
B U I L D I N G  L E A D E R S H I P  &  
I N F L U E N C E

Session Three: Enhancing Interpersonal 

Communications — Simple yet Effective

A customized leadership training for women 
in the restaurant industry



Recap of Last Week!

Then ….

Section 1. The Game of 
Communicating 

Section 2. SKILLS - My list of Faves

Section 3. STYLES Application

3 Sectio
ns Today!

ROADMAP



F I E L D  A S S I G N M E N T

W H A T  Y O U  C A N  D O

✓ Increase your awareness of 
your staff and/or those you 
work most closely with.

✓ Keep the 4 styles in mind and 
look for cues and answers.

✓ Be ready to share a-ha’s on 
Tuesday.
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“Best Bets” for communications tools 
that will immediately help you 
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A Bit of Perspective



But First …

Take a minute right now to give me 
ONE word that captures something 

you do well in communicating.

TYPE IT NOW!



Recap of Last Week!

Then ….

Section 1. The Game of 
Communicating 

Section 2. SKILLS - My list of Faves

Section 3. STYLES Application

3 Sectio
ns Today!

ROADMAP



The Game of Communicating

01
Section



The Game of Communicating
• The players

• Starting the conversation

• Understanding the strategy 

• Keeping it going

• Wrapping it up



What affects the

communication?



11

Communication Model
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BARRIERS
to effective communication

• Pretending to listen

• Interrupting

• Judging

• Having your mind made up

• etc
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Communication Model

Sender Receiver

Clarity

Owning 

Presence

Body lang

Fact v Infer

Disclosure
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Communication Model

Sender Receiver

Clarity

Owning 

Presence

Body lang

Fact v Infer

Disclosure

Responsive

Non-verbals 

Question

Empathy

Restating 



OPEN 
VS

CLOSED

OPEN example

…..

What have you 
tried so far?

KEY POINT - you can control the conversation through savvy questioning

CLOSED example

…..

Are you willing to 
talk more about it?



LETS START A LIST!!!!

IDEAS



•

• Consider the big picture dynamic that’s happening

IDEAS



How often do 

you analyze 

how WELL you TELL?
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Information Retention

Method of Presentation 3 hrs 24 hrs 72 hrs
HEARS ONLY (is told) 70% 10% 2%

SEES ONLY (is shown) 72% 20% 10%

HEARS & SEES 85% 65% 50%

SAYS (verbal participation) 90% 80% 70%

DOES (physical participation) 95% 85% 80%

SAYS & DOES 99% 90% 90%



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling

IDEAS



The Burden 

of Knowledge
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An IllustrationSince You Asked 

Two exercises to draw two different 
figures.



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling
• When telling, tell simply

IDEAS
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A BUNCHA Techniques

02
Section

Skills you Can Utilize NOW



Change happens by listening and 
then starting a dialog with the 

people who are doing something 
you don’t believe is right.



ACTIVE
PASSIVE

REFLECTIVE
…..

TYPES OF
LISTENING

Te
ch

niq
ue

s



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling
• When telling, tell simply
• Reflective listening leads to keener understanding

IDEAS



29

PURPOSE

PROCESS

PAYOFF

Te
ch

niq
ue

s
The  P-P-P Technique



The

Statement-Question

Technique

Te
ch

niq
ue

s
I’d like to go out for steak 

tonight.

What would you like to eat?



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling
• When telling, tell simply
• Reflective listening leads to keener understanding

IDEAS

•

• P-P-P
•The Statement-Question Technique 
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WHY IS FEEDBACK IMPORTANT?

✓It’s a tool for growth and learning.
✓It is information we may not like, but we 

need to know 
✓It is essential in the development of trust.  
✓When it is missing, valuable energy is 

wasted 

Te
ch

niq
ue

s
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GUIDELINES FOR GIVING FEEDBACK

• Give feedback in a manner that avoids 
defensiveness.  

• Feedback must focus on the behavior rather than 
the person.  

• Make observations rather than inferences.  
• Points of observation must focus on changeable 

behaviors.
– Use “I” statements.  
– Focus on descriptions not judgments
– Be specific and timely
– In a group feedback session, speak directly to 

the person. 

Te
ch

niq
ue

s
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GUIDELINES FOR RECEIVING FEEDBACK

• Keep an open mind.  
• Listen for useful information.  
• Try not to react
• Listen with the understanding that a perceived message is not 

always the intended message.
• Assume that is not “personal”.
• Realize that the feedback is an opportunity for improvement. 
• Listen openly and without defensiveness.

Te
ch

niq
ue

s
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The LASER Technique
Definition:  a skill to use when you want to be direct 

in delivering a message.
• The statement that you are feeding back to the listener should 

be 12 words or less, and goes straight to the heart of the matter.
• Make the message direct, specific, and non-punishing by using a 

neutral voice and with respect.
• After you speak, be silent and wait for the 

speaker to understand what you said and 
then to respond before you jump in.

Te
ch

niq
ue

s
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The LASER Technique
EXAMPLE

“I noticed that you missed the last 2 staff meetings, and actually 

there were several earlier this year that you missed. I really 

need for everyone to be at the meeting so we can get everyone 

on the same page.  Is something wrong?”

Te
ch

niq
ue

s

Meetings aren’t optional. 
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The LASER Technique
EXAMPLE

“I know you are really careful about managing your workspace, 

including being quite detailed about balancing your drawer. But 

recently I’ve been in the supply room or the break room after you 

and there are items left around, dishes left out, or trash left on the 

counter. I don’t mean to suggest that you are careless or anything 

but can you be tidier?  Is there a reason for the disorder?”Te
ch

niq
ue

s



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling
• When telling, tell simply
• Reflective listening leads to keener understanding
• P-P-P
• The Statement-Question Technique

IDEAS

•

• Feedback is a Gift - Give and receive graciously
• Laser your statements 
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FACT vs INFERENCE
Recognizing that you are communicating fact or 

communicating inference is a critical part of 
leading with clarity and avoiding conflict.

