERIENTIAL AND ACTIVE LEARNING

COMMUNICATING WITH IMPACT

Core |l (The
People)
ACultural Intelligence

AGFl exi ngbo
Communication

Core 2 (The Core 3
Message) (Impactful
AStructure & Focus Presence)
APersuasion & AElements of Voice
Styles and Body
Language

e Foundation AEssentials &
Alntroductions & Protocols (Tips &

Expectations Tools)

A Communi cati on

Effecti venessOo: MIi nds et

& 'Big Picturedéd for SMEs 31



CORE 1 ELEMENTS

THE PEOPLE

Cultural OFI| ex1 nc

Intelligence Communication

L Cultural Iceberg U Intent & Impact
u Cultural Context & uSaying 1t Obettero
Dimensions

32



PRESIDENT OBAMA AND JAPANESE ROYAL FAMILY

WHAT DO YOU SEE HERE?
WESTO BB

b

»
e
€
o . S
=

5
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CORE 1: PEOPLE T CULTURAL INTELLIGENCE

CULTURAL ICEBERG
oy N T a—

Behaviors Language Actions
<

Race
Style

Physical abilities “
.-+, Values

:

/
Life experiences./

Thougl‘gs / Perspectives
2t

Religion
Sexual orientation
: ’ l",
Culture” & 7V

34



CULTURE

QUIZ
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Behaviors Language Actions
Race Gender
Style
Age
Physical abilities
» Values

Life experiences

Religion

Culture

Thoughts / Perspectives

Sexual orientation




CULTURAL QUIZ

1.

In South Korea, what Is considered appropriate?
a) Serve the eldest first <=
b) Pick up food with your hands

c) Place chopsticks across the rice bowl

In Singapore, what Is considered a good present?
a) Leather goods

b) Frozen meat

c) Chocolates ~ <

36



CULTURAL QUIZ

3. Inthe US, what is considered not appropriate?
a) Eating with the fork on the right hand
b) Asking questions about family members during introductions =

c) Keeping lots of personal space while talking to someone

4. In the UK, what is considered not appropriate?
a) Holding the door for the person walking behind you
b) Saying 0Good Day6 to a stranger you pass by

c) Asking about onedodmmmagrital status

37



INSIGHTS: CULTURAL INTELLIGENCE

Culture hides more than It reveals.

And, strangely enough, what it hides, It hides most effectively
from 1tos own participants.

Years of study have convinced me that the real job Is not to

N\

understand foreign cultures but to understand our own. 0
- Edward T. Hall

38






CASE STUDY AND DISCUSSION T 7 MINUTES DISCUSSION TIME

LOST IN TRANSLATION

A Susan and Tanaka-san 4
A What happened?

A Any suggestions?

40



CORE 1: THE PEOPLE - CULTURAL INTELLIGENCE

LOW CONTEXT AND HIGH CONTEXT
CULTURES

LOW CONTEXT CULTURES

A One Size fits all: Can have a uniform communication approach
regardless of age, gender and relationships

A More focus on personal space, individualism and differences
A Get down to business first

A Focus on what is said (direct communication)

42



CORE 1: THE PEOPLE - CULTURAL INTELLIGENCE
D

LOW CONTEXT AND HIGH CONTEXT
CULTURES

HIGH CONTEXT CULTURES

A One size does not fit all: Before you communicate, consider things
like age, hierarchy, gender, relationships etc.

A More focuson6soci al [arad burldimgyca@nsensus

A Establish social trust first

ATry to read 6bmdire eommuanicaior)i nes d |

43






CORE 1:

[HE PEOPLE - CULTURAL INTELLIGENCE

HIGH CONTEXT-LOW CONTEXT CONTINUU

High Context-Low Context Continuum
B = <.
HE K

S L
”

South

American sy
. Australian |
Swlss Scandinavian turopean
L I o - Other Northern African Arab
European
= Lower Context Higher Context

Asian

High Context

e Establish social trust first

e Personal relations and goodwill are valued
e Agreements emphasize trust

e Negoliations are slow and ritualistic

Chinese
Korean
Japanese
Vietnamese
Arab
Spanish

Italian

English

North American
Scandinavian
Swiss

Low Context

e Get down to business firs!t
e Expertise and performance are valued
e Agreements emphasize specific, legalistic contract

e Negotiations are as efficient as possible German

45



CORE1l: THE PEOPLE - CULTURAL INTELLIGENCE

THE 5 CULTURAL DIMENSIONS

a
-éS

46



REVI SI TI NG o0LOST I N TRANSLATI ONGO

SUGGESTIONS FOR SUSAN DURING THE
MEETING

What could Susan have done better during her interaction with Tanaka-san?

