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FOREWORD

eadershipisanart,ascience,and aknack. 1 have been fascinated

by this subject as it can transform the future of individuals,
organizations, societies, and nations.

There are many aspects of leadership, one of the most
important being communication. It plays a key role in teamwork,
organizational development, and formulating strategies and
policies. Yet, not many understand the finer aspects of leadership
communication in their personal and professional lives.

Smita Das Jain delves deep into the subject and, through this
book, gives us numerous practical tips to make us more effective
as a leader.

Written in a story and narrative format, the book is useful for
beginners and experts in leadership positions in the corporate
world. In a lucid yet profound manner, all the chapters in the book
provide a roadmap to becoming a better leader.

Read on to discover a better leader in you..a better
communicator in you...

Dr Radhakrishnan Pillai
(Author - Corporate Chanakya)
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Author’s Note

S ome books are born from the depths of imagination, and others
are shaped by real-life experiences. This book falls squarely in
the latter category.

Leading with Words is the product of over 2500 coaching
conversations 1 have had in the past four years.

As an empowerment and executive coach, 1 have had
the privilege of working with professionals and leaders in
twelve countries, including India. Time and again, executive
communication emerged as the number one challenge for which
they sought coaching.

Effective workplace communication is the cornerstone of
successful leadership. After a certain point, everyone is competent
in their roles. Then, it is communication that distinguishes
exceptional performers from good ones.

In my initial days as a coach, leaders asked straightforward
questions, such as ‘How do 1 come across as an impactful
communicator? However, as 1 began working with more senior
and C-level executives, the questions became more complex—
‘How do 1 give this negative feedback to my superior?, ‘How do
I handle this conflict?’; and ‘How do 1 communicate effectively in
this crisis?

While 1 support my clients in finding answers to these
questions during our coaching sessions, this book is an attempt to
reach more leaders grappling with similar challenges.

During my research, I realized that though abundant literature
exists on leadership and communication separately, there is a lack

vii
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of focus on leadership communication—a critical tool for any
leader’s career advancement. 1, therefore, decided to write a book
on the subject.

This book is for people across all levels working in or leading
their organizations—from those who have just embarked on
their careers and seek guidance on climbing the ladder through
effective communication to middle-level managers striving to
communicate more effectively with their teams, to senior leaders
aiming to express themselves more articulately, and to C-suite
executives looking to stand out through their leadership skills.

How to read this book? That’s entirely up to you. You can
either follow the chronological order or navigate directly to
topics pertinent to your current challenges or interests. Instead
of reading the entire chapter, you may use the index to directly
peruse a particular communication area at the top of your mind.
The implementation exercises at the end of each chapter will
enable you to implement your learning. Even applying one or two
exercises can yield significant results.

This book is not intended as a one-time read. Consider it a
companion, a mentor, and a guide that will support you repeatedly
throughout your leadership journey.

Communication is a skill that improves with practice. You,
too, can become a great leader who inspires others with your
authentically powerful message. This book will aid you in finding
your voice and articulating it with impact.

Smita Das Jain
Gurugram, 2025



Prologue
Present Day

sense of calm prevailed in the resort situated in the serene

hills of Nainital as Karthik and his team members settled
down. It provided a change of routine from the bustling streets
of Gurugram for the corporate travellers seeking respite from
their regular schedule. They had gathered at the retreat to reflect
and rejuvenate.

Karthik Singh, CEO of a prominent NCR-based multinational
corporation, looked excitedly around the cosy retreat’s setting.
It had been his brainchild to gather 40-odd senior and top-
performing middle-management leaders of his company for an
immersive three-day retreat away from the hustle and bustle of
the corporate environment. He only had one agenda for the next
three days—to listen.

With a proven track record of leadership excellence and
years of experience leading large teams, Karthik understood the
transformative power of listening. He recognized that besides
being a rich source of ideas and insights, it made individuals feel
valued and heard.

He stood admiring the tranquil surroundings under the
evening sun. The gentle breeze carried the scent of pine and cedar
from the nearby forest. The rolling hills stretched out before him,
their verdant slopes bathed in the warm golden glow of the setting
sun. A symphony of birdsong filled the air, blending harmoniously
with the distant murmur of the flowing Naini River and the rustle
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of leaves in the gentle breeze. The beauty of nature instilled a sense
of peace in his soul.

As he looked around, Karthik knew that this retreat would
provide the perfect opportunity to engage in meaningful dialogue,
foster collaboration, and unlock the full potential of his team.

Lost in the beauty of his surroundings, Karthik didn’t notice
two of his colleagues—Rajesh Patel and Priya Menon—join
him outside.

Rajesh, the newly appointed head of sales for the North
region, gazed around the landscape. His mind was a whirlwind of
thoughts and emotions as he surveyed the breathtaking scenery.
Transitioning from a top-performing individual contributor to
a daunting leadership role was proving to be a challenging and
uncertain journey.

Despite his stellar track record, Rajesh was grappling with
new responsibilities and expectations. He struggled to navigate
the complexities of leading a diverse team, facing resistance,
and pushback from some members accustomed to autonomy
and independence.

Doubts and insecurities gnawed at him, and with each passing
day, he felt the weight of leadership bearing down on him. He
hoped that mentorship from seniors and a change in environment
would help him find some answers to his challenge.

Priya, the dynamic HR Head, radiated warmth and curiosity as
she observed the two contrasting personalities before her. Being in
HR, keen observation of people was second nature to her, and she
couldn’t help but notice the subtle nuances in Karthik and Rajesh’s
demeanour. With his assured presence and commanding aura,
Karthik exuded confidence and authority. In contrast, Rajesh’s
struggles with his new role and responsibilities were etched on
his face.
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Seeing the two men together, Priya’s mind buzzed with
possibilities. In Karthik, she saw not just a CEO but a mentor and
guide whose insights could pave Rajesh’s path to leadership success.
And in Rajesh, she saw not just anewcomer to the role but abudding
leader on the cusp of greatness—a diamond in the rough, waiting
to be polished and refined. This chance encounter presented an
excellent opportunity for Rajesh to seek informal insights and
guidance from their organization’s best leader—Karthik.

‘1 am in the company of two men who aren’t talking. This is a
first for me, she said, breaking through each man’s reverie.

Karthik shifted his attention from the surroundings to his
colleagues. ‘Guilty as charged. I didn’t notice either of you, he
admitted with a smile.

‘1 don’t blame you. The place is so beautiful, Priya gushed. ‘Isn’t
it, Rajesh?’

‘Yes, it is, Rajesh said, for lack of better words.

‘How are you doing, Rajesh?” Karthik asked. ‘It’s the first time 1
am meeting you after you have taken over your new role’

‘l am fine, thank you, Karthik, Rajesh replied, slightly awed
at this unstructured one-on-one interaction with the leader
he admired.

‘Rajesh is discovering the learning curve entailed in leading
people effectively, Priya jumped in. ‘Why don’t you share your
insights with him, Karthik? 1 am sure it would help, wouldn’t
it, Rajesh?”’

I..hmm... don’t want to trouble him too much, Rajesh
spluttered, surprised.

Karthik walked closer to Rajesh and patted his shoulder. ‘It
would be no trouble at all. I am here to help you do better in your
role. Why don’t we sit on the wooden bench below the banyan
tree? You can ask me anything you want. Shall we?’
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Rajesh nodded, at a loss for words at his good fortune. Priya
smiled. The retreat was a success even before it had officially begun.

The atmosphere crackled with anticipation as the trio settled
down on the bench.



PART |

Q

LEADERSHIP AND
COMMUNICATION:
THE BASICS



1.
The Essence of
Leadership Communication

(€8

Leadership communication is not merely
about conveying information but inspiring
action, fostering collaboration, and driving

positive change.
y»

Who is a leader? What are the challenges
of leadership?

As the trio settled in their seats, Rajesh steered the discussion
towards the fundamental question playing on his mind.

‘Who is a leader?’ he asked in a contemplative tone. ‘Is the term
simply a title for those occupying positions of authority? Does
hierarchy determine true leadership?’

Karthik’s brow furrowed in thought as he pondered the
question. ‘A leader is someone who inspires others to follow, who
navigates the complexities of decision-making with clarity and
conviction, he ventured, his words tinged with confidence. ‘But
more than that, a leader is a visionary who charts the course for
the future. Great leaders can see beyond the horizon to envision
possibilities where others see only obstacles.

‘A leader leads not just by authority but also by example,
inspiring trust, respect, and loyalty in those they lead. They
are catalysts for change, driving innovation, and growth while

6
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remaining steadfast in their commitment to integrity, empathy,
and service’

Priyanodded in agreement, her eyes alight with understanding.
‘But leadership is not without its trials, she remarked. ‘The
relentless demands, the weight of responsibility, and the need to
balance competing interests—the journey can be daunting’

Rajesh, reflecting on Priya’s words, shared his own experiences.
‘1 find myself constantly grappling with the challenge of motivating
my team, ensuring their success while balancing the demands of
senior management, he admitted. ‘How do you navigate these
competing priorities and maintain your focus amidst the chaos?”
he queried, his eyes searching for guidance.

Why does effective communication matter

in leadership?

Karthik nodded thoughtfully at Rajesh’s question, recognizing the
weight of his challenges. ‘Maintaining focus amidst competing
priorities is indeed a daunting task, he began in a measured
voice. ‘However, it is in these moments of challenge that effective
communication becomes paramount.

‘How so? Rajesh asked. ‘How does communication help in
such situations?’

‘Clear and transparent communication ensures everyone is
on the same page, working towards common goals, helping us
navigate competing priorities and complex decisions.

Priya was following the conversation with the utmost interest.
She said, ‘Communication fosters trust and alignment within the
team. Open and honest communication by leaders creates a culture
of transparency and accountability, making every employee feel
valued and heard.’

‘Exactly, Priya, Karthik agreed. ‘Communication is the
cornerstone of effective leadership. It’s how we share our vision,
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inspire action, and build relationships based on trust and respect.
In times of challenge, our ability to communicate with clarity and
conviction sets us apart as leaders.

By the Numbers: The Significance of Communication
Skills in Organizations

KOO OO OO OO OO OO OO OO OO OO OO OO OOOOOOOO0,

&

e A LinkedIn study revealed that the top three most sought-
after skills in 2023 were leadership abilities, effective
communication competencies, and proficiency in customer
service.

e Research conducted by Grammarly found that inadequate
communication leads knowledge workers to consider
finding new employment opportunities (22 per cent),
diminishes their self-assurance (30 per cent), decreases their
job satisfaction (34 per cent), and heightens their stress (50
per cent).”

e According to a study published by Forbes, employees reported
that ineffective communication within the workplace
hampers productivity (49 per cent), impacts job satisfaction
negatively (50 per cent), and contributes to increased stress
levels (42 per cent).

OO OO OO OO OO OO OO OO OO OO0
B

&

OGO OO OO OO OO OO OO OO OO OO OO0

By the Numbers: The Significance of Communication
Skills for Leaders

Research conducted by Gallagher indicates that for 35
per cent of employees, managers represent the primary

communication channel. This escalates to 45 per cent
in organizations where more than half of the workforce
works remotely.*
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e A study by Gallup highlights that a mere 13 per cent of
employees strongly believe that leaders and managers
within their organization effectively communicate with the
rest of the organisation.s

According to the Corporate Executive Board’s findings,
high-performing managers who excel in communication
skills are associated with a 50 per cent increase in
shareholder returns.®

How is leadership communication different from other
forms of communication?

Karthik added, ‘1 am talking about leadership communication
here. Leadership communication is not merely about conveying
information but also inspiring action, fostering collaboration,
and driving positive change. It’s about articulating our vision
with clarity, empathy, and conviction, thereby forging meaningful
connections and rallying our teams towards a common goal.

Rajesh asked, ‘But how does leadership communication differ
from other forms of communication?’

Karthik said, ‘That’s a great question, Rajesh. Leadership
communication inspires, empowers, and aligns people towards a
common purpose. Take, for instance, our sales meetings. When 1
communicate the quarterly targets, it’s not just about numbers;
it’s about painting a picture of success, instilling confidence,
and motivating the team to surpass the targets set. Leadership
communication connects people emotionally, tapping into
their aspirations and showing them the path forward. 1t’s like
conducting an orchestra, where every member plays a crucial role,
and the conductor’s job is to bring out the best in each musician.

Leadership communication extends beyond individual
interactions and transactional exchanges to encompass broader
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organizational goals and values. It shapes the culture of the
organization, fosters collaboration, and drives change across levels
and hierarchies. It’s about leading by example and inspiring others
to embrace a common vision.

Rajesh said, ‘So, leadership communication is more strategic
and holistic than regular communication.

‘Undoubtedly, that is what sets it apart from other forms of
communication, said Karthik.

Leadership Communication vs. Other Forms
of Communication

« Strategic Alignment: Leadership communication aligns
with organizational goals and values.

« Inspiration and Motivation: Unlike routine
communication, leadership communication involves
conveying a clear vision, mission, and objectives to
inspire, guide, and motivate team members towards
shared goals by employing storytelling, vision casting,
and emotional appeals.

+ Influence and Persuasion: Leaders use communication
to influence others’ perceptions, attitudes, and
behaviours. They employ persuasive techniques to gain
buy-in, drive change, and achieve desired outcomes.

« Visionary Thinking: Leaders communicate with a
long-term perspective, emphasizing future possibilities,
trends, and opportunities. They articulate a compelling
futurevision and engage othersin co-creating that vision.

e Empowerment and Engagement: Leadership
communication empowers and engages employees
by fostering open dialogue, soliciting feedback, and
involving stakeholders in decision-making.
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What is my communication style?

Priya joined in, ‘It’s not just about what we say, but how we say it.
Effective leaders possess a keen awareness of their communication
style, leveraging empathy, active listening, and nonverbal cues to
foster understanding and connection.

