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Effective communication consists of more than just what we say. It is also about how we say things and the impact our communication has on others. We can have good intentions behind what we say, but it’s the delivery and the impact on others that is crucial. 


Below are some tips for effective communication:


If you’re angry or having other strong feelings, take a time out before saying anything. Let your feelings subside so you can respond in a more calm and thoughtful manner versus giving an emotional or reactive response. 


Be very clear to yourself and the other person what your intentions are. For example, if you’re angry and your intentions are to let the other person know that, then it’s important to respectfully communicate that versus acting out the anger through tone, attitude or retaliation. It can be simply stated as, “I’m angry over what has happened and I just wanted to convey that. Can we talk about how we can avoid this happening again?” versus giving the person the cold shoulder, bad mouthing them to others or retaliating in some other way.


Think through what and how you want to say something before saying it. Also think about how the recipient may hear or react to your communication.


Avoid provocative or strong words (E.g. Profanity, words of threat or intimidation, name calling, use of phrases such as “you always” or “you never”, etc.) as these will create a strong negative or defensive response in others.


Label feelings (E.g. “I feel ___, because___.”) versus conveying them through attitude or tone. This helps you and the other person be clear about what the issue is and how you feel about it. 


Avoid using “why” questions as they can be provoking and come across as blaming. Use instead, “Help me understand.” or “Can you provide more information about how this happened?”


Limit the use of the word “you” in conversations as use of that word can come across as finger pointing or blaming to the other person. Instead of saying, “You made the mistake.” Say, “Let’s look at how this happened so it can be avoided in the future.”


If someone indicates that something you said was offensive or crossed the line:


Listen without interrupting. It’s commonplace to want to jump in and defend yourself or explain your intentions, but let the other person finish so they feel heard. Once the other person feels heard, they are often then much more receptive to listening to what you’d like to say.


Reflect back that you hear and understand what the concerns are (you don’t have to agree with what the person is saying, but it is critical to convey that you hear and understand the concerns).


Apologize for anything you did that crossed the line. Or, apologize for the situation that has occurred. This is one of the quickest and most effective ways of de-escalating a situation because it then paves the way for moving the conversation towards resolution. 


Move the conversation to talking about how to resolve the situation versus getting caught up in non-winnable power struggles over intentions, perceptions, remembrances of what actually happened, etc. 


Seek assistance. One resource is your Employee Assistance Program that provides no-cost, confidential counseling for any work or personal issue.





















































The Sand Paper is a quarterly newsletter produced by Sand Creek Group, Ltd.  
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Sand Creek’s Employee Assistance Programs (EAP) are designed to address employees' personal and work-related problems with care and confidentiality. For more information on EAP services, please contact Sand Creek.
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