a) Request Tanaka-san in advance (before the meeting) that she would like to discuss her
new business idea at the end of their project update meeting (if they have some extra

time left)

b) Requested Tanaka-s and6s assistant for a separate n
Idea

c) Request her Department Head in London (who is at the same level as Tanaka-san) to
check with Tanaka-san his thoughts on the new business idea

d) All of the above

47



1-DAY WORKSHOP: EXPERIENTIAL AND ACTIVE LEARNING

COMMUNICATING WITH IMPACT

Core |l (The
People)
ACultural Intelligence

AGFl exi ngbo
Communication

Core 2 (The Core 3
Message) (Impactful
AStructure & Focus Presence)
APersuasion & AElements of Voice
Styles and Body
Language

e Foundation AEssentials &
Alntroductions & Protocols (Tips &

Expectations Tools)

A Communi cati on

Effecti venessOo: MIi nds et

& 'Big Pictured for SMEs 48



CORE 1 ELEMENTS

THE PEOPLE

Cultural OFI| ex1 nc

Intelligence Communication

L Cultural Iceberg U Intent & Impact
u Cultural Context & uSaying 1t Obettero
Dimensions

49
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SCENARIO 1: SPEAKING TO A HIGH CONTEXT LISTENER (E.G. JAPANESE)

1. EXPRESSING DISAGREEMENT
Speaker says:

Nl donot think your suggestion wil |
alternati ve 1 deas. o

How the (High Context) Listenermay orecei vedo thi e% |

The Flex (How can the Speaker say this better to the Listener?

Demonstrate using a 2 minute roleplay (Group 1)

51



SCENARIO 2: SPEAKING TO A LOW CONTEXT LISTENER (E.G. GERMAN)

2. EXPRESSING A VIEW DURING A MEETIN

Speaker says:

s 1t OK 1f | share a small sugges
r us t o possibly consider ?o0

How the (Low Context) L1 St ener may Oreceil veo t

The Flex (How can the Speaker say this better to the Listener?

Demonstrate using a 2 minute roleplay (Group 2)

53



SCENARIO 3: SPEAKING TO A HIGH CONTEXT LISTENER (E.G. CHINESE)

3. CHECKING FOR UNDERSTANDING

Speaker says:

NSo have the Singapore, Shanghalil
project plan shared duri ng this

How the (High Context) L1 St ener may Oreceil veo t

The Flex (How can the Speaker say this better to the Listener?

Demonstrate using a 2 minute roleplay (Group 3)

55



SCENARIO 4

SCENARIO 4

You are the meeting host on a call with some prospective customers from the

Netherlands. The objective of this video conference call is to agree on the next
steps and way forward to engage.

Simon (from Holland) has just finished sharing an overview about contract terms

and ti mell nes. However t htr s di dnot seem
more clarifications.

At the end of his talk, Simon asks 1 n | hope everyone 1 s cl

steps and way forward after my sharing. Looking forward to a smooth
col |l aborati on. o

What will you do?

Demonstrate using a 2 minute roleplay (Group 4)

56
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INSIGHTS &
ACTIONS

(Workbook)



1-DAY WORKSHOP: EXPERIENTIAL AND ACTIVE LEARNING

COMMUNICATING WITH IMPACT

Core |l (The
People)
ACultural Intelligence

AGFl exi ngo
Communication

Core 2 (The Core 3
Message) (Impactful
AStructure & Focus Presence)
APersuasion & AElements of Voice
Styles and Body
Language

: AEssentials &
e Foundation Protocols (Tips &

Alntroductions & Tools)
Expectations

A Communi

|
Effecti v
poa ""R1 0O P

catil o
eness
1 ct 11r
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CORE 2 ELEMENTS

THE MESSAGE

Structure

& Focus

L Focus Sheet
1 The 3P Model

U Inverted
Pyramid

Persuasion
& Styles

L Stimulating
Discussion

L Dealing with
Differences

L Empathic
Response

59









DISCUSSION IN PAIRS: 5 MINUTES DISCUSSION TIME

DISCUSS WITH YOUR PARTNER

A Handouti 6 Communi cati on

A Individual Exercise: Think of an important
communication you will be planning in the
near future and fill this focus sheet
accordingly

A In Pairs: Discuss your responses with your
partner

A Be ready to share with others

FoCuUSs

Sheet

@)

62



CORE 2 ELEMENTS

THE MESSAGE

Structure &

Focus

W Focus Sheet

U The 3P Model

i Inverted
Pyramid

Persuasion
& Styles

L Stimulating
Discussion

L Dealing with
Differences

L Empathic
Response

64



CORE 2: THE MESSAGE i STRUCTURE & FOCUS

EFFECTIVE COMMUNICATION PLANNING:
THE 3P MODEL

ANe ar e havi ANpekly mebtingtd s B i
provide model updates ¢é&. .