Karthik said, ‘Effective leadership communication is about
adapting based on context and recognizing the needs and
preferences of your audience. Different situations call for different
communication styles. Sometimes, you need to be assertive and
direct, while other times, empathy and active listening are more
effective. It’s about being flexible and agile in your approach while
staying true to your authentic self’

Different Leadership Communication Styles

o Direct Communication: Leaders employ a direct
communication style to convey their message
without ambiguity. They explicitly articulate their
thoughts, expectations, and instructions, fostering
clarity and transparency in their interactions. Direct
communication is particularly effective in situations
requiring decisive action, setting expectations, or
delivering feedback.

o Indirect Communication: Indirect communication
involves conveying messages subtly, often relying on
nonverbal cues, context, or implicit language. Leaders
employing this style may use hints, suggestions, or
nuanced language to convey their message, allowing for
flexibility and adaptability in diverse cultural or social
contexts. Indirect communication can be valuable in
situations requiring diplomacy, tactfulness, or sensitivity
to interpersonal dynamics.
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o Analytical Communication: Analytical communicators
prioritize logic, data, and evidence. They provide
detailed information, analysis, and reasoning to
support their arguments or decisions, emphasizing
accuracy, precision, and critical thinking. Analytical
communication is particularly suitable in situations
that require clarity, precision, and data-driven decision-
making. It effectively conveys complex information,
analyses problems, or presents logical arguments.

e Supportive Communication: Supportive
communicators prioritize building relationships,
rapport, and empathy in their interactions. They
emphasize emotional expression, active listening, and
social connection, fostering a positive and supportive
atmosphere. Supportive communication, with its focus
on cultivating trust and promoting collaboration, is
most suitable for addressing interpersonal issues.

o Strategic Communication: This style involves
communicating a vision, goals, and long-term plans to
inspire and align team members towards a common
purpose. It’s suitable for setting direction, motivating
action, and driving organizational change.

o Transformative Communication: Leaders employing
this style focus on inspiring and empowering their team
members toreach their full potential. They communicate
a compelling vision for the future, challenge the status
quo, and encourage innovation and growth.

o Listening: Listening is a fundamental aspect of
leadership, cutting across all communication styles.
Effective leaders actively and attentively listen, seeking
to understand others’ perspectives, concerns, and
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feedback. They demonstrate empathy, validation, and
respect for others’ viewpoints. This style is suitable in
various leadership scenarios where understanding and
collaboration are essential.

Rajesh asked, ‘How do 1 identify my own communication
style?’

Karthik replied, ‘1dentifying your communication style begins
with self-awareness, Rajesh. Reflect on your natural tendencies,
preferences, and behaviours in communication situations.
Consider how you typically express yourself—whether you tend
to be direct or indirect, analytical or empathetic, assertive or
accommodating. Pay attention to feedback from others, and
observe how they respond to your communication style. It’s
also helpful to assess your communication strengths and areas
for improvement through self-assessment tools or professional
feedback. Discovering your communication style is an ongoing
journey of self-discovery and growth.

For me, it’s about balancing assertiveness and empathy. 1 have
learnt that effective leadership communication requires clarity of
purpose and conviction in one’s message, tempered with genuine
concern for the well-being of those we lead.

Priya added, ‘As an HR leader, my communication style is
rooted in empathy and active listening. I believe in fostering open
dialogue, encouraging diverse perspectives, and creating a safe
space for honest communication and collaboration’

Rajesh said thoughtfully, ‘I have found that my communication
style is heavily influenced by my background in sales. I rely on
storytelling and persuasion to engage my team and inspire action,
leveraging the power of narrative to convey complex ideas. 1
wonder if this is the right style. How do I know which style works
best for me?’
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‘It’s all about trial and error, Rajesh. Experiment with different
approaches, observe the reactions of your team members, and
reflect on what resonates most with them. Over time, you’ll
develop a communication style that feels genuine and effective,
said Karthik.

Rajesh absorbed Karthik’s advice, his mind churning thoughts
and possibilities. Priya and Karthik watched him with interest.

In what leadership scenarios is effective
communication crucial?

Rajesh leaned back on the bench, his eyes reflecting satisfaction.
‘This has been a most informative discussion. 1 hadn’t ever
considered leadership communication as a distinct element. Now
1 understand its significance.

Karthik continued eagerly. ‘Not only is it important, but in
certain situations, it is essential. From team meetings to one-on-
one interactions, leadership communication is crucial in guiding
teams, resolving conflicts, and driving performance, he remarked.

Rajesh nodded thoughtfully, recognizing the breadth of
scenarios where effective communication was paramount. ‘And
what about during times of change? he inquired, eager to explore
another common scenario.

Priya replied, ‘Communication becomes even more critical
during transition periods. Leaders must articulate the vision and
address the concerns of the team members.

Karthik nodded in agreement. ‘Indeed, change presents both
challenges and opportunities. Leaders can navigate changes more
effectively by fostering open dialogue and providing clear direction.

As the evening sun cast a warm glow over them, Karthik
turned to Rajesh with a reassuring smile. ‘We have only scratched
the surface now, he remarked. ‘But I have no hesitation in delving
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deeper into these elements tonight and in the days to come—as
long as you have questions.’

Rajesh smiled, grateful for the opportunity to have such an
approachable leader as a mentor.

As the stars twinkled overhead, casting their soft glow over
the tranquil surroundings, the trio looked forward to further
enlightening discussions on leadership communication and its
transformative power.

At A Glance

Leadership involves inspiring others and navigating
challenges with clarity and conviction.

Effective communication is foundational to leadership
success. Leaders articulate their vision, inspire teams, and
forge connections through communication.

Leadership communication differs from other forms of
communication because it is purpose-driven and focuses on
organizational goals.

Understanding one’s communication style is crucial, as it

influences how messages are perceived and received.
Different  situations require different communication
approaches, from team meetings to times of change.
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Q
Learning on the Go

Reflect: Take a few moments to reflect on your own
communication style. Consider situations where you
felt confident and effective in your communication
and when you faced challenges. Write down three
strengths and three areas for improvement in your
communication style.

Analyze: Consider a recent leadership situation where
effective communication was crucial. It could be a team
meeting, a presentation, or a challenging conversation.
Identify one key communication skill or strategy you
utilized successfully. Then, brainstorm one alternative
approach you could have taken to improve the outcome.
Role-Play: Enlist the help of a friend, colleague, or
family member to practise a leadership communication
scenario. Choose an everyday leadership situation, such
as delegating tasks, providing feedback, or leading a
team meeting. Take turns playing the leader and team

member’s role, focusing on applying active listening,

clarity,and empathyinyour communication. Afterwards,
discuss what went well and areas for improvement.




2.
Fundamentals of
Effective Communication

<«

Concise communication is about being clear,
direct, and efficient with our words.

—

€] t’s getting a bit chilly out here, Priya remarked, wrapping her
A stole tightly around herself. ‘Should we go inside?’
‘That’s a good idea. I could use a hot cup of tea. Let’s head to
the dining hall; Karthik suggested.
The trio made their way to the dining hall. They were the only
occupants at this early hour. The room exuded a rustic charm,
with wooden beams crisscrossing the ceiling and soft candlelight

casting a warm glow over the tables.

They sat down at a table at the furthest corner of the room, and
Karthik ordered tea and snacks for the three of them. Once they
had settled down comfortably, they continued their discussion.

Rajesh said, ‘1 have heard so much about effective
communication, but no one has explained it in detail to me. What
does it actually mean?’

Karthik replied, ‘That’s a good question, Rajesh. In my
experience, effective communication comprises five key ingredients
essential for all important conversations’

17
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What is structured communication?

Karthik continued, ‘The first fundamental is structured
communication. It is essential for ensuring that our messages are
clear, organized, and impactful.

Priya joined in, ‘1 remember you once mentioned there are
certain rules that make up structured communication. What
are they?

Karthik said, ‘Yes. There are five main rules we should keep
in mind’

Rule 1: Speak in Chunks

‘Speaking in chunks means breaking down our message into
smaller, more digestible pieces. This helps the listener absorb
information more effectively and prevents information overload,
Karthik explained.

‘So, instead of mixing points and rambling on, we should focus
on delivering one point at a time?’ asked Rajesh.

Karthik said, ‘Exactly. By organizing our thoughts into
chunks, we ensure that each point is conveyed clearly and
without confusion’

Priya added, ‘There’s more to it if I remember correctly.

‘Yes. It’s also important to signal the number of points you
will cover upfront. This helps the listener anticipate the time
you will take for the conversation and prepares them to absorb
the information accordingly. Moreover, you will come across as a
confident speaker when starting with a number, Karthik explained.

Example:

Without Chunks: ‘We need to improve sales by increasing
our marketing efforts, expanding our product line, enhancing
customer service, and implementing new sales strategies.

With Chunks: ‘Today, 1 want to discuss four key areas for
improving our sales. First, let’s focus on increasing our marketing
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efforts. Second, we should explore opportunities to expand our
product line. Third, let’s prioritize enhancing our customer service.
And finally, let’s discuss implementing new sales strategies.

Rule 2: Stop Overexplaining

Karthik continued, ‘Overexplaining can lead to confusion and
dilute the impact of our message. It’s important to balance
providing necessary context and getting to the point.

Rajesh asked, ‘But how do we know when we are
overexplaining?’

Karthik replied, ‘A good rule of thumb is to ask ourselves if the
additional information adds value to the message. If not, it’s best
to leave it out. We should also ensure that the larger part of our
statement addresses the specific point the other party is interested
in. By avoiding unnecessary details and focusing on the core
message, we maintain clarity and relevance in our communication.

Example:

Overexplaining: ‘We've been experiencing a decline in sales
over the past few months, which has been a matter of concern for
the management. The economic conditions have been challenging,
with increased competition from rival companies. Our marketing
team has been working tirelessly to develop new strategies, and
our sales representatives have reached out to potential clients.
However, despite our efforts, we haven’t seen the desired results yet.

Explaining: ‘Our saleshave declined recently due to challenging
economic conditions and increased competition. While our
marketing and sales teams are actively working on strategies to
address this concern, we still await positive outcomes’

Rule 3: Eliminate Fillers
Karthik continued, ‘Fillers, such as “um”, “uh”, and “you
know”, can detract from the clarity and professionalism of our
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communication. It’s important to eliminate these distractions and
focus on delivering our message confidently.

Rajesh admitted sheepishly, ‘1 have noticed that 1 use fillers
when nervous or unsure of what to say. Do you have any tips for
overcoming this?’

Karthik explained, ‘Practice and preparation are critical. The
more comfortable we are with our material, the less likely we are
to rely on fillers. We should also avoid other unnecessary words or
phrases that add little to the meaning of our message’

‘Like “I mean” or “you know”?” asked Priya.

Karthik smiled. ‘Exactly, Priya. These default phrases can
become habitual, but we can make our communication more precise
and impactful by recognizing and consciously avoiding them. He
added, ‘We should also watch out for redundant expressions, like
“As discussed in the meeting” or “To be honest”. These phrases add
unnecessary length without adding value to our point’

Example:
With Fillers: 1 mean, as we discussed in the meeting, you know,
we need to, um, focus on improving our customer service, right?’
Without Fillers: ‘We must focus on improving our
customer service.

Rule 4: Take Pauses
Karthik continued, ‘Pauses are powerful. They give the listener time
to absorb information, reflect on what’s been said, and formulate
their response. Incorporating pauses into our communication can
enhance clarity and engagement.

Priya laughed. ‘l have always been afraid of pauses. I worry that
they make me seem unsure or unprepared’

Karthik replied, ‘On the contrary, pauses demonstrate
confidence and thoughtfulness. They are opportunities to enhance
the impact of your message. Pauses also provide a mental break to
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your audience, allowing them to process what you have said before
moving on to the next point’

Rajesh asked, ‘But how do we know when to use pauses?’

Karthik smiled. ‘That’s another good question, Rajesh. Pauses
are particularly effective after making an important point or asking
a thought-provoking question. They signal to the listener that we
value their input and invite them to participate in the conversation’

‘Remember, it’s not about filling every moment with words.

Allowing space for silence makes room for understanding and
insight, Karthik added.

Example:

Without Pause: ‘As a leader, it’s crucial to lead by example,
demonstrate integrity, and foster a culture of accountability
and innovation’

With Pauses: ‘As a leader... it’s crucial to lead by example...
demonstrate integrity... and foster a culture of accountability
and innovation.

Rule 5: Get to the Point

Karthik continued, ‘Getting to the point means conveying our
message directly and succinctly. It’s about cutting through the
noise and delivering our message with clarity and purpose’

Rajesh asked, ‘But what if the topic is complex or
requires context?’

Karthik explained, ‘Even in complex situations, we can distil
our message to its essence to ensure our audience grasps the key
takeaway. Take, for instance, a quarterly business review meeting.
Instead of delving into every detail of the financial report, we can
highlight the main areas of concern or success, provide a brief
overview, and then dive deeper as needed. This approach keeps
the discussion focused and ensures everyone is aligned on the
key priorities.’
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Priya asked, ‘So, it’s about prioritizing the most important
information and presenting it upfront?’

Karthik replied, ‘Exactly. By leading with the main point and
providing additional context when necessary, we respect our
audience’s time and attention while ensuring that our message is
clear and impactful’

Example:

Without Getting to the Point: ‘There are several aspects to
consider when discussing our marketing strategy, including market
research, competitor analysis, target audience segmentation, and
advertising channels. So, um, I think it’s important for us to, you
know, really delve into each of these areas in detail before we make
any decisions.

With Getting to the Point: ‘Let’s focus on our marketing
strategy. Before making decisions, we must delve into market
research, competitor analysis, target audience segmentation, and
advertising channels’

‘Thanks so much, Karthik and Priya. These past five minutes
have been an eye-opener for me. | have learnt and understood
more about structured communication through this discussion
with you both than 1 ever did from textbooks or anywhere else,
Rajesh said gratefully.

Karthik smiled. ‘It’s my pleasure, Rajesh.’

Priya remarked, ‘Structured communication is powerful.
There’s more to effective communication, though’

‘Absolutely, Priya, Karthik agreed. Let’s delve into the next
fundamental—concise communication.

What makes for concise communication?
Rajesh asked eagerly, ‘What exactly does concise communication
entail?’
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‘Concise communication is about being clear, direct, and
efficient with our words. It’s a skill that can greatly enhance our
effectiveness as communicators and leaders, Karthik explained.

‘How do we ensure our communication is concise?
asked Rajesh.