TASK: Read the story and 
answer the questions about Jones.

Te
ch

niq
ue

s
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FACT vs INFERENCE

Jones, a buyer with the XYZ Company, was scheduled for a 10 o’clock meeting in 
Smith’s office to discuss the terms of a large order. On the way to that office, the 
buyer slipped on a freshly waxed floor, and, as a result, received a badly bruised 
leg. By the time Smith was notified of the accident, Jones was on the way to the 
hospital for x-rays. Smith called the hospital to inquire and no one there seemed 
to know anything about Jones. It’s possible that Smith called the wrong hospital.” 

Te
ch

niq
ue

s
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FACT vs INFERENCE

Jones, a buyer with the XYZ Company, was scheduled for a 10 o’clock meeting in 
Smith’s office to discuss the terms of a large order. On the way to that office, the 
buyer slipped on a freshly waxed floor, and, as a result, received a badly bruised 
leg. By the time Smith was notified of the accident, Jones was on the way to the 
hospital for x-rays. Smith called the hospital to inquire and no one there seemed 
to know anything about Jones. It’s possible that Smith called the wrong hospital.” 

Te
ch

niq
ue

s

Use the following definitions: 
Fact: A statement that can be easily verified by checking its source.
Inference: A statement about the unknown based on what is known. 
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Exercise
Observation Inference Legitimate 

Reason
He has no socks He is 

unprofessional
Rain got them wet

She refuses to 
work overtime
He had an 
argument
She had an 
accident at work

Te
ch

niq
ue

s



•

• Consider the big picture dynamic that’s happening
• Remember to add the “do” part in telling
• When telling, tell simply
• Reflective listening leads to keener understanding
• P-P-P
• The Statement-Question Technique
• Feedback is a Gift
• Give and receive graciously
• Laser your statements 

IDEAS

•

• Use professional language



44

GPAR: A Feedback Tool

G = Reference Goals

P = Discuss Performance

A = Discuss Action Steps

R = Reinforcement

Te
ch

niq
ue

s
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Using GPAR “on the spot”
1. What you’re working on is essential for us to accomplish …     

(Goal)

2. Let’s talk about how its going.  
(cite Performance observations from documentation)

– For poor performance:   “Do you agree?  What’s causing the gap?”
– For good performance:   “What are you doing that is working so well?

3. What do you think should be done next?  
(discuss & agree on Action steps)

4. So your next steps are . . . (summarize/re-state agreement).  
I’m confident you will achieve . . . (goal).  
What can I do to help?    Thanks.  (Reinforcement)Te

ch
niq

ue
s
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The “Listening Check”

• “Let me state what I just heard …”

• “Then it sounds to me as if …”

• “So you are saying …”

• “Let me do a quick listening 

check on this …”

Te
ch

niq
ue

s



What about when someone 

is upset?



LECPT

• Listen
• Empathize
• Clarify
• Problem-Solve
• Task

“But now, being a parent, I go home and see my son and I forget about any mistake I 
ever made or the reason I’m upset. I get home and my son is smiling or he comes running 
to me. It has just made me grow as an individual and grow as a man.” — LeBron James

Te
ch

niq
ue

s



•

• Consider the big picture 
dynamic that’s happening
• Remember to add the “do” 
part in telling
• When telling, tell simply
• Reflective listening leads to 
keener understanding
• P-P-P
• The Statement-Question 
Technique

IDEAS

•

• GPAR - for feedback
• Listening check
• LECPT

•

• Feedback is a Gift
• Give and receive graciously
• Laser your statements 
• Use professional Language
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The Model

ASK TELL

TASK

PEOPLE

The Expressive!The Amiable

The Analytical THE DRIVER

! tell how first 
! list pros and cons 
! be accurate and logical 
! provide evidence 
! provide deadlines 
! give them time, don't 

rush or surprise



The Model

ASK TELL

TASK

PEOPLE

The Expressive!The Amiable

The Analytical THE DRIVER! tell why and who first 
!ask instead of telling 
!draw out their 

opinions 
!explore personal life 
!define expectations 
! strive for harmony 



The Model

ASK TELL

TASK

PEOPLE

The Expressive!The Amiable

The Analytical THE DRIVER!tell who first 
!be enthusiastic 
!allow for fun 
!support their creativity and 

intuition 
!talk about people and 

goals 
!handle the details for them  



The Model

ASK TELL

TASK

PEOPLE

The Expressive!The Amiable

The Analytical THE DRIVER
! tell what and when first 
!keep fast paced 
!don't waste time 
!be businesslike 
! talk results 
! find shortcuts 



F I E L D  A S S I G N M E N T

W H A T  Y O U  C A N  D O

✓ Identify ONE tip from today 
that you’d like to try. Then do it.

✓ Be ready to share a-ha’s on 
Thursday.



TIME FOR FEEDBACK

July 12  Session One: 
You as a Leader-Manager,  Responsibilities and Pitfalls

July 14  Session Two: 
Interpersonal Styles and Making it Work with Others  

July 19 Session Three: 
Enhancing Interpersonal Communications: Simple yet Effective



B U I L D I N G  L E A D E R S H I P  &  
I N F L U E N C E

Session Four: Motivating Others and 

the Issues Surrounding It

Coming up THURSDAY