_ How will we proceed

ADuring this 30-minute call, we will hear updates
from each team, 1 ncluding chall er

" Payoff |What we will get from this

ABy the end of this meeting, we will figure out
solutions to resolve any issues and also identify
any additional support needed?¢@é.

65




GROUP
DISCUSSION




GROUP DISCUSSION / TABLE GROUPS: 7 MINUTES DISCUSSION TIME

DISCUSS WITHIN YOUR GROUPS,
FLIPCHART & SHARE

A You will be required to facilitate a meeting
A Group 1: Interaction with prospective Client
A Group 2: Knowledge Transfer Session
A Group 3: Interaction with Suppliers

A Group 4: Problem Solving Discussion

A Discuss within your groups and draft
O Pur fPooess-Payoff statement so,

6/



CORE 2 ELEMENTS

THE MESSAGE

Structure &

Focus

L Focus Sheet
U The 3P Model

U Inverted Pyramid

Persuasion
& Styles

L Stimulating
Discussion

L Dealing with
Differences

L Empathic
Response

68
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EMAIL ESCALATION: MY RESPONSE TO JACK

Dear Jack

It IS so unprofessional for you to behave in the manner you did. | am not sure If
you even bothered to consider the fact that my training was very important.

Is this the way you normally respond to someone who has booked a meeting
room Iin advance?

My entire productive day has been ruined for no fault of mine and this has
Impacted my team.

| would like you to be more professional next time or else | will not hesitate to
escalate this with your supervisor

/1



CASE STUDY AND DISCUSSION 1T 7 MINUTES DISCUSSION TIME

DISCUSS WITH YOUR PARTNER

A Please consider the email response we just
saw

A Would you have written your email any
differently?

A Discuss within your groups

2






CORE 2: THE MESSAGE - STRUCTURE & FOCUS

QUIZ: USING THE INVERTED PYRAMID

A Here are a few email lines; Can you try to

arrange them in the best order to convey
your message to Jack?

V.

VI.

| am disappointed with your unprofessional service
| suffered a loss because of the training cancellation
You confirmed the room booking 2 weeks before

| would like to know the steps you will take to prevent such
Incidents in the future

My meeting room booking was cancelled just one hour
prior to my training event in spite of my advance booking

| would like to highlight a serious service failure by your
organisation

Choose the best option

(from 1,2 or 3 below)

1. 1, 1, 1, v, v, Vi
2. 1, 1,1, V, VI, 1V

3. Vi, iv, v, iii, ii, | (-

/4



CORE 2:

[HE MESSAGE I STRUCTURE & FOCUS

INVERTED PYRAMID

MOST IMPORTANT

NEXT MOST IMPORTANT

LESS IMPORTANT

IMPORTANT

INVERTE-D PYRAMID WRATING

WORK. FROM MQAST (MPORTIANT TO LEAST IMPORTANT
INFORMMATION

REDGRDNE WINS RECORD

5™ ROWING GOLD

'—x MOST IMPORTANT /

Grezt Britaw ool I place X
NEXT MOST

n Sandays coxless foor final & (MPORTANT
e3M "y Skeven \Zedsra\&'s 5™

consecvbive ao\d medal DETAILS
\n 2 \IQ{D Ei@\/\\'\j CQ/\\reg\ga race, e
\‘ca\j and Greak Britain were

75



USING THE INVERTED PYRAMID: THE
ESSENTIAL STUFF

AWith reference to my 25th Sept ¢

MOST
IMPORTANT

All wish to highlight a serious service failure by your organisation

All would like to know the specific steps you will be taking to prevent similar servicg
Issues In the future

A My meeting room booking was cancelled just one hour prior to my training event

even though | had confirmed my booking in advance 2 weeks ago NEXT MOST
IMPORTANT

A This resulted in a training cancellation and loss of business for my organisatiot

Al am di sappointed / surprised /| éé

76



CORE 2 ELEMENTS

THE MESSAGE

Structure &

Focus

L Focus Sheet
U The 3P Model
U Inverted Pyramid

Persuasion
& Styles

L Stimulating
Discussion

L Dealing with
Differences

L Empathic
Response

[



INSIGHTS: STIMULATING DISCUSSIONS

As an effective communicator with one or many recipients, we often
need to take the I nitiative to | ead

This Is especially true for hosting or leading meetings with larger
groups where it Is important to get others involved in the discussion.