Karthik replied, ‘We can start by outlining the key points
we want to convey and trimming any excess information. It’s
also helpful to practise delivering our message in a clear and
direct manner’

Rajesh asked, ‘Could you elaborate on what you mean by a
“clear and direct manner”?”’

Karthik said, ‘Certainly. Clear and direct communication
means being straightforward in our expression. One aspect of
this is using active voice rather than passive voice. For example,
instead of saying, “Mistakes were made”, we should say, “We made
mistakes.” This makes the subject and action clear, leading to
better understanding.

Example:

Without Direct Communication: ‘Regarding our quarterly
report, I think reviewing all the financial data, customer feedback,
market trends, and sales projections is essential. We should also
consider any recent changes in regulations or industry standards
that might impact our results’

With Direct Communication: ‘Let’s discuss the quarterly
report. We must review financial data, customer feedback, market
trends, sales projections, and the relevant regulatory changes.

Priyaadded, It’s also essential to avoid ambiguity and vagueness
in our language. Using precise terms and avoiding jargon and
overly complex language ensures everyone easily understands
our message.

‘Exactly, Priya, Karthik agreed. ‘We want to make sure there’s
no room for misinterpretation.
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Example:

Ambiguous Language: ‘We need to leverage synergies and
optimize our core competencies to enhance our competitive
advantage in the market’

Concise Version: ‘We need to use our strengths and work
together efficiently to stay ahead in the market’

Ambiguous Language: ‘Our project implementation process
necessitates the facilitation of robust stakeholder engagement
and the optimization of resource allocation for maximal
operational efficiency’

Concise Version: ‘To make our project successful, we must
involve stakeholders effectively and use our resources wisely’

Priya remarked, ‘Being concise doesn’t mean sacrificing clarity.
Am 1 right?

Karthik said, ‘That’s correct. Concise communication is
about clarity above all else. It’s about choosing the right words
and eliminating any unnecessary information that could
cause confusion.

Rajesh asked, ‘Does it work in situations where we are met
with resistance or pushback?’

Karthik explained, ‘Even in challenging situations, concise
communication remains essential. We can express our
thoughts, opinions, and needs clearly and confidently while
maintaining brevity.

Elements of Concise Communication

o ldentify key points: Focus on the most critical
information that needs to be conveyed.

o Cut out redundancies: Eliminate repetitive phrases
or redundant information that doesn’t add value to
the message.
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o Avoid unnecessary details: Stick to the essentials
and avoid going off on tangents that detract from the
main message.

o DPractise brevity: Convey your message in as few words
as possible while maintaining clarity and completeness.

« Use simple language: Avoid overly complex language or
technical jargon that may confuse the audience.

How can | be more assertive in my communication?
Rajesh asked, ‘Karthik, what is assertive communication? What
does it entail?’

Karthik replied, ‘Assertive communication is about expressing
ourselves confidently while respecting the opinions and
boundaries of others. 1t’s finding the balance between being firm
and respectful’

Priya added, ‘It’s about standing up for ourselves without being
aggressive or passive.

‘Precisely, Karthik agreed. ‘It’s also about advocating for our
needs and opinions clearly and confidently’

‘But how do we strike that balance? How can we be assertive
without coming across as too forceful?’ Rajesh asked curiously.

Karthik explained, ‘One way of doing so is using “I” statements
to express our thoughts and feelings without blaming or attacking
others. For example, instead of saying, “You never listen to me”, we
could say, “I feel like my opinions aren’t being heard.”

Example:
Blaming Statement: ‘You always interrupt me during meetings.
T Statement: ‘1 feel frustrated when interrupted
during meetings’
Blaming Statement: ‘You make me feel unappreciated.
T’ Statement: ‘1 feel undervalued when my efforts go unnoticed’
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Priya added, ‘It’s also important to maintain open body
language and eye contact, which conveys confidence and sincerity
in our message.

‘Without a doubt, active listening plays a crucial role in assertive
communication, agreed Karthik. ‘It involves truly hearing what
the other person is saying and responding thoughtfully, rather
than just waiting for our turn to speak.

Example:

Passive-Aggressive Conversation: ‘1 guess we could go with
your idea, even though 1 don't really agree.

Assertive Communication: ‘l appreciate your suggestion, but 1
have a different perspective that 1 would like to share’

Passive-Aggressive Conversation: ‘I suppose 1 can take on that
extra workload, even though 1 am already swamped.

Assertive Conversation: ‘1 understand the importance of this
task, but 1 am concerned about my current workload. Is there a
way we can redistribute responsibilities?

Karthik continued, ‘Assertive communication also involves
cutting down on unnecessary apologies. It’s important to apologize
when we have made a mistake or inconvenienced someone, but
over-apologizing can undermine our confidence and authority’

Rajesh asked, ‘But isn’t it polite to apologize, especially in
professional settings?’

Karthik smiled and said, ‘Absolutely, Rajesh. Politeness is
important, but we need to strike a balance. Instead of reflexively
apologizing for every little thing, we should reserve apologies for
situations where they are truly warranted.

‘1 have noticed that 1 tend to apologize excessively, even when
things aren’t entirely my fault, Priya said ruefully.

‘It's a common habit, Priya. By being more mindful of our
language, we can avoid unnecessary apologies and convey our
message more confidently, Karthik said.
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Example:

Unnecessary Apology: ‘Sorry, but could I ask a question?’

Assertive Alternative: ‘Could 1 ask a question?’

Unnecessary Apology: ‘1 am sorry for bothering you, but could
you please send me the report?’

Assertive Alternative: ‘Could you please send me the report?’

Karthik continued, ‘Another crucial aspect of assertive
communication is setting boundaries. This involves clearly
definingacceptable or unacceptable behaviour and communicating
the same’

‘Setting boundaries is essential for maintaining our well-being
and preserving healthy relationships. It allows us to protect our
time, energy, and emotional space, Priya added.

Rajesh asked, ‘But how do we go about setting boundaries
effectively?

Karthik replied, ‘One way of doing so is by clearly expressing
our needs and limits to others. For example, if we feel overwhelmed
with work, we can communicate our need for support or assistance’

Priya added, ‘It’s also important to enforce consequences when
our boundaries are crossed. For instance, if someone repeatedly
violates our boundaries, we may need to limit our interactions
with them or seek additional support.

‘Canyou give an example of setting boundaries in a professional
setting?’ Rajesh asked.

Karthik replied, ‘Certainly. Let’s say a colleague frequently
interrupts us during meetings, making it difficult for us to express
our ideas. We can address this by saying, “I value our discussions,
but 1 need uninterrupted time to share my thoughts. Can we set
aside specific periods for individual contributions?”

Priya remarked, ‘Setting boundaries is not about being
confrontational but rather advocating for our needs with respect.
It’s about balancing assertiveness and empathy in our interactions.
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‘Exactly, Karthik agreed. ‘By setting and enforcing boundaries,
we create a conducive environment for collaboration, productivity,
and mutual respect.

Examples of Assertively Saying “No”:

Without Setting Boundaries: ‘Sure, 1 can take on that
additional project even though my plate is already full.

With Setting Boundaries: ‘I appreciate the opportunity but
am currently at full capacity. Is there someone else who can take
on this project?’

Without Setting Boundaries: T1l go along with the team’s
decision even though 1 have reservations.

With Setting Boundaries: ‘I respect the team’s decision, but 1
have concerns that need to be addressed before moving forward.

Rajesh said, ‘1 understand now that assertive communication
is about standing up for your point of view while being respectful
and receptive to others’ viewpoints.

‘Exactly, Karthik replied. ‘Assertive communication is a
powerful skill that allows us to express ourselves authentically
while fostering healthy relationships and effective teamwork!

Elements of Assertive Communication

o Expressing Thoughts and Feelings: Assertive
communication involves expressing our thoughts,
feelings, and needs clearly without blaming others.

o Using ‘I’ Statements: By using ‘1’ statements, we take
ownership of our feelings and avoid blaming others. For
example, saying “1 feel” instead of “You never” fosters
constructive dialogue.

« Avoiding Unnecessary Apologies: Assertive
communicators recognize the importance of apologizing
when warranted but refrain from over-apologizing,
which can undermine their confidence and authority.



Smita Das Jain | 29

« Balancing Politeness with Self-Expression: Assertive
communication requires balancing being polite and
expressing oneself confidently.

o Setting Boundaries: Assertive communicators are
comfortable setting boundaries and saying no when
necessary, without feeling guilty or obligated to
accommodate everyone’s requests.

How can | be empathetic in my communication?

Karthik continued, ‘Empathetic communication is another
fundamental aspect of communication. It involves understanding
and sharing the feelings of others. It’s about showing compassion,
listening actively, and validating the emotions of the person with
whom we communicate.

Rajesh remarked, ‘In other words, we put ourselves in the other
person’s shoes and acknowledge their perspective’

Karthik smiled. ‘Well said, Rajesh! Empathetic communication
demonstrates that we value and respect the feelings of others.
When we practise empathetic communication, we show others we
value their emotional well-being as much as their thoughts and
opinions. This fosters a sense of connection and trust’

‘How do we incorporate empathetic communication into our
interactions?’ asked Rajesh, eagerly.

Karthik replied, ‘We can start by practising active listening
and being present in conversations. It’s important to show
genuine interest in others’ experiences and respond with empathy
and understanding’

‘Empathetic communication also involves being mindful of
our nonverbal cues, such as facial expressions and body language,
which can convey empathy and support, Priya added.
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Rajesh said, 1 see. So, it’s about creating a supportive and
understanding environment in our interactions.’

‘Absolutely, Rajesh, said Karthik. ‘As leaders, our ability to
empathize with others is crucial for several reasons. Firstly, it
helps us build stronger relationships with our team members,
essential for fostering a positive work environment and improving
employee morale. When people feel understood and supported,
they are more likely to be engaged and motivated in their work.

Empathetic communication also enables us to better
understand the needs and concerns of our team members. By
empathizing with their perspectives, we can address issues more
effectively and make decisions that take into account the well-being
of everyone involved. This ultimately leads to better outcomes for
the team and the organization.

Additionally, empathy allows us to lead with authenticity and
integrity. When we genuinely care about the experiences and
emotions of others, it builds trust and credibility in our leadership.
People are more likely to follow someone who demonstrates
empathy, as they feel valued and respected as individuals.

Rajesh concluded, ‘So, empathetic communication is not
just about being nice. It’s about being an effective leader who
understands and supports their team.

Karthik said, ‘Yes, Rajesh. Empathy is a powerful leadership tool
that can drive positive change and create a culture of collaboration,
innovation, and success.

Elements of Empathetic Communication
o Active Listening: Fully concentrate, understand,
respond, and then remember what is being said. For
example, ‘1 hear you're feeling overwhelmed with your
workload. Let’s discuss how we can alleviate some of
the pressure.
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o Validate Emotions: Acknowledge and validate the
emotions and experiences of others. For example, ‘It
sounds like you're frustrated with the current situation.
I can understand why you feel that way.

« Respond with Sensitivity: Respond with compassion
and sensitivity to the feelings expressed by others.
For example, I'm sorry to hear about the loss of your
loved one. Please know that I'm here for you if you
need anything’

What is non-violent communication?

Karthik continued, ‘Non-violent communication (NVC) is another
crucial aspect of effective communication. NVC is a method of
speaking without causing offence, focusing on the clear, non-
confrontational expression of feelings while separating actions
from individuals. This method is particularly significant when
giving feedback, as it allows us to express ourselves assertively
while maintaining empathy and respect for the other person’

Example:

Violent Communication: ‘You're always interrupting me in
meetings, and it’s really annoying.

NVC: Tve noticed that you often interrupt me during
meetings, and | feel frustrated because 1 value the opportunity to
share my ideas’

‘Can you explain how NVC works in practice?” asked Rajesh.

Karthik replied, ‘Certainly, Rajesh. NVC involves four key steps.
Firstly, it’s important to make a specific observation. This means
describing the behaviour or action you have observed without
interpreting or judging it.

Priya asked, ‘Could you give us an example of making a
specific observation?’
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Karthik said, ‘Let’s say a colleague arrives late to meetings.
Instead of saying, “You are always late”, you could say, “I noticed
that you arrived fifteen minutes after the meeting started.”

Rajesh said, ‘So, we state the facts without adding any
personal interpretations’

Karthik said, ‘That is correct, Rajesh’

‘Moving on to the second step, Karthik continued, ‘you must
name your feelings. This involves expressing how the observed
behaviour makes you feel, using 1" statements. Let’s say the late
arrival of your colleague makes you feel frustrated. You could say,
“] feel frustrated when meetings start late.”

Rajesh concluded, ‘This step entails taking ownership of our
feelings and expressing them directly’

Karthik nodded. ‘Exactly.

‘The third step is to state your need, Karthik continued.
‘This involves expressing what you need or want due to the
observed behaviour’

‘What would stating your need look like in this scenario?’ Priya
asked curiously.

Karthik replied, In the example of the delayed meetings,
you could say, “I need meetings to start on time so that we can
maximize productivity and respect everyone’s time.”

‘So, it’s about communicating your expectations clearly,
Rajesh said.

Karthik replied, ‘Precisely.

‘Finally, the fourth step is to make a request, continued Karthik.
‘This involves asking the other person to take a specific action to
meet your need.

Priya asked, ‘What kind of request could you make in
this situation?’

Karthik replied, ‘You could say, “Could you make an effort to
arrive on time to future meetings?”
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Rajesh observed, ‘Here we constructively address the issue
without blaming or criticizing’

Karthik smiled and said, ‘Exactly, Rajesh. By following these
steps, you can communicate feedback effectively while maintaining
a positive and respectful relationship with the other person.

4 Steps to NVC
Step 1: Make a Specific Observation

Start by stating the specific behaviour or action you observed,
avoiding generalizations.

Example: ‘I noticed you interrupting me three times during
our meeting’

Step 2: Name Your Feeling

Clearly express the emotion you experienced as a result of
the observation.

Example: 1 felt frustrated and unheard’

Step 3: State Your Need
Articulate the underlying need or desire behind your feelings.
Example: ‘1 need to feel respected and valued during
our discussions’

Step 4: Make a Request

Clearly communicate a specific action or change you want
to see to meet your needs using a question format. For example,
‘Could you please allow me to finish speaking before providing
your input?’

