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The Essential Elements
Effective Leadership Communication
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Leadership Communication

All leaders communicate.
It is the power of their
communication that
determines whether they
succeed or fail.

Phil Harkins

Powerful Conversations




Key Management and Leadership Skills itCT
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Conceptual Skills: Least valuable at
the entry level; more valuable at
more senior levels

Relating Skills: Valuable across the

managerial career span

Technical Skills: Most valuable at the
entry level; less valuable at more
senior levels

Source: James O’Rourke, Management Communication, 4" Edition
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Effect on Receivers

Understanding
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Communication Barriers
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Sending Barriers

TAmbiguity and Mixed Messages ]
L

Assumptions that everyone
understands the jargon, technical
information, corporate culture
lingo, field-specific terminology




itc¥

Southern District

Control Sending Barriers

EAmbiguity and Mixed Messages ﬂ

[Assumptions ]

Verbal/Nonverbal Disconnect




ite ¥

Southern Distvict

Sending Barriers

ﬂAmbiguity and Mixed MessagesJ

-

‘ Assumptions I

Verbal/Nonverbal Disconnect
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Leaders Make

Communicating without groundwork

y & 4

Lying by omission or commission

Believing that words can overcome actions

Ignoring the realities of power

Mixing business and friendship communication

Source: Stever Robbins, Seven Communication Mistakes Managers Make. HBR Feb. 2009
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Source: Stever Robbins, Seven Communication Mistakes Managers Make. HBR Feb. 2009
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What you need to know
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Recognize the three qualities of leadership }
communication.
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What you need to do
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Munter’s Five Considerations for ltCT

. i 5 A ﬂD C
Communication Strategy A

How should we N/ Who should
Deliver? ~_/| send?

reron

What should we say?
How should we " | - 4ODWho will receive?

organize? > y> 4
— Culture <

What factors will affect
e message:







Leaders Use all Appeals to Influence Others
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Aristotle’s
Persuasive
Appeals Appeal based on
credibility
Ethos
Appeal to Pathos Logos
emotions \

| Appeal based

/ in logic

Leadership Communication, 4th edition by Deborah J. Barrett




Five Factors that Affect your Credibility i'tC?
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* Hierarchica power

(SR

* Track Record

- Expertise

e Knowledge, Competence

L—/_____’_—-

e Attractiveness

Source: French, Raven & Kotter, social power theorists.
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Developing and Maintaining Credibility

v'Manage your initial credibility and your
acquired credibility.

*French, Raven & Kotter, social power theorists.




Connecting With Your Audience

Understand
your

audience

|dentify
audience

filters

\
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Ask Four Sets of Questions

v" Who are they?
v" What do they know?

v How do they feel?

v What will motivate them?

Source: Munter
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y
/ Esteem Needs

Abraham Maslow: Creator of Maslow’s Hierarchy of Needs
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Answer Audience’s Three Implicit Questions

v What has changed?
v How does it affect me?

v What do you want me to do?

Source: Langford
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Choosing an Appropriate Style !st?’a

Low

Content
Control

High
Low High
Audience Involvement
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Tell / Sell Styles . . .

v"You have sufficient information; do not
need others’ input; you want to control
the content of the message.

v'Result? Lower audience involvement and
higher communicator control over
content.

v'Use the tell style to inform and the sell
style to persuade.
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Consult [ Join Styles . . .

v"You have insufficient information; need
others’ input; want audience involvement.

v'Result? Higher audience involvement and
lower communicator control over content.

v'Use the consult style to learn from the
audience.

v'Use the join style to collaborate with the
audience.
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Be Aware of Filters

Personal Style
J Information

N &/ Overload
N.\

v Communication
Common :»l |solation

Ground \ /! <==m Emotional State

\
Culture é’ T Q\ Needs/Motives/
“ Agendas

Resistance to
Change

Attitudes

Lack of
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Be Aware of Filters

Personal Style
ﬁ Information

N &/ Overload
N.\

v Communication
Common :»l |solation

Ground \ /! <==m Emotional State

\
Culture é’ T Q\ Needs/Motives/
“ Agendas
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Change
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Message and Channel Strategy itc¥
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What should you say? H

N S—

[Formal or informal?




Match Message Arrangement to Assumed ;t%?
Audience Reaction

Pleased or Neutral or
Interested Displeased not interested
Start with Start with Start with
main idea neutral statement  Attention-getter
Provide details Provide Introduce idea
and explanation explanation
Follow with Provide evidence
bad news of value
Conclude with Conclude with Conclude with
positive closing ending off the request for action
bad news
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Direct Approach

v'Improves comprehension; audience-
centered; saves time; takes advantage of
audience’s initial attentiveness.

v'Use with:

v'"Non-sensitive messages with no emotional
overtones

v'Sensitive messages when:
v'Audience’s bias is positive
v'Audience is results-oriented
v"Your credibility is high
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Indirect Approach

v'"May soften resistance; arouse interest; present
you as fair-minded; gives audience the chance to
"buy into” solution.

v" Use only when:
v'"Message is sensitive with emotional overtones

v'Audience’s bias is negative and/or they're
analysis-oriented

v"Your credibility is low
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Meaning Conveyed By. . .

Vocalics 35%

Body
Language
55%

Words 10%

Source: Albert Mehrabian, Silent Messages




Vocalics Exercise
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¥ | never said he stole the money.

v | never said he stole the money.

|
|
|

never said he stole the money.

never said

never said

he stole the money.
he stole the money.

@ | never said he stole the money.

Source: Beverly Langford, Ph.D. LMA Communication, Inc.
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Controlling Your Nonverbal
Communication
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How We Spend Our Communication Time

Listening

45%

Talking 30%

Writing 9% Reading 16%

Ralph G. Nichols, Are You Listening?, p. 6-7, quoted in People Skills by
Bolton

51
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What Leaders Need to Know About Listening

Pay attention |
to nonverbal
behavior
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Learn to Listen at Four Levels

A /§

"

1
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Four Important Principles to Becoming a
Great Listener

g
| Recognizing
the feeling | —\

as well as the
content

"

Source: Phil Harkins Powerful Conversations.
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Three Key Listening Skills

. Attending ‘
. Encouraging
. Following ‘

Source: Mary Munter, Guide to Managerial Communication




Qualities of Effective Questions |t¢
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Brief iséric

e Ask one question at a time.

e State the question simply and clearly.

e The question should be about a single topic.

e The audience should understand its importance.

e State in a positive manner.

e Avoid telegraphing how you want the audience to answer the
question.
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Know How to Ask Questions

[Tell people what's at stake. ]

m

Ask “why” questions with care.

C—
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Communication Role Play
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Your Greatest Challenge
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Your Task as a Leader