Vd

Thi s 1's equally applicable duri ng 0

While leading conversations, It Is Important to set the right tone for a
meaningful, natural and and yet structured discussion.

/8



CORE 2: THE MESSAGE I PERSUASION

HOW TO STIMULATE DISCUSSIONS

A Remain neutral, so as not to influence or persuade the
group too much

>\

Ask a lot of open ended questions

>\

Avoid leading questions

>\

Ask clarifying questions If anything Is unclear

>\

Involve everyone in the discussion, calling on silent
attendees or shy attendees

Be fair: Allow everyone to have an equal voice

Vd

A At the same t1 me, remember who the Okey partici pa
the room are?

79



SOME EXAMPLES FOR STIMULATING DISCUSSIONS

HOW TO STIMULATE DISCUSSIONS

AARSo in order to take thi
addi ti onal support you
AOAre there any chall enge
as we move ahead?o

AOANny thoughts on the ¢t

A s your concern relating to logistics and timelines
or Is it relating to support?

AAnSo if | may understand correct|
my team to share updates at least 4 days before
t he di spatch. |l s that correct?o0

Yy ,

y O U

W O

80



CORE 2 ELEMENTS

THE MESSAGE

Structure &

Focus

L Focus Sheet
U The 3P Model
U Inverted Pyramid

Persuasion
& Styles

L Stimulating
Discussion

L Dealing with
Differences

L Empathic
Response

81
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ASSERTIVENESS AS PART OF A CONTINUU

Passive Aggressive

Continuum

82



ACTIVITY




INSIGHTS: COMMUNICATING ASSERTIVELY

Communicating Assertively means

- respectfully sharing your points of views and
perspectives

- 1n a manner where lines of communication continue
to remain open

84



CORE 2: THE MESSAGE I PERSUASION AND STYLES

STRUCTURI NG A O0NOO

Self
Disclosure

y current
situation

Check In ACheck for understanding =N

ASummarise

AWhat | can do now
AWhat | can do later

85



INSIGHTS: EMPATHIC RESPONSE

oOEmpat hy 1 s the oO0fastesto fo
communication.

- Stephen Covey

86



CORE 2 ELEMENTS

THE MESSAGE

Structure &

Focus

L Focus Sheet
U The 3P Model
I Inverted Pyramid

Persuasion
& Styles

U Stimulating
Discussion

L Dealing with

Differences

L Empathic
Response

87



CORE 2: THE MESSAGE I PERSUASION AND STYLES

EMPATHIC RESPONSE: FRAMEWORK

Your
communication
recipient

Feeling AWhat he / she is feeling? A

AWhat triggered it?

88



SCENARIO (EXAMPLE): EMPATHIC RESPONSES

THE FEELI NG: O CONCERNG

Speaker says:

~Y

NI have my doubts about the sampl
| ate before as well . o

Empathic Response (How will you respond to this statement?)

Listener responds:

Nl realise you are concerned (feeling) about the sample order
dispatch based on your previous experience (fact). o

89



SCENARIO 1: EMPATHIC RESPONSES

1. WHAT IS THE FEELING?

Speaker says:

nNWhy 1 s 1t that | am hearing
made any progress since the |

Empathic Response (How will you respond to this statement?)

Listener responds:
Demonstrate using a 2 minute roleplay (Volunteer Pair)

90



SCENARIO 2: EMPATHIC RESPONSES

2. WHAT IS THE FEELING?

Speaker says:

nNnCan we move to the next agenda
meeti ng, which I s due to start

Empathic Response (How will you respond to this statement?)
Listener responds:

Demonstrate using a 2 minute roleplay (Volunteer Pair)

91



SCENARIO 3: EMPATHIC RESPONSES

3. WHAT IS THE FEELING?

Speaker says:

~Y

Nl am not sure I f | agree entire
supply chairn and export rel ated

*—

Empathic Response (How will you respond to this statement?)
Listener responds:

Demonstrate using a 2 minute roleplay (Volunteer Pair)

92
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SCENARIO 4: EMPATHIC RESPONSES

4. WHAT IS THE FEELING?

Speaker says:

Nl's this the customer
organisation? | wonder If you are serious about fulfilling your order

commit ments. O

Sservi] ce

Empathic Response (How will you respond to this statement?)
Listener responds:

Demonstrate using a 2 minute roleplay (Volunteer Pair)

93



&7

WA/

TwyY S

SPEAKER-CENTRIC OR LISTENER-CENTRIC™:

Al &m excited to move into the Latin Ame
you could find a better supplier than Indiva. Our quality manufacturing standards
are second to none, with only a .2 percent defect rate. Our considerable
Investment In customer service means that we are leaders in product satisfaction.