The NVC Syntax
When 1 see/hear/listen/observe you <specific observation>,
1 feel <emotion> because 1 need <requirement>; could you
please <request>?
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Example: ‘When I saw you interrupt me multiple times during
our conversation earlier, 1 felt frustrated and unheard because 1
need to feel respected and valued in our interactions. In the future,
could you please allow me to finish speaking before providing
your input?’

The tea had gone cold, and the snacks on the table were mostly
untouched, but the trio didn’t mind as they sat around the table,
engrossed in their discussion.

Rajesh leaned back in his chair, his eyes reflecting satisfaction.
‘This has been a most enlightening conversation. I hadn’t realized
the depth of effective communication until now. It’s truly essential’

Karthik nodded eagerly, his expression reflecting his passion
for the topic. ‘Absolutely, Rajesh. Effective communication isn’t
just important; it’s indispensable. The concepts we discussed form
the foundation for effective communication in various contexts,
empowering leaders to convey their message with clarity, empathy,
and respect. Whether it’s team meetings, difficult conversations, or
inspiring the team, communication is the backbone of leadership

Rajesh nodded thoughtfully, his mind buzzing with
newfound understanding.

Dinner was served, and the room was beginning to fill up with
other guests, their chatter filling the air with a lively hum. Rajesh
rose from his seat, joining Karthik and Priya as they mingled with
their colleagues, eager to continue the evening’s camaraderie and
exchange of ideas.
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o
At A Glance

Structured Communication: Organize thoughts into
clear, digestible chunks to ensure clarity and prevent
information overload.

Concise Communication: Deliver messages clearly and
directly, avoiding unnecessary elaboration or vagueness.
Assertive Communication: Express thoughts and needs
confidently while maintaining empathy and respect
for others.

Empathetic Communication: Foster connection and trust
by demonstrating understanding and respect for the feelings
of others.

NVC: Speak without offending, making feelings known in
a clear, non-confrontational manner, using four key steps:
observation, feeling, need, and request.

Structured Communication: Practise outlining key
points before conversing or presenting. Start by jotting
down the main ideas you want to convey and organizing
them into clear, concise chunks. Then, use this outline

to guide your communication.

Concise Communication: Choose a recent conversation
or email exchange and review it for unnecessary words
or phrases. ldentify any instances where you could have
conveyed your message more concisely. Then, rewrite
those parts using fewer words.

Assertive = Communication:  Role-play  assertive
communication scenarios with a friend or colleague.
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Practise expressing your thoughts, needs, and boundaries
clearly and confidently while maintaining empathy and
respect for the other person.

Empathetic Communication: Practise active listening

in your daily interactions. Focus on fully understanding
the other person’s perspective before responding. Use
reflective listening techniques, such as summarizing
their points or asking clarifying questions, to
demonstrate empathy.

NVC: Choose a challenging conversation you anticipate
having and prepare using the NVC framework of
specific observations, emotions, needs, and requests.
Role-play the conversation or write the script to apply
NVC principles.




3.
Listening as a
Communication Tool

(€8

Listening more and talking less makes others
feel valued and respected.

—

s Rajesh observed Karthik effortlessly engaging with the other
Aguests, he couldn’t help but notice a distinct quality in his
demeanour. ‘Have you noticed how Karthik speaks less and lets
others do more of the talking?” Rajesh remarked to Priya, leaning
in slightly to avoid being overheard amidst the lively chatter
around them.

Priya nodded, a knowing smile playing on her lips. “That’s the
secret to being a charming communicator, she replied, following
Karthik’s movements across the room. ‘Listening more and talking
less makes others feel valued and respected.’

Rajesh glanced around the room, taking in the animated
conversations and the genuine interest Karthik showed in each
interaction. ‘It’s like he’s really present at the moment, genuinely
interested in what others have to say, he mused, a newfound
appreciation for the art of listening dawning upon him.

Priya chuckled softly, her eyes sparkling with understanding.
‘Exactly. Effective listening is a fundamental skill that underpins
all successful communication, she explained, her tone earnest.

37
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Why is it important to listen?
Rajesh asked, ‘How does listening benefit leaders?’

Priya explained, ‘Listening is the foundation of meaningful
communication. When we truly listen to others, we show them
respect, empathy, and understanding. It fosters trust, strengthens
relationships, and allows us to connect more deeply’

Rajesh said, ‘1 see now that listening goes beyond merely
hearing words’

‘Yes, replied Priya. ‘It’s about being fully present, actively
engaged, and willing to embrace different viewpoints. When we
listen attentively, we create space for authentic dialogue and
collaboration to flourish. Moreover, listening fosters reciprocity
in communication. When we genuinely listen to others, they feel
valued and respected, and they are more inclined to reciprocate by
listening to our ideas and perspectives in return’

‘You are saying that communication is symbiotic, and we
increase the likelihood of our ideas being heard and understood by
prioritizing listening, observed Rajesh.

Priya replied, ‘That’s right. Listening fosters a cycle of
mutual respect and understanding. When people feel heard and
understood, they are more likely to trust us and be open to our ideas
and suggestions. By embracing the art of listening, we open doors
to rapport building, collaboration, innovation, and shared success.

Just as Priya concluded her explanation, Karthik approached
them with a warm smile, his eyes reflecting genuine interest in
their conversation. ‘What’s the topic of discussion?” he inquired,
his tone inviting further dialogue.

Priya, gesturing towards Rajesh with a grin, replied, ‘Rajesh
was appreciating your exceptional listening skills and how you
engage with others during gatherings’

Karthik laughed, ‘Oh, 1 wouldn’t say it’s anything extraordinary.
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Listening is just as crucial as speaking in effective communication,
wouldn’t you agree?’

Rajesh nodded in agreement and said, ‘Priya was explaining
how listening strengthens relationships and enhances the
receptiveness of our ideas’

Karthik smiled broadly. ‘Indeed, active listening is powerful.
More than just hearing words, it’s about truly understanding and
empathizing with others’

By the Numbers: The Significance of Listening

As per Workplace Research Institute’s study, 86 per cent of
employees in organizations do not feel heard, and 63 per
cent feel their managers ignore their voice.”

A Salesforce research study reveals that employees are 4.6
times more likely to think about performing to the best of
their abilities when they feel heard.®

A study by Emtrain reveals that 1 in 10 employees do not
trust their leaders to listen if they make a complaint,
adversely affecting their performance.

A LinkedIn survey of 14000 workers found that a mere 8

per cent of them considered their leaders great listeners

and communicators.™

How can | improve my active listening skills?
Karthik asked, ‘How do you think, Rajesh, you can enhance your
active listening skills?’
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Rajesh pondered and then replied, ‘Well, 1 suppose one
approach could be to focus on maintaining eye contact and giving
the speaker my full attention. That way, they know 1 am fully
engaged in the conversation.

‘That’s a good start, said Karthik, adding, ‘Active listening
also involves using nonverbal cues like nodding or mirroring the
speaker’s body language to show that you are tuned in to what they
are saying.

Priya added, ‘Another technique is to practise reflective
listening. That means paraphrasing or summarizing what the
speaker has said to ensure you understand correctly and convey
empathy. Reflecting back on their words shows you are engaged in
the conversation.

Rajesh observed thoughtfully, ‘Reflective listening sounds like
a useful tool. It allows for clarification and deeper understanding.

Karthik said, ‘Exactly. And remember, active listening isn’t just
about hearing words—it’s about being present in the moment
and genuinely connecting with the speaker.

How do | come across as a good listener?

Priya added, ‘Rajesh, it’s not only about listening but also how you
come across as a listener. People are likelier to open up to someone
who appears approachable and attentive.

‘How canlcome across as a good listener?’ asked Rajesh, eagerly.

Karthik explained, ‘One way to do so is to avoid interrupting
or finishing the speaker’s sentences. Let them express themselves
fully without feeling rushed or cut off’

Priya agreed, ‘Yes, interrupting can make the speaker feel
undervalued and can also inhibit open communication. Instead,
show genuine interest in what they say by asking follow-up
questions or offering supportive comments.
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Rajesh observed, ‘So, it’s important to not only listen but also

demonstrate that 1 am listening through my actions and responses’

‘Precisely, replied Karthik. ‘By being fully present, engaged,

and responsive, you will naturally become a good listener, fostering
trust and rapport with those around you.

How do | listen more effectively and build rapport?
Priya added, ‘To listen more effectively, staying focused on the
speaker and avoiding distractions is important. Put away your
phone, maintain eye contact, and give them your full attention’
‘Practise active listening by paraphrasing what the speaker
says to ensure you understand their message correctly. Reflecting
back on their words shows you are engaged in the conversation. By
tuning into both verbal and nonverbal cues, you can gain deeper
insights into the speaker’s thoughts and feelings, Karthik said.

Priya nodded in agreement and said, ‘Listening actively and
empathetically signals to others that their thoughts, feelings, and
perspectives matter. People appreciate it when they feel heard,
understood, and valued.

Karthik smiled. ‘Rightly said, Priya. Improving rapport with
others through listening involves more than just hearing what
they say. It’s about demonstrating empathy, understanding, and
genuine interest in their perspective’

‘Don’t forget to listen with an open mind, without jumping
to conclusions or forming premature judgements, Priya advised.
‘Stay curious and receptive to new ideas and perspectives’

Rajesh said, smiling, ‘1 can see how adopting these practices
can help me become a more effective listener’

e Be Present in the Conversation: Give full attention to
the speaker, avoid distractions, maintain eye contact,
and acknowledge their emotions.
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Rajesh was inspired by the guidance he had received from
Karthik and Priya. With a renewed commitment to honing his
listening skills, he looked forward to implementing his colleagues’
suggestions, knowing they would enhance his ability to connect
with others and foster meaningful relationships.

At A Glance

Effective listening is crucial for building rapport,
understanding  others’  perspectives, and  fostering
positive relationships.

Practise active listening by being fully present, showing
empathy, and engaging with speakers through
attentive responses.

Listening attentively makes others feel valued, strengthening
rapport and trust in relationships.

Listening to others makes them more likely to reciprocate,
creating a cycle of mutual respect and attentiveness.

Active Listening: Choose a partner and take turns
sharing a personal story or experience. As your partner
speaks, practise reflective listening by paraphrasing
their words to ensure understanding. Maintain eye
contact, nod to show understanding, and ask clarifying
questions to demonstrate your engagement and interest
in their story. Then, switch roles.

Mindful Listening: Practise mindful listening for 10-

15 minutes daily. Choose a piece of music, a podcast,
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or simply the sounds of nature. Focus your attention
solely on the sounds without any distractions, allowing
yourself to fully listen.

Empathetic Listening: Choose a challenging
conversation or conflict situation from your past.
Write down specific actions you could have taken to
demonstrate empathy and understanding, and consider

how you can apply these strategies in future.




4.
Email Communication

«K—

People appreciate emails that are easy to read
and understand!

—

ajesh leaned forward curiously, glancing at his colleagues.

‘During our discussion on communication, 1 have been
wondering about email communication. It’s ubiquitous in our
work lives, yet there’s always room for improvement. What do you
both think?’

Karthik nodded thoughtfully. ‘You are right, Rajesh. Email
communication is a crucial aspect of our professional interactions,
and there are certainly ways we can enhance its effectiveness.
From clarity and conciseness to tone and formatting, there’s much
to consider’

Priya chimed in contemplation, ‘Indeed. I have often pondered
the best practices for email communication, especially when
conveying complex information or addressing sensitive topics. It’s
definitely worth exploring further’

By the Numbers: Email Communication

o More than 306 billion emails are sent and received daily. 62
per cent of these are deemed unimportant, with 34 per cent
remaining unopened."

44



Smita Das Jain | 45

Email was the primary mode of client communication for 55
per cent of businesses and internal communication for 31 per
cent of companies in 2024.”

Individuals prefer to communicate with their colleagues by
email, with more than 52 per cent of employees using email at
least once a week.5

An average of 5 hours per week, amounting to 10.8 days a year,

is spent reading and writing emails at work.

What are the best practices for email communication?
Rajesh asked, ‘Karthik, what are some of the best practices for
email communication?’

Karthik replied, ‘Well, clarity and conciseness are definitely key.
It’s important to get straight to the point and avoid unnecessary
jargon or verbosity. People appreciate emails that are easy to read
and understand.

‘Maintaining a professional tone is also crucial, added Priya.
‘Even in informal settings, it’s important to remember that emails
reflect our professionalism and can impact how we are perceived
by others.

Karthik further added, ‘It’s also important to be mindful of
the recipient’s preferences and communication style. Some prefer
brief, to-the-point emails, while others may appreciate a more
detailed explanation. Adapting our communication style can help
ensure our messages resonate with the recipient.

Priya said, ‘Let’s not forget the importance of proofreading.
Spelling and grammatical errors can undermine our credibility
and detract from the message we are trying to convey. Taking
the time to review our emails before hitting “send” can make a
big difference’

Rajesh observed thoughtfully, ‘So, clarity, conciseness,
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professionalism, adaptability, and attention to detail are important
aspects to consider when drafting emails’

‘That’s right, Karthik said. He added, ‘Another important
aspect of email communication is the subject line. It’s the first
thing recipients see, so it should be clear, specific, and relevant to
the content of the email. A well-crafted subject line can increase
the likelihood of your email being opened and read

Priya said, ‘Further, when it comes to formatting, bullet points
or numbered lists can help organize information and make it
easier for recipients to digest. Breaking up large blocks of text can
improve readability and ensure key points aren’t overlooked.

Karthik further added, ‘Being mindful of tone and language is
also crucial. Avoiding overly formal or casual language and striking
the right balance based on the nature of the relationship with the
recipient can help ensure effective communication. Additionally,
it is essential to consider the context and urgency of the email. If
a quick response is needed, clearly indicating this in the subject
line or opening sentence can help expedite communication and
prevent delays.

Priya said, ‘Lastly, it’s important to follow up when necessary.
If you have requested action or information from the recipient, a
polite follow-up email can ensure nothing falls through the cracks
and demonstrate your commitment to your work’

How can | write persuasive emails?

