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Communicating with Tact & Professionalism

Overview

Most experts agree, to get ahead in life you need that certain something. Call it what you will,
charisma, confidence, a combination of both. Every top operator, from CEOs to presidential
candidates, has one thing in common — the ability to relate easily to everyone. Communicating
well is a skill that will take you far, perhaps even farther than you imagined. Our instructors will
arm you with every tool in their arsenal, so you too can go out there and communicate
effectively.

Learning Objectives

e Learn how to do oral presentations, improvise and think quickly when you are in a
meeting, interviews or doing an impromptu presentation

e Learn how to think and organize your thoughts

e Learn how to be diplomatic in giving negative feedback without hurting someone’s
feelings

e Learn the techniques for managing your emotions without blowing your top

e Learn how to handle the most difficult questions with a calm attitude

Course Outline

Module 1: Create Rapport, Build Trust and Establish Your Credibility

o Rapport
e Trust
e Ways to Lose Trust
e Rebuilding Trust
e Credibility
e Making an Impact—How to Have Power and Influence with People
e Charisma
o Self-Awareness: Personal Awareness
e Clear and Assertive Communication Skills
o Components of Verbal Communication
o Behavioral Styles: Traits and Characteristics
o Emotional Intelligence at Work
o Assertive Communication



o Additional Communication Tips
Module 2: Communicating with Difficult People and In Tough Situations

e The Most Difficult Personality Types at Work
o Effective Styles for Managing Conflict
o Deconstructing and Addressing Conflict in the Workplace
e Making an Unforgettable Positive First Impression
o Breaking the Ice
o Business Etiquette Rules of Engagement
o Telephone Etiquette
Voicemail
Handshakes
Introductions
Formal Etiquette
o Office Etiquette Do’s and Don’ts
Gender Awareness in Speaking and Writing
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Module 3: The Nine Secrets to Thinking on Your Feet
Module 4: Communicating Under Pressure

o Communication Snags
e Problems and Mistakes

Module 5: The Secrets to Getting the Information You Want

e QGenerational Differences
e Gender Differences
e Cultural Differences

Module 6: Skillful Listening
o Effective Us of Questions

e Body Language
e Avoid Counter-Productive Conversations



