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Workshop objectives

Tips and guidance on
effective communication

* How to prepare for and
approach a meeting

* How to ask questions
confidently

* How to maintain your
resilience when self
advocating
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Effective communication

* Believe in yourself

* Know your rights

* Decide what you want
* Have a plan

* Ask good questions

* Listen actively

* Know your information
* Get the facts

* Target your efforts

* Assert yourself calmly

* Express yourself clearly —
identify what you need
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Building relationships

Build trust
Be clear about expectations

Say how you feel

Respect we are all different
and have different needs

* Ask questions
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What gives us confidence?

Think about yourself —
what gives you
confidence?
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Preparing for the meeting

Be clear about the purpose of
the conversation

Look beyond the current
situation to a solution

Use data and information to
support your arguments and
concerns

Recognise and manage how
you feel

Try to remain calm and positive

Challenge you own
assumptions and beliefs

Be prepared to work out and
agree a way

Be confident
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Mistakes we all make when having difficult conversations

\ 1. Approaching the conversation
from a negative place

2. Avoiding the conversation

3. Responding with the same
emotion

4. Trying to fill in the silence
5. Rushing to get it over with
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Have a plan
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you need it?
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* Be specific about what you need.

 What facts and information have
you got to support up your
request?

‘ * Work out the likely reply and
prepare your response.
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Behaving assertively

Assertiveness

* enjoying your rights

e asking for what you want

* stating your views

» expressing your feelings calmly

e being firm and persistent

With: honesty, integrity, respect
for others.



Choose your words
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Focus on your plan

Remember to be specific

Be aware of your hot buttons

Ask questions rather than make
statements

* Questions explore options
* Use open and closed questions

* Ask questions to move the
direction of the conversation —
forward and reverse

* Questions are like keys!
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Listening filters
| \‘leal‘ YyOou,
but I'm not
listeningl

How we are feeling emotionally
Tiredness

* Distractions

Our expectations

Our assumptions and past experience
e Our values and beliefs

* Our hot buttons

What stops you from listening?
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Listening online

How does meeting
remotely make a difference
to the quality of our
listening?
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Agreeing on the way forward

 Call the person by name

* Use positive body
language

* Problem solving - options
and solutions

* Possibly compromising
* Trying to get unstuck

* Agree what we can agree
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Taking purposeful notes

* Helps you keep track of what’s
going on

* Notes of the journey travelled

* End each session with an agreed
summary of the key points

* The notes of each meeting,
taken together, reveal a clear &
coherent record of progress.

What gets written down, gets
done!
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e Send a follow-up note or e-mail
thanking them for meeting with
you and summarising any agreed-
upon action.

* It is a nice gesture.

* It also acts as a reminder and
provides assurance that you both
have the same understanding
about the result of the meeting.
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Practical Strategies - PLAN

* Preparation — Plan and
have contingency plans

* Look confident —
Confident body
language

* Awareness — Be aware
of your surroundings
and be alert to your
responses to situation.

* Never assume...
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Maintaining resilience

Stay optimistic

Try to overcome setbacks

* Develop peer support networks
* Get a second opinion

* Learn from experience

* Reflect on what went well and
what could be done differently
next time

* Make a list of break-throughs and
achievements

* Keep a note book

* Reflect on all your strengths
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Any questions?
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