Rajesh asked, ‘How can we make our emails more persuasive?’
Karthik replied, ‘One effective strategy is to focus on the

recipient’sinterestsand needs. Start by identifyingwhat’simportant

to them, and tailor your message accordingly. Highlighting the

benefits or outcomes that resonate with the recipient can make

your email more compelling’
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Priya added, ‘Building credibility and trust is also key. Including
relevant facts, data, or testimonials can strengthen your argument
and enhance your credibility. People are more likely to act on
emails from sources they trust’

Karthik said, “Your emails also need to appear sincere. Being
sincere means communicating with honesty and integrity.
Additionally, using persuasive language and storytelling techniques
can also be effective. Craft your message to evoke emotion or create
a sense of urgency. Include a clear call-to-action that prompts the
recipient to take the desired next steps.’

Rajesh asked, ‘But how do we ensure our emails are persuasive
without being pushy or manipulative?’

Karthik smiled. ‘That’s a great question, Rajesh. It’s important
to strike the right balance. Respect the recipient’s time and
boundaries, and avoid using aggressive tactics. Focus on providing
value and building a genuine connection with the recipient’

Priya said, ‘Maintaining authenticity is key. Ultimately,
the goal is to build mutually beneficial relationships through
effective communication.

Karthik added, ‘In email communication, authenticity can be
conveyed through genuine language, personalized touches, and
a sincere tone. Avoid overly formal or robotic language. Infusing
your emails with warmth and personality can help foster a
stronger connection with the recipient. After all, communication
is more than just getting our message across. It’s about building
meaningful connections and nurturing relationships through
every interaction, including email’

Example of a Robotic and Mechanical Email:

Subject: Meeting Reminder
Dear Team,
This is a reminder that we have a meeting scheduled for
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tomorrow at 10:00 AM. Please be punctual and prepared to discuss
the agenda items. Your attendance is mandatory.

Thank you.

Best regards,

[Your Name]

Example of an Empathetic, Personal, and Sincere Email:
Subject: Reminder: Collaborative Meeting Tomorrow

Hi Team,

1 hope this email finds you well. Just a friendly reminder that
we have our team meeting tomorrow at 10:00 AM. Your insights
and contributions are invaluable, so please come prepared to share
your thoughts and ideas.

I understand that schedules can get hectic, so if you have any
concerns or questions before the meeting, feel free to reach out.
Don’t hesitate to let me know if you need any support.

Looking forward to our discussion tomorrow!

Warm regards,

[Your Name]

How to write clear and concise emails?

Rajesh remarked, ‘Writing clear and concise emails is crucial in
a professional setting. But sometimes, it can be challenging to
balance providing enough information and avoiding overwhelming
the recipient’

Karthik said, ‘It’s essential to consider the recipient’s
perspective and ensure that our message is easy to understand
and action-oriented.

Priyaadded, ‘We must be mindful of our language and structure.
Short sentences, bullet points, and headings can help break
down complex information into digestible chunks and enhance
readability, making it easier for the recipient to comprehend and
respond efficiently’
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Rajesh replied, ‘l understand it’s about being clear, concise, and
considerate of the recipient’s time and attention. Could you tell
me some strategies to achieve that?’

Karthik replied, ‘One strategy is to start with a clear and concise
subject line that accurately reflects the content of the email. This
helps the recipient quickly understand the purpose of the message
and prioritize their responses accordingly’

Priya said, ‘Additionally, we should aim to get to the point
quickly in the body of the email. A direct opening sentence can
help grab the recipient’s attention and provide them with the
essential information upfront. It’s also essential to be mindful of
the recipient’s familiarity with technical terms or jargon. If we
must use such terms, providing explanations or context to ensure
clarity is helpful. We should aim to convey our thoughts and ideas
in simple terms, avoiding unnecessary complexity or verbosity.

Karthik added, ‘We must also convey our message directly,
using more active than passive voice. The latter lengthens our
communication. Also, unnecessary repetitions of facts or opinions
should be avoided at all costs’

Example of an Email with Jargon and Verbose Language:
Subject: Proactive Synergistic Approaches to Enhance Cross-
Functional Collaboration

Dear Team,

In light of our ongoing commitment to drive unparalleled
synergy across our multifaceted operational spectrum, 1 would
like to convene a strategic convergence session to deliberate on
optimizing our cross-functional collaboration mechanisms. The
intrinsic objective of this assembly is to ideate actionable paradigms
that will facilitate seamless inter-departmental integration,
thereby augmenting our overall operational efficacy.

Given the current trajectory of our corporate objectives, it
is imperative that we collectively engender a robust framework
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that not only capitalizes on our intrinsic competencies but also
proactively mitigates potential friction points. We can foster a
conducive environment for innovation and operational excellence
by leveraging our collective intellectual capital.

1 propose we allocate a dedicated timeslot to embark on this
discourse in the forthcoming bi-weekly alignment meeting. Your
valuable insights and experiential knowledge will be quintessential
in driving this initiative forward.

Please confirm your availability and any preliminary thoughts
you may wish to contribute.

Best regards,

[Your Name]

Example of an Email with Clear and Concise Language:
Subject: Meeting to Improve Team Collaboration

Hi Team,

1 hope you are all doing well.

1 would like to schedule a meeting to discuss ways to improve
collaboration between our departments. The goal is to find practical
solutions to help us work better together and increase efficiency.

Given our current projects, it’s important to identify and
address any challenges we're facing in working across teams. By
sharing our ideas and experiences, we can create a plan that will
benefit everyone.

Can we schedule some time during our next bi-weekly meeting
to discuss this? Please let me know if you can attend and have any
ideas to share.

Thanks,

[Your Name]

‘Looks like we have covered quite a bit today, Karthik remarked,
glancing at Rajesh and Priya.
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‘Yes, it's been an enlightening conversation, Priya
agreed, smiling.

Rajesh nodded. ‘1 believe we have only scratched the surface.
There’s still much more to explore. I am looking forward to diving
deeper into these topics with you!

‘Me too, Priya added.

‘Let’s reconvene in the garden tomorrow evening to explore
more nuances of leadership communication once the offsite
sessions get over, Karthik proposed. ‘What do you say?’

Priya and Rajesh agreed. With a sense of anticipation for the
discussions to come, they bid each other goodnight.

Avoid jargon and unnecessary information in the email to

show consideration for the recipient’s time.

Connecting with the recipients helps deliver the
message effectively.

Error-free communication enhances credibility.

Convey the objective of the communication through the
subject line.

Sincere and authentic communication fosters rapport
and trust.
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Learning on the Go

Draft Practice Emails: Choose a specific scenario, such
as requesting information or providing feedback, and
draft two versions of an email: one using best practices
learnt in the chapter and another with common pitfalls
to avoid. Compare and analyze the effectiveness of each.
Peer Review Exercise: Exchange emails with a peer or

colleague, and provide constructive feedback on each
other’s communication style, clarity, and conciseness.
Use the feedback to refine your email-writing skills.

Email Audit and Revision: Review recent emails you
have sent and assess them based on the key takeaways
from the chapter. ldentify areas where you can improve
clarity, conciseness, and professionalism. Revise the

emails accordingly.
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5.
Effective Team Communication

(q¢

When people are merely told what to do,
they do not feel truly involved or invested in
the outcome.

»

he evening had descended upon the tranquil garden, casting

a soft glow over the surroundings when Karthik, Priya, and
Rajesh gathered. The long day had been filled with team-building
activities and intensive sessions. Despite their fatigue, the trio
were eager to continue their discussion.

As they settled amidst the lush greenery and fragrant blooms,
Rajesh cleared his throat. “You know, amidst all the activities today,
1 couldn’t help but think about how crucial it is for us as leaders to
effectively communicate with our teams.

Karthik and Priya exchanged knowing glances, recognizing
the weight of Rajesh’s words. ‘Absolutely, Karthik responded.
‘Communication lies at the heart of leadership, especially when
conveying vision, goals, and tasks to the team.

‘More than just relaying information, Priya added, ‘it’s about
inspiring and aligning everyone towards a common purpose.

By the Numbers: The Significance of Effective
Team Communication

As per Achiever’s Workforce Institute study, 72 per cent of

employees are more likely to stay in a job where leaders
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make them feel supported, cared for and valued through
their communication than a job where they are paid 30 per
cent more but don't feel valued.™
o In Grammarly’s State of the Business Communication study,

72 per cent of business leaders and 52 per cent of knowledge
workers state that effective communication has increased
their teams’s productivity.s

By the Numbers: The Cost of Ineffective

Team Communication

A poll conducted by Fierce Inc. reveals that 86 per cent
of employees and corporate executives believe ineffective
communication to be the reason for workplace failures.’®

As per a study by the Economist Intelligence Unit, 44 per cent
of survey participants believe ineffective communication
adversely affects project completion, 31 per cent say it lowers

employee morale, and 18 per cent say it results in lost sales.”

How can | involve my team in setting vision/goals for
the organisation?

Rajesh asked, ‘As leaders, how can we actively involve our team in
realizing the vision and goals of our organisation?’

Karthik responded, ‘This can be achieved by involving our
team members in the vision and goal-setting process. That way,
we tap into their insights and perspectives and instil a sense of
ownership in the goals we set collectively.

Priya added, ‘When team members contribute to defining the
vision and goals, they feel a greater sense of responsibility and
motivation to work towards achieving them.

Rajesh asked, ‘How do we facilitate this involvement?’
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Karthik replied, ‘One approach is to hold collaborative
brainstorming sessions or workshops where team members can
contribute their ideas and perspectives. This encourages open
dialogue and fosters a sense of inclusivity and ownership in the
decision-making process.

Priya added, ‘Besides group discussions, we can also
conduct one-on-one meetings with team members periodically
to understand their aspirations and how they align with the
organization’s vision. This personalized approach allows us to
tailor our communication and goals to each team member’s
strengths and interests.

Karthik said, ‘When people are merely told what to do, they do
not feel truly involved or invested in the outcome. Ask, don't tell.
Actively seek their input and incorporate their suggestions to foster
a sense of ownership and commitment among team members

Rajesh remarked, ‘That’s a significant insight, Karthik.
By involving our team in decision-making, we tap into their
expertise and empower them to contribute meaningfully to the
organization’s vision and goals’

Priya said, ‘Yes. Making team members feel valued and heard
strengthens the team dynamic, enhancing overall productivity
and performance’

How do | communicate my vision effectively to my team?
Karthik said, ‘Communicating our vision effectively to the team
is essential for aligning everyone towards a common purpose and
direction. Beyond just conveying the vision, we must ensure that it
resonates with each team member and inspires them to act’

Priya added, ‘1 think one key aspect is communicating the
“why” behind the vision. Helping team members understand the
purpose and significance of the vision creates a sense of meaning
and relevance, driving their commitment and enthusiasm.
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Karthik agreed. ‘Absolutely, Priya. Articulating the “why”
behind the vision helps team members connect emotionally with
the goals and objectives. 1t’s like painting a vivid picture of the
future and illustrating how each team member’s contributions play
ameaningful role in achieving that shared vision. However, it’s not
just about explaining the rationale; it’s also about connecting the
vision to the values and aspirations of each individual.

Rajesh asked, ‘Are you saying we must make the vision
personally relevant to each team member?’

Karthik replied, ‘Exactly, Rajesh. This personalized approach
fostersasense of ownershipandinvestmentin thevision, motivating
individuals to actively contribute towards its achievement.

‘And how do we ensure our communication of vision is
informative and inspiring?’ Rajesh asked eagerly.

Karthik replied, ‘One effective approachis to use the storytelling
technique. By sharing compelling narratives that illustrate the
impact of the vision on individuals, teams, and the organization as
awhole, leaders can evoke emotions and ignite enthusiasm among
their team members’

Priya added, ‘Storytelling indeed has a powerful effect in
capturing attention and fostering engagement. It allows leaders to
humanize the vision, making it relatable and inspiring for everyone.

How can | communicate effectively with my

diverse team?

Rajesh shifted in his seat, contemplating his team’s diverse
composition. With members hailing from various -cultural
backgrounds, holding different perspectives, and possessing unique
communication styles, navigating effective communication within
such a diverse group presented both challenges and opportunities.
He decided to voice his concerns.
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Rajesh said, ‘One challenge 1 often face is communicating
effectively with our diverse team members. How can we ensure
everyone understands and embraces our messages, regardless of
their background or perspective?

Karthik responded, ‘Recognizing that diversity goes beyond
just demographics is crucial. We must also consider differences in
communication styles, cultural norms, and even personality traits.

Priyaadded, Leadersmustadoptaflexible and inclusive approach
to communication. This entails being mindful of language choices,
nonverbal cues, and the context in which messages are delivered’

Rajesh asked curiously, ‘How can we adapt our communication
to such diverse needs?’

Karthik replied, ‘One strategyis to foster open dialogue and active
listening. Encouraging team members to share their perspectives
and concerns creates a culture of inclusion and belonging’

Priya said, ‘Additionally, leveraging technology and multiple
communication channels can help bridge gaps and reach
individuals with varying preferences. This allows leaders to
disseminate information effectively while accommodating diverse
learning styles and communication preferences’

Karthik added, ‘Leaders must cultivate an environment where
every team member feels valued and respected. This involves
acknowledging and appreciating diverse perspectives, being open
to feedback, and being willing to adapt communication approaches
to meet the needs of individual team members.

Rajesh observed, ‘In other words, by creating an environment
where everyone feels heard and understood, we are letting people
know they belong.

Karthik said, ‘Right, Rajesh. In addition, being clear about
expectations, objectives, and feedback mechanisms can help
mitigate misunderstandings and promote collaboration’
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How do | clearly communicate when delegating tasks
to team members?

Rajesh said, ‘One challenge 1 often face is clearly communicating
responsibilities and expectations when assigning tasks to team
members. How do we ensure everyone understands their roles and
what’s expected of them?’

Karthik nodded in understanding and replied, ‘It’s essential to
provide clear instructions and guidelines when delegating tasks.
This includes outlining the specific objectives, deadlines, and any
relevant resources or support available to them.