A Please let me know your decision. | look forward to hearing from you by June 10.

94



)

WA/

TwYS

SPEAKER-CENTRIC OR LISTENER-CENTRIC":

AYoudbll benefit from the high quality o
experience second-to-none quality with defect rates of only .2 percent and
Industry-leading customer satisfaction and service.

A Please contact us with any issues you may have.

AYoudll hear from us by June 10.

95



1-DAY WORKSHOP: EXPERIENTIAL AND ACTIVE LEARNING

COMMUNICATING WITH IMPACT

Core |l (The
People)
ACultural Intelligence

AGFl exi ngo
Communication

Core 2 (The Core 3
Message) (Impactful

AStructure & Focus Presence)
APersuasion & AElements of Voice
Styles and Body
Language

: AEssentials &
e Foundation Protocols (Tips &

Alntroductions & Tools)
Expectations

A6 Commun |
Effecti1 v
poa ""R1 0O P
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VOLUNTEER
ACTIVITY




CORE 3 ELEMENTS

IMPACTFUL PRESENCE

Elements

Essentials

of Voice & o
Body
| anguage Protocols

|J Impact of Voice L Etiquette

u Body [anguage uDos and Donot s
and executive
presence

99



Words we use

How we say words, 3 8%

tone of voice, style

Facial expressions,
body language

100






CORE 3: IMPACTFUL PRESENCE

IMPACT FACTORS

APosture

AGestures &
Expressions

Language

AClarity
ATone and Pitch
APace

Warmth AEngagement

AEmpathy
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BEST PRACTICES

IMPACT OF VOICE

A Enthusiasm
A Pitch
A Volume

A Pace

A Clarity
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Ol NTONATI ON / EMPHASI S0 EXERCI SE @é%

IMPACT FACTOR: VOICE

A | never said she stole the money
A | never said she stole the money
A | never said she stole the money
A | never said she stole the money

A | never said she stole the money
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CORE 3: IMPACTFUL PRESENCE

BODY LANGUAGE (SITTING)

A Lock the chair and raise it to full height

AAdopt a stronger physi
hunch over or sink shoulders down

AStay up and engaged; O
A Hands on the table; Up when making a point

A Avoid pens or clenched hands; Watch for
fidgeting

A After making a point; OK to sit back and relax
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CORE 3: IMPACTFUL PRESENCE

BODY LANGUAGE (STANDING)

A Lead with a smile
A Avoid swaying or shifting
A Move with purpose (if you need to)

A Use your arms in an purposeful and
expressive manner

A Remember eye contact
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https://www.youtube.com/watch?v=HTgYHHKs0Zw

CORE 3: IMPACTFUL PRESENCE 1 ESSENTIALS & PROTOCOLS

THE SUBJECT LINE

@00 I

To:
Cce:

Subject: Subject lines matter!

=

(& grammarly
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CORE 3: IMPACTFUL PRESENCE T ESSENTIALS & PROTOCOLS

MANAGING SENSITIVITIES
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CORE 3: IMPACTFUL PRESENCE T ESSENTIALS & PROTOCOLS

MANAGING SENSITIVITIES

YEAH, IF YOU GOULD STOP CLICKING
“REPLY'ALL_FOR,OFFIGEEMAILS
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CORE 3: IMPACTFUL PRESENCE T ESSENTIALS & PROTOCOLS

NEW AGE MESSAGING: OLD SCHOOL
CHALLENGES

A Notifications

A6Read Receiptsb ‘
A6Ghostinght #
Zalo O

@ R

(Z:}
- ;7,
/7@ .

A Social Media engagement
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CONFERENCE CALL
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https://www.youtube.com/watch?v=DYu_bGbZiiQ

CORE 3: IMPACTFUL PRESENCE 1 ESSENTIALS & PROTOCOLS

CONFERENCE CALL ETIQUETTE

A Check who has logged in
A Make your presence known at the right time
A Use mute

A For calls likely to overshoot

A Check if OK with everyone (when you
organise)

A Excuse yourself early (when you participate)

A Note taking & documentation
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