Priya added, ‘It’s not just about telling team members what to
do but also ensuring they can ask questions and seek clarification.
Encouraging open communication fosters a collaborative
environment and ensures everyone is on the same page’

Karthik agreed, ‘Precisely. It’s not just about assigning tasks
but ensuring everyone understands their roles and responsibilities
clearly. Having periodic check-ins with the team helps to track
progress, address issues, and provide feedback’

How do | use communication to motivate my team?
Rajesh observed, ‘Motivating the team is crucial for achieving our
goals. How can we effectively use communication to inspire and
energize our team members?’

Karthik responded, ‘Motivation often stems from a sense of
purpose and recognition. By communicating the significance of
our goals and recognizing the efforts of our team members, we can
inspire them to perform at their best’

Priya added, ‘Fostering a positive work environment is also
key. Positive reinforcement and constructive feedback can create
a supportive atmosphere where team members feel valued
and motivated.
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Karthik explained, ‘Motivating our team through
communication is not just about conveying information; it’s about
inspiring and empowering them to achieve their full potential.
One key aspect is to lead by example and demonstrate enthusiasm
and passion for our goals’

‘It’s also important to tailor our communication to the
individual needs and preferences of team members, Priya added.
‘Some may thrive on public recognition, while others prefer
private acknowledgement. By understanding what motivates each
team member, we can communicate in a way that resonates with
them personally’

How do | establish and maintain trust with

team members?

Rajesh said, ‘Establishing and maintaining trust with my team is
crucial. How can communication help me achieve that?’

Karthik nodded and replied, ‘Trust is the cornerstone of
any successful team, and communication plays a pivotal role in
building and nurturing that trust. One key aspect is transparency.
Being open and honest in our communication, including during
challenges and conflicts, builds credibility and fosters trust among
team members.

‘Active listening is another essential component, Priya added.
‘By genuinely listening to our team members’ concerns, ideas, and
feedback, we show their voices are valued and respected. This
fosters a sense of trust and collaboration.

Rajesh observed, ‘1 see that trust is about creating an
environment where everyone feels confident in their ability
to contribute’

Karthik smiled. ‘Well said, Rajesh! Trust is built on a
foundation of mutual respect and understanding. By prioritizing
transparency and active listening in our communication, we
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strengthen the bonds within our team and lay the groundwork for
collaboration, innovation, and success. Additionally, we must also
respect the privacy and confidentiality of our team members. If a
team member has shared some information with us in private, we
shouldn’t disclose it publicly in front of others. This erodes trust.
‘Very true, Priya agreed. ‘Remember, Rajesh, trust cannot
be demanded; it must be earned. Effective communication is
the vehicle through which we earn that trust. When our team
members see us embodying these principles consistently, they are
more likely to trust us and feel empowered to engage fully in our
shared goals’
Rajesh said with clarity and purpose, ‘1 see now that building
trust through communication is not just a goal; it’s a continuous
journey. I am committed to walking that path with my team.

Q o
At A Glance

Engage team members in setting goals to foster ownership
and commitment.

Articulate the purpose behind the vision to drive
understanding and enthusiasm among team members.
Tailor communication approaches to accommodate diverse
preferences and learning styles within the team.

Provide clear instructions, objectives, and support when
delegating tasks to team members.

Incorporate storytelling and engagement techniques to
communicate visions and goals effectively.

Recognize contributions and create a supportive culture to
motivate team members towards shared objectives.

Build trust through transparency, active listening, and
consistent communication.
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Learning on the Go

Vision Discussion Session: Schedule a team meeting to
discuss your organization’s vision and goals. Encourage
team members to share their perspectives, ideas, and
feedback on achieving these objectives.

Role-Playing Delegation: Pair up with a colleague
and take turns role-playing scenarios where tasks are
delegated. Communicate responsibilities, expectations,
and support mechanisms to ensure understanding
and alignment.

Recognition and Motivation Exercise: Allocate a fixed
time block each week to recognize and acknowledge
the contributions of team members. Write a brief note
of appreciation or recognition to a colleague for their
efforts and share it with them personally or through a
team communication channel.

OO OO OO OO OO OO OO OO OO OO

’0000000000000000000000000000000000000000000000000000000000000000000000000“



6.
Communicating in Meetings

«K—
Confidence is a combination of preparation,
body language, and mindset.

—
FT he trio reclined comfortably in their seats, revelling in the
1 peaceful, companionable silence.

Rajesh, clearing his throat, said, ‘After our insightful discussion

on team communication, I would also like to understand how to
communicate effectively in meetings.

Karthik, his eyes shining at Rajesh’s enthusiasm, replied,
‘Meetings are crucial forums for collaboration, decision-making,
and progress tracking. How we communicate in these settings can
significantly impact outcomes.

Priya joined in, ‘Indeed. From setting agendas to facilitating
discussions and summarizing key points, effective communication
is essential for ensuring meetings are productive and meaningful.

By the Numbers: Significance of Workplace Meetings

o On average, managers spent more than 50 per cent of their
work week in meetings in 2023, an increase of 66 per cent
over the previous two years.™

e 71 per cent of meetings are poorly organized and
unproductive, costing businesses about USD 37 billion

annually.”
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o Unnecessary sessions, late starts, loud background noise,
technical difficulties, unprepared attendees, and vague

meeting agendas were the top meeting peeves in 2024."

How can | be more assertive in meetings?

Rajesh admitted hesitantly, ‘Sometimes, 1 tend to hold back my
opinions in meetings, especially when there are dominant voices
in the room. How can I be more assertive?’

Karthik replied, ‘Assertiveness in meetings is about
confidently expressing your thoughts, ideas, and opinions while
also respecting the contributions of others. It’s about finding the
right balance between speaking up for yourself and listening to
others. One way to be more assertive is by preparing beforehand
so you feel confident in your contributions. Another strategy is to
use “I” statements to convey your perspective without sounding
confrontational. For example, instead of saying, “You are wrong”,
you could say, “I see it differently.”

Priya added, ‘Positive body language, such as making eye
contact, nodding, and using open gestures, helps convey confidence
and assertiveness.

Rajesh concluded, ‘So, being assertive in meetings is not about
dominating the conversation but about contributing confidently
and respectfully’

Karthik replied, ‘Exactly. It’s about ensuring your voice is heard
while fostering a collaborative and inclusive environment.

‘By being assertive, you will not only make a greater impact in
meetings but also earn the respect of your colleagues, Priya added.

‘One thing 1 struggle with is interrupting others. How can 1
assert myself without coming across as rude?’ asked Rajesh.

Karthik responded, ‘Interrupting can be seen as disrespectful,
so waiting for the right opportunity to speak is important. One
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technique is to nod to signal that you have something to add
when the speaker finishes. You can also use bridging phrases
like “Building on what you said...” or “That reminds me of...” to
smoothly transition into your point without interrupting’

Rajesh smiled. ‘1 like that approach. It allows me to contribute
without being disruptive! He continued, ‘Finding the right
balance between assertiveness and respect for others’ opinions is
also important. How can we ensure our contributions are heard
without dominating the discussion?’

Karthik replied, ‘Communication is reciprocal; you get what
you give. You will feel more confident when the discussions are
interactive and conversations in meetings are dialogues instead of
monologues. Strive to find common ground and foster constructive
dialogue rather than engaging in debates or arguments.

‘Speaking of arguments, how can we handle disagreements
assertively?” asked Rajesh.

Karthik said, ‘Disagreements are natural in meetings, but
what matters is how you express them. Instead of arguing,
focus on expressing your perspective calmly and respectfully.
Acknowledge the other person’s viewpoint and then present
your counterarguments.

Priya added, ‘If the discussion becomes heated, it’s okay to
suggest taking a break or revisiting the topic later when emotions
have cooled down. This shows maturity and a commitment to
productive dialogue.

Rajesh observed, ‘1 see now that it’s possible to be assertive
even in challenging situations.

Karthik replied, ‘Yes, it is. Assertiveness is a skill that improves
with practice. The more you assert yourself respectfully, the more
natural it will become. Through assertive communication, you
will contribute more effectively in meetings and foster a culture of
open dialogue and mutual respect within your team.
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How do | project confidence in meetings?

Rajesh admitted, ‘Confidence is key in meetings, but sometimes
I struggle to project it, especially when 1 am nervous or unsure
about my ideas’

Karthik replied, ‘Confidence often comes from preparation.
The more you know about the topic and your role in the meeting,
the more confident you will feel. Review the agenda beforehand
and anticipate potential questions or discussion points. By
organizing your thoughts beforehand, you can articulate them
more effectively during the meeting’

Rajesh said, ‘1 agree. 1 have noticed that 1 feel more
confident and in control when 1 am well-prepared, even in
high-pressure situations.

‘Body language also plays a crucial role in projecting
confidence, Priya added. ‘Sit straight, maintain eye contact, and
use gestures to emphasize your points. Smile at regular intervals.
Even if you are nervous, appearing confident can influence how
others perceive you.

Rajesh asked, ‘But what if 1 make a mistake or don’t know the
answer to a question?’

Karthik responded, ‘It’s okay to admit when you don’t have
all the answers. Instead of trying to bluff your way through,
acknowledge the question, and offer to follow up with more
information later. This shows honesty and integrity, which are
important aspects of confidence.

Priya added, ‘And remember, confidence is as much about how
you perceive yourself as it is about how others perceive you. Focus
on your strengths and past successes, and don'’t let self-doubt
undermine your confidence’

‘Confidence is a combination of preparation, body language,
and mindset. I will keep that in mind, said Rajesh, thoughtfully.
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How can | speak my mind effectively in meetings?
Rajesh asked, ‘How can we make our communication in meetings
more effective?’

‘One key aspect is active listening, Karthik replied. ‘It’s not just
about speaking; it’s also about truly hearing and understanding
what others are saying. When we actively listen, we can respond
more effectively and contribute meaningfully to the discussion.

‘Another important skill is clarity in communication, Priya
added. ‘We must express our ideas clearly and concisely to ensure
everyone understands our points. Avoiding jargon and using
simple language can enhance clarity’

Rajesh said, ‘1 have understood the significance of clarity and
active listening for effective communication in meetings. What
else can we do to improve?’

Karthik replied, ‘Nonverbal communication is also crucial. Pay
attention to your body language, facial expressions, and tone of
voice. They can convey as much, if not more, than your words.

‘It’s also important to adapt our communication style to the
needs and preferences of different attendees, Priya said. ‘Some
prefer direct, concise communication, while others appreciate a
more detailed explanation. Being flexible in our approach can help
us connect with diverse personalities and ensure everyone feels
heard and valued.

‘Follow up after the meeting, Karthik advised. ‘Effective
follow-up communication can be as crucial as the meeting
itself as it ensures everyone is on the same page, helps maintain
momentum, and ensures progress towards our goals. Summarizing
key decisions, action items, and next steps ensures clarity and
accountability among team members.

‘This is very insightful, Rajesh said. 1 am looking forward
to implementing these strategies in our upcoming meetings, he
added enthusiastically.
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How do | lead team meetings more effectively?

Rajesh said, ‘1 have been reflecting on our previous discussions,
and one question that keeps coming to mind is: How can 1 lead
team meetings more effectively?’

Karthik smiled. ‘That’s an excellent question, Rajesh. Leading
team meetings effectively requires careful planning, facilitation,
and communication skills’

‘As the meeting leader, it’s crucial to set clear objectives and an
agenda beforehand, said Priya. ‘A well-defined agenda helps keep
the discussion focused, ensures everyone knows what to expect,
and helps manage time effectively. It allows us to prioritize agenda
items, allocate time accordingly, and avoid getting sidetracked.

Karthik added, ‘Facilitation plays a crucial role in keeping
meetings on track and engaging participants. As the meeting
leader, it’s important to encourage participation, manage
discussion dynamics, and ensure everyone can contribute. Active
participation fosters a sense of ownership and engagement
among team members. By inviting input, asking questions, and
encouraging discussion, we can tap into the team’s collective
wisdom and make more informed decisions.

‘Let’s not forget the importance of time management during
meetings, Priya added. ‘As leaders, we must be mindful of the clock
and ensure that discussions stay on schedule. This means knowing
when to table certain topics, when to move the discussion forward,
and when to wrap up’

‘That is a good point, Priya, Karthik said. “Time management is
crucial for a productive meeting. He added, ‘Lastly, following up on
action items and decisions made during the meeting is essential.
Assigning tasks, setting deadlines, and circulating minutes of the
meeting ensures that tasks are completed promptly, and everyone
is accountable for their responsibilities. Moreover, following up
demonstrates the leadership’s commitment to the team’s success.
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When team members see that their efforts are recognized and
supported, it fosters a sense of trust, motivation, and engagement.
By closing the loop on action items, we create a culture of
accountability and continuous improvement.

Priya said, ‘Effective follow-up ensures that our meetings aren’t
just a forum for discussion but a catalyst for action and progress.

“You have explained it very well, Karthik and Priya, said
Rajesh, gratefully. ‘1 have understood that meetings should serve
as a springboard for driving initiatives forward and achieving
tangible results.

Practise expressing thoughts and opinions confidently and
respectfully in meetings.

Project confidence through preparation, body language,
and a positive mindset.

Lead team meetings effectively by defining clear objectives,
structured agendas, following up on action items, and
fostering collaboration.

Learn to speak your mind and express yourself effectively
while actively listening to others.

Create a collaborative environment where diverse
perspectives are welcomed and valued for informed decision-
making.

Regularly follow up on the action items to reinforce
accountability and demonstrate commitment to the

team’s success.
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Learning on the Go

Mock Meetings: Organize mock meetings with
colleagues or friends where each participant takes
turns leading and participating in discussions. Practise
assertive communication, effective leadership, and
active listening during these meetings.

Feedback Sessions: Arrange feedback sessions with
colleagues or mentors to receive constructive feedback
on your communication skills in meetings. Pay attention
to areas for improvement, and work on refining your
assertiveness and self-expression.

Reflection Journal: Maintain a reflection journal where

you document your experiences and observations
in meetings. Reflect on your communication style,
leadership techniques, and areas of growth. Set goals for
improvement, and track your progress over time.




7.
Communication for Presentations
and Public Speaking

<

Effective communication is about engaging
both the mind and the heart of our audience.

»

ajesh looked at his colleagues with anticipation. He leaned

forward with an eager expression and said, ‘After our insightful
exploration of effective communication in meetings, 1 want to
delve into presentations and public speaking.

Karthik replied, ‘Presentations are powerful tools for conveying
ideas, inspiring action, and influencing audiences. Mastering the
art of public speaking opens doors to countless opportunities for
leadership and impact’

Priya joined in. ‘1 agree. Whether addressing a small group or
speaking to a large audience, effective communication skills are
essential for delivering compelling and memorable presentations.

By the Numbers: The Fear of Presentations and
Public Speaking

o Employees miss about 7 hours of work annually due to fear
and anxiety related to giving a presentation.*

71
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o 95 per cent of respondents indicated some level of fear while
giving a speech, as per a survey by the National Speech
Anxiety Institute.”

People spend about three to four weeks a year feeling

anxious about public speaking.*
44 per cent of women and 37 per cent of men feel afraid and
anxious speaking in front of an audience.”

How do | deliver impactful presentations?

Rajesh said, ‘We often use presentations during internal and
external meetings. Delivering impactful presentations seems like a
daunting task. How do we ensure our presentations resonate with
the audience and leave a lasting impression?’

Karthik replied, ‘It’s all about engaging the audience and
delivering content that is both informative and compelling. We
must structure our presentations to capture attention from the
start and keep the audience engaged.

Priya added, ‘We can achieve this by incorporating stories,
examples, and visuals that bring our key points to life.

Karthik smiled. ‘Excellent point, Priya! Incorporating
storytelling and visuals can make our message more memorable.
People often connect more with stories and visuals than with dry
facts and figures.

‘Engaging delivery and captivating content are key to delivering
impactful presentations, Rajesh concluded.

‘Exactly, Rajesh, said Karthik. ‘Effective communication is
about engaging both the mind and the heart of our audience. We
can make an impact by delivering presentations that resonate with
them emotionally. Audience engagement will not come when we
deliver our presentation as a one-way street. Questions, polls, and
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discussions make our session interactive, keeping our audience
engaged and invested in our presentation’

Rajesh said, ‘Now I know why you use polls and quizzes in your
employee addresses, Karthik!

‘There’s no secret here, said Karthik, smiling. He added,
‘Another point to remember is to avoid hedging language like
“kind of” and hesitant language like “I think” while delivering a
presentation. Such qualifiers undermine our credibility. Confident
leaders speak the language of surety, like “I feel” and “I believe”’

Rajesh said admiringly, ‘Wow! While listening to you, 1
understand how the qualifiers we use in our communication make
a difference. 1 will ask a trusted colleague to alert me about the
qualifiers 1 use while presenting’

‘That will certainly help, Rajesh, said Priya. She added,
‘Further, we can become more confident and compelling speakers
by practising and refining our delivery techniques. With the right
approach and preparation, we can deliver presentations that
inform, inspire, and leave a lasting impression on our audience.

Rajesh said, ‘I can see how these strategies can make a difference
in how our presentations are received. 1 believe knowing our
audience is the key. It seems simple, but | can imagine how much
impact it could have’

Priya nodded. ‘When we take the time to understand our
audience’s interests, challenges, and goals, we can tailor our
message to resonate with them on a deeper level’

Karthik advised, ‘Seek feedback, sometimes from your
audience, but at all times from trusted mentors and colleagues.
There’s always room for improvement. By incorporating the
feedback received, we can refine our presentations for maximum
impact and emerge better presenters.’

‘11ook forward to implementing these strategies and seeing the
difference they make in my presentations, Rajesh said eagerly.
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How do | use storytelling in my presentation

and communication?

Rajesh asked, ‘Storytelling seems like a powerful tool, but
how do we effectively incorporate it into our presentations
and communication?’

Karthik replied, ‘Storytelling allows us to create emotional
connections and engage our audience deeper. One effective
approach is to start with a compelling story that illustrates your
presentation’s key message or theme.

Priya added, ‘It’s also important to consider the structure of
your story, including elements like setting, characters, conflict,
and resolution. This helps to keep your audience engaged and
invested in the narrative’

‘Butwhatif'mnotanatural storyteller?” asked Rajesh,anxiously.

Karthik said reassuringly, ‘Storytelling is a skill that can be
learnt and developed over time. Start by observing and analyzing
compelling stories in books, movies, or everyday interactions.
Then, practise crafting and delivering your own stories until you
feel more comfortable and confident.

Priya added, ‘Don’t be afraid to inject your personality
and authenticity into your stories. Your unique perspective
and experiences will make your storytelling more compelling
and relatable.

‘That makes sense, Priya, said Rajesh. ‘But 1 am still unsure
when and where to use stories in presentations and what type of
stories would be most effective’

Karthik explained, ‘Stories can be powerful tools in various
parts of a presentation. You can use them at the beginning to grab
your audience’s attention, in the middle to illustrate key points
or concepts, and at the end to drive home your main message
or call-to-action. As for the type of stories to use, it depends on
your audience and the purpose of your presentation. Personal
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anecdotes, leadership or business case studies, and even fictional
narratives can all be effective, as long as they are relevant and
relatable to your message’

‘Can you explain what type of personal anecdotes and fictional
stories work best in a corporate setting?’ asked Rajesh.

‘Certainly, Rajesh, said Karthik, smiling. ‘In a corporate setting,
personal anecdotes that highlight lessons learnt, challenges
overcome, or pivotal moments in your career can be particularly
impactful. These stories humanize you as a presenter and help
build rapport with your audience. Fictional stories can be used to
illustrate abstract concepts or complex ideas in a more engaging
and accessible way. Just ensure that the fictional elements are
grounded in reality and relevant to your audience’s experiences
and interests.

Priya added, ‘Share the stories you believe in and keep them
concise. People lose interest in lengthy stories. In any case,
convoluted anecdotes are not the key points of your presentations.
Anecdotes support your delivery; you should spend more time on
the main messages while delivering a presentation.

Rajesh said thoughtfully, ‘1 will need to find the right balance
between authenticity and relevance when incorporating stories
into my presentations and choose stories that reinforce the key
themes of my presentation’

Karthik nodded. ‘Exactly. By weaving engaging and meaningful
stories into your presentations, you can captivate your audience,
make your message more memorable, and inspire action’

Priya remarked, ‘Storytelling isn’t just limited to formal
presentations; it can be a powerful tool in various communication
contexts. Whether crafting an email, leading a team meeting,
or delivering a sales pitch, storytelling can help capture your
audience’s attention, convey complex ideas, and inspire action.
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‘Absolutely, Priya, agreed Karthik. ‘In everyday communication,
stories provide context, create emotional connections, and make
information more memorable. You can effectively engage your
audience and drive home your key messages by weaving narratives
into your interactions.

Rajesh said, ‘I appreciate how integrating storytelling into all
aspects of communication can enhance engagement and influence.

‘Exactly, said Karthik. ‘Whether you share a personal experience
toillustrate a point or use ametaphor to simplify acomplex concept,
storytelling adds richness and depth to your communication’

How can | deliver an effective and

persuasive presentation?

Rajesh asked, ‘When delivering presentations, how can we ensure
that our message resonates with our audience and motivates them
to take action?

Karthik responded, ‘Delivering a persuasive presentation
requires careful planning, strategic messaging, and compelling
delivery. First and foremost, you need to clearly define your
objective. What action do you want your audience to take from
your presentation? Once you have identified your objective, craft
your message with your audience in mind. Understand their needs,
concerns, and motivations, and tailor your content to address
these factors’

‘How can we structure our presentation to effectively convey
our message and compel action?’ asked Rajesh, eagerly.

Karthik replied, ‘Use a compelling opening to grab attention,
followed by a clear outline of your key points, supporting evidence
or examples to bolster your argument, and a strong call-to-action
to prompt action from your audience’

‘In addition to structure, your delivery plays a significant role
in persuading your audience, added Priya. ‘Use confident body
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language, vocal variety, and passion to convey your message with
conviction. Supporting your message with data, examples, or
testimonials adds credibility.

Karthik said, ‘Always conclude with a clear call-to-action for
your audience to make your presentation purposeful, meaningful,
and productive. Moreover, connecting emotionally with your
audience can enhance the persuasiveness of your presentation.
Share stories, anecdotes, or examples that evoke empathy or
resonate with their values and beliefs, emphasizing the importance
of building rapport and understanding with listeners.

What are the tools to improve my presentation skills?
Rajesh said, ‘1 am curious about the practical tools and techniques
we can use to enhance our presentation skills. Do you have any
suggestions for the same?’

Karthik replied, ‘Several tools and resources are available to
help us improve our presentation skills significantly. From online
courses and public-speaking workshops to presentation software
and feedback platforms, these tools offer valuable guidance and
support. Online courses offer structured lessons and exercises
to improve public-speaking techniques, while workshops
provide hands-on experience and real-time feedback from
experienced facilitators’

‘Presentation software like PowerPoint or Google Slides also
offers templates, animations, and multimedia features to enhance
visual appeal and engagement, said Priya.

Karthik added, ‘Further, we can take the help of executive
coaches and use video recording apps to get personalized feedback
for our delivery and content. Executive coaches specializing in
communication can provide personalized guidance tailored to
individual strengths and areas for improvement. 1, myself, am
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working with a coach on this. Through one-on-one sessions
or group programmes, these experts provide valuable insights,
techniques, and exercises to help leaders enhance their delivery,
storytelling abilities, and overall stage presence’

Priya said, ‘Video recording apps allow you to practise your
presentations and review your performance for self-assessment
and refinement.

‘What about tools commonly available in a regular office
setting? Can we leverage any specific resources to enhance our
presentation skills?” asked Rajesh.

‘Certainly, Karthik replied. ‘We often access various tools in an
office to support our presentation efforts. For instance, most offices
have presentation software like Microsoft PowerPoint or Apple
Keynote readily available on the company’s computers. These tools
offer a range of features for creating visually appealing slideshows,
organizing content, and delivering presentations effectively.

‘Additionally, many corporate offices have meeting rooms
equipped with projectors or large screens, which can enhance
the visual impact of our presentations, continued Karthik.
‘Whiteboards, flip charts, and markers are also commonly found
in meeting spaces, providing valuable tools for brainstorming
sessions, illustrating ideas, and capturing audience feedback
in real-time.

Priya added, ‘We can also leverage internal resources, such
as training programmes, mentorship opportunities, and peer
feedback sessions, to develop our presentation skills collaboratively
within the organization. Seasoned colleagues or leaders can serve
as mentors, offering invaluable advice, feedback, and support to
emerging presenters. Their wealth of experience and insights
can provide valuable perspectives and strategies for honing
presentation skills in the organisational context’



Smita Das Jain | 79

How do | overcome my fear of public speaking?

Rajesh shifted uneasilyin hisseat, hismind filled with apprehension.
‘l have always struggled with public speaking, he confessed. “The
mere thought of standing in front of a crowd makes my palms
sweat and my heart race’

Karthik nodded empathetically, acknowledging the challenge.
‘Fear of public speaking is pervasive, he reassured. ‘But there
are strategies we can employ to overcome it and become more
confident communicators.

‘One approach is to reframe our mindset and view public
speaking as an opportunity for growth and learning, said Priya.

‘Yes, mindset plays a significant role, Karthik agreed. ‘Instead
of focusing on your fear or self-doubt, try shifting your focus to
your audience and the value you are providing to them. Remind
yourself of your expertise and the importance of your message.
By focusing on the message we want to convey and the impact we
hope to make, we can channel our nervous energy into passion
and purpose’

‘Your suggestion on focusing on the message to be delivered
rather than thinking about our fear helps, Karthik. Thank you,
Rajesh said gratefully.

‘Always happy to help, said Karthik, smiling. ‘Mindfulness,
visualization techniques, and gradual exposure to public-speaking
situations can help build our confidence over time and conquer
our fears. Mindfulness is about being present in the moment and
acknowledging our thoughts and feelings without judgement.
When we are mindful, we can observe our anxiety or nervousness
without letting it control us. This awareness allows us to choose
how we respond, whether it’s taking deep breaths to calm ourselves
or shifting our focus back to the task at hand.

‘Visualization is another powerful tool for overcoming fear,
Karthik continued. ‘By vividly imagining ourselves delivering a
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successful presentation, we can trick our brains into believing
we have already experienced that positive outcome. This mental
rehearsal prepares us mentally and emotionally for the actual
event, making us feel more confident and capable’

Priya said, ‘Additionally, recollecting positive outcomes from
the past can help bolster your confidence. Think of a similar past
situation where you engaged with your audience and received
positive feedback. This mental recollection primes your brain for
success and helps dispel any lingering doubts or anxieties.

Karthik smiled. ‘That’s a good strategy, Priya. And don’t
forget to breathe deeply, smile, and maintain good posture to
project confidence outwardly. Remember, everyone experiences
nervousness before speaking in public. It’s a natural response to
the pressure of the moment. The key is not to let that fear paralyze
us but to use it as fuel to propel us forward.

How do | handle public-speaking engagements

with confidence?

Rajesh asked, ‘Once we have overcome our fear of public
speaking, how do we ensure that we confidently handle speaking
engagements?’

‘Handling speaking engagements confidently requires
preparation and practice, replied Karthik. ‘Thorough preparation
is essential. This includes researching your topic, organizing your
content clearly and logically, and anticipating potential questions
or objections. The more familiar you are with your material, the
more confident you will feel when delivering your presentation
or talk’

Priya added, TPractise your presentation multiple times
beforehand to become more familiar with your material and
increase your comfort level with the content. You can also rehearse
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in front of a mirror or record yourself to evaluate your delivery and
make any necessary adjustments.

‘Public speaking entails thorough groundwork to master the
content and then trusting our preparation, Rajesh concluded.

Karthik replied, ‘Yes, it does. It’s also important to remember
that confidence comes with experience. The more presentations
you deliver, the more comfortable and confident you will become.
So, don’t be discouraged by initial nerves or setbacks—each
speaking engagement is an opportunity to grow and improve.

‘l used to avoid public speaking at one point, but gradually
took it up, Priya admitted.

‘A good strategy, Priya, said Karthik, approvingly. ‘Gradual
exposureisaboutprogressively challenging ourselvesto step outside
our comfort zones. Starting with smaller speaking opportunities,
like presenting to a trusted friend or colleague, allows us to build
confidence in a supportive environment. As we gain experience
and success in these smaller settings, we can gradually increase
the complexity and scale of our public-speaking engagements.

‘Thank you both for your insights, said Rajesh, gratefully.
‘Preparation, practice, and experience are key to confidently
handling public-speaking engagements. | feel better equipped to
handle them now.

How do | give an impromptu speech without fear?
Rajesh said, ‘Speaking off the cuff can be challenging, especially
when unexpected questions or situations arise during meetings
or presentations.

‘Speaking impromptu is essential, especially in fast-paced
environments or unexpected situations, Karthik replied. ‘One key
strategy is to buy time by paraphrasing or clarifying the question
before responding. This helps ensure you understand the question
correctly and gives you time to gather your thoughts’
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‘That makes sense, said Rajesh.

‘Another helpful strategy is to embrace the power of pausing,
said Karthik. ‘Take a moment to collect your thoughts before
responding. This not only gives you time to formulate a coherent
answer but also demonstrates poise and deliberation’

Rajesh nodded. ‘T have never thought about pauses that way, he
admitted. ‘A brief pause can help gather my thoughts and respond
more effectively.

Priya added, ‘Listening actively to the question or prompt is
also important. Ensure you understand it fully before responding
and empathize with the context if needed’

‘Active listening is indeed key, agreed Karthik. ‘It shows respect
for the speaker and ensures your response is relevant and on
point. By staying composed, listening attentively, and responding
thoughtfully, you can effectively navigate unexpected situations
and speak confidently, even when put on the spot’

Rajesh asked, ‘Can we use some frameworks or techniques in
these situations?’

‘Yes’, responded Karthik. “Two commonly used frameworks
for handling impromptu speaking situations are PREP and STAR.
PREP stands for Point, Reason, Example/Explanation, and Point
Reiterated. It’s a structured approach that helps you organize your
thoughts and deliver a concise, coherent response.

Rajesh was intrigued and leaning forward, asked, ‘Can you give
us an example of using the PREP framework?’

Karthik explained, ‘Let’s say you are asked a question about a
recent project failure. You could start by stating the main point—
for example, that the project encountered unexpected challenges.
Then, you provide a reason for these challenges and an example
to illustrate your point. Finally, you restate your main point to
reinforce your message.
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Rajesh said, ‘That helps. PREP sounds like a simple yet
useful framework’

‘It is, Karthik agreed. ‘On the other hand, the STAR framework
stands for Situation, Task, Action, and Result. It’'s commonly used
in behavioural interviews but can also be applied to impromptu
speaking situations.

‘With the STAR framework, you start by describing the
Situation or context of the scenario you are discussing, explained
Priya. ‘Then, you outline the Task or challenge you faced. Next,
you describe the Action you took to address the challenge, and
finally, explain the Result or outcome of your actions.

Rajesh remarked, ‘These frameworks provide a clear structure
for organizing our thoughts and communicating effectively in
spontaneous situations. 1 will definitely keep them in mind for
future reference’

As the sun dipped below the horizon, casting a warm, golden
glow over the tranquil surroundings, the trio exchanged satisfied
smiles. The vibrant hues of the sky mirrored the energy and
enthusiasm they felt after their enlightening discussion.

‘Shall we go inside to the lounge?” Karthik suggested. ‘We can
continue our conversation over a cup of tea’

Rajesh and Priya nodded in agreement, rising from their seats.
The trio walked indoors, eager to continue their exploration of
effective leadership communication strategies and principles.
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At A Glance

Engage the audience, convey clear messages, incorporate
storytelling, and use persuasive presentation techniques.
Use personal anecdotes, case studies, and emotional
connections to enhance engagement and persuasion.
Access online courses, workshops, software, and feedback
platforms to enhance presentation skills.

While speaking impromptu, stay composed, listen

attentively, and utilize frameworks like PREP and STAR for
effective responses.
Practise mindfulness, visualize future and past success,

reframe your mindset, and utilize your nerves to overcome
the fear of public speaking.

Focus on the message, be thorough with your content,
rehearse multiple times, and build gradual exposure in
public speaking.
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Learning on the Go

Visualization Practice: Spend 10-15 minutes each day
visualizing yourself delivering a successful presentation.
Imagine the venue, your confident demeanour, and
positive audience reactions.

TED Talk Analysis: Watch TED Talks or other inspiring
presentations online. Analyze the speakers’ delivery
techniques, storytelling methods, and persuasive
strategies. ldentify elements you can incorporate into
your own presentations.

Impromptu Speaking Challenges: Create impromptu
speaking scenarios with friends or colleagues. Take
turns selecting topics and speaking for 1-2 minutes

without preparation. Focus on maintaining composure

and delivering clear messages.




8.
Communicating to
Persuade and Influence

«C——
Saying 'no’ is a combination of assertiveness,
empathy, and clear communication.

—

ajesh, Karthik, and Priya were greeted by the warm glow of
Rthe ambient lighting and the comforting aroma of freshly
brewed tea as they entered the lounge. Soft cushions on plush
armchairs invited them to sink in and relax. The crackling flames
in the fireplace added to the cosy atmosphere, casting dancing
shadows across the room. The trio settled in, ready to continue
their discussion.

By the Numbers: Importance of Communication to
Persuade and Influence

e 09 per cent of managers feel uncomfortable while
communicating with their employees.>
e 1in 5 business leaders experience diminished credibility

owing to poor communication.>

o 77 per cent of employers consider verbal communication
with people inside and outside the organization as an
essential skill.>+

86
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70 per cent of consumers feel a stronger connection with

the brand based on the personal brand and activity of the
brand’s CEO on social media.*

How do | build my personal brand

through communication?

Rajesh said, ‘1 have often heard your communication helps build
your personal brand. Is that so?’

Karthik replied, ‘Yes, communication plays a crucial role in
shaping our brand. Whether through verbal interactions, written
communication, or nonverbal cues, every interaction contributes
to how others perceive us.

‘What are some practical ways we can use communication to
build our personal brand?’ asked Rajesh, curiously.

‘Start with defining who you are and what you stand for,
Karthik responded. ‘Your personal brand reflects your values,
strengths, and unique qualities.

Priya said, ‘Consistent messaging and authenticity are key.
Whether through your verbal communication, writing, or online
presence, ensure that your communication reflects what you
stand for’

‘Consistency is crucial for building trust and recognition,
Karthik added. ‘Your communication should reflect your personal
brand across all channels and interactions. Whether speaking at a
conference, writing an email, or engaging on social media, ensure
that your message aligns with your values and portrays your
authentic self.

‘But how do we ensure that our communication remains
consistent across different platforms and interactions?
Rajesh asked.
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Karthik replied, ‘It starts with understanding your values,
strengths, and unique selling points. Once you have clarity on what
you stand for, you can develop messaging guidelines that outline
the tone, language, and key themes to maintain consistency.
Ensure your messages are clear, concise, and aligned with your
brand values and goals.

Rajesh asked, ‘What about communication channels? How do
we choose the right platforms to amplify our personal brand?’

‘Select communication channels that align with your clients
and personal branding objectives, replied Karthik. ‘Whether
it'’s social media, public-speaking opportunities, or networking
events, choose platforms where you can showcase your expertise
and engage with your audience effectively.

Priya said, ‘Additionally, regular self-reflection and feedback
from trusted colleagues or mentors can help you assess whether
your communication aligns with your personal brand. By
staying true to yourself and your values, you will naturally exude
authenticity and consistency in your interactions.

Karthik added, ‘And don’t underestimate the power of
storytelling. Use your personal experiences, achievements, and
challenges to create relatable narratives that resonate with your
audience and reinforce your brand identity. This helps others
connect with you on a deeper level.

Rajesh nodded thoughtfully and said, “That makes sense. But
how do we ensure our storytelling aligns with our personal brand?’

Karthik replied, ‘When crafting your stories, staying true to
your values is essential. Highlight experiences and qualities that
showcase your unique strengths and perspectives, reinforcing
your identity’

‘How can we ensure that our communication resonates with
our target audience?’ Rajesh asked.



Smita Das Jain | 89

Karthik smiled. ‘Good question, Rajesh, he said. ‘Understanding
your audience is crucial. Tailor your communication style, tone,
and messaging to resonate with the preferences and needs of
your target audience. In addition, authenticity is also paramount.
Authentic communication builds trust and credibility, which are
essential to building a strong personal brand.’

‘l understand that building a personal brand is about crafting
a compelling narrative that reflects who 1 am and what 1 stand for,
Rajesh concluded.

‘Exactly, Karthik said. ‘By leveraging clear, consistent,
audience-relevant, and authentic communication and selecting
the right communication channels, we can effectively build and
strengthen our personal brand.

Stay true to yourself and your values to exude
authenticity in your communication, building trust
and credibility.

How can | become a more persuasive leader?

Rajesh mused, ‘1 have been thinking about becoming a more
persuasive leader. It seems like such a critical leadership skill.
What are your thoughts?

Karthik nodded and said, ‘Persuasion is a powerful tool for
leaders. To become more persuasive, it’s essential to understand
the needs and motivations of your audience. By tailoring your
message to resonate with their interests and concerns, you can
increase your effectiveness as a communicator’

Priya added, ‘Building credibility is crucial to persuasion.
Leaders who demonstrate expertise, integrity, and empathy are
more likely to influence others positively. You can enhance your
credibility and persuasive impact by consistently delivering on
promises and acting authentically’
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‘Well said, Priya!’ said Karthik. ‘Credibility is not just about
what you say but also how you say it. Nonverbal cues, such as body
language, tone of voice, and facial expressions, play a significant
role in establishing credibility. Maintaining eye contact, using
confident gestures, and speaking with conviction can all build
trust and credibility with your audience’

‘Leaders must demonstrate expertise in their field to earn
the trust and respect of their audience, Karthik continued. ‘This
involves staying updated with industry trends, honing relevant
skills, and showcasing a deep understanding of the subject matter.
We must make well-informed decisions and deliver results.

‘Integrity is equally important, added Priya. ‘Leaders who
uphold ethical standards, admit mistakes, and remain transparent
are perceived as trustworthy. We must align our words with deeds
and be accountable for our actions.

Karthik said, ‘Empathy bridges the gap between leaders and
their audience. Leaders can establish meaningful connections and
inspire action by actively listening to others, showing genuine
concern for their needs, and considering their perspectives’

‘This is so powerful, Rajesh said. ‘When leaders combine
expertise, integrity, and empathy, they create a robust foundation
for persuasion’

Karthik replied, ‘Exactly. Persuasion is about building
authentic relationships, fostering trust, and ultimately driving
positive change.

What techniques can | use to influence and
persuade others?
Rajesh asked, ‘What techniques can we use to effectively influence
and persuade others?’

Karthik replied, ‘Well, one powerful technique is reciprocity. By
giving something of value first, whether it’s information, assistance,
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or even a small favour, we can create a sense of obligation in others
to reciprocate’

‘And then there’s social proof, Priya added. ‘Testimonials,
recommendations, and endorsements from colleagues, as well as
case studies and success stories, help. People are more likely to
follow suit if they see others, especially those they trust or admire,
talk favourably about you!

Karthik said, ‘Leveraging authority is another effective
technique. It entails drawing upon your expertise, experience, or
position of influence to convey credibility and persuade others’

‘For example, he continued, ‘when a manager speaks about a
topic within their area of expertise or responsibility, their words carry
weight because of their position within the organization. Similarly,
when an industry expert shares insights or recommendations, their
authority in the field lends credibility to their message, and others
are more inclined to listen and follow their lead’

‘So, we need to use our knowledge, credentials, or position
to establish credibility and influence others? asked Rajesh,
thoughtfully.

‘Precisely, said Karthik. ‘We exude authority not from our
formal titles or qualifications but from the confidence and clarity
with which we communicate our ideas, he added.

‘Likability is also crucial, said Priya. ‘Building rapport and
connecting with others through empathy and shared interests can
make them more receptive to our influence.

Karthik said, ‘Undoubtedly, Priya. When we connect
with others on a personal level, it creates a sense of trust and
camaraderie. People are more inclined to listen to those they like
and feel connected to.

‘It’s true, agreed Rajesh. Thave noticed that when 1 take the time
to understand someone’s perspective and show genuine interest in
their well-being, they are more open to considering my suggestions’
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Priya added, ‘And let’s not forget the power of consistency. By
consistently demonstrating these likeable traits in our interactions,
we reinforce our influence and credibility over time.

‘Indeed, said Karthik. ‘Consistency builds trust and reliability,
essential for maintaining influence in the long run’

How do | influence and inspire confidence in my team?
Rajesh said eagerly, 1 am intrigued by this idea of inspiring
confidence among our team members. How can we effectively do
that in our day-to-day interactions?’

Karthik replied, ‘One way to influence and inspire confidence
is by leading by example. When team members see leaders
demonstrating confidence in their abilities, it sets a positive tone
and encourages them to believe in themselves.

‘Frequent communication is also crucial; Priya added.
‘Providing clear expectations, regular feedback, and recognition
for achievements can help build confidence and motivate team
members to perform at their best’

Karthik said, ‘Another crucial aspect is creating opportunities
for growth and development. This enhances individual skills
while demonstrating the leader’s commitment to their team’s
success. When team members feel supported in their professional
development and have the chance to learn and grow, it boosts their
confidence and commitment to the team!

‘Additionally, fostering a culture of empowerment is crucial,
said Priya. ‘Encouraging autonomy, decision-making, and
ownership of projects instils a sense of trust and confidence in
team members, empowering them to take initiative and excel’

‘ see how these strategies can influence and inspire our teams
to achieve their full potential and drive our success as leaders,
Rajesh concluded.
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How do | influence senior management?
Rajesh asked, ‘How can we effectively influence senior management
to support our initiatives?’

‘Influencing senior management can be daunting, but it’s
crucial for driving change and achieving organizational goals,
replied Karthik. ‘Demonstrate how your ideas contribute to the
company’s vision and bottom line. This will make it more likely to
garner their attention and support.

Priya added, ‘It’s also important to tailor your communication
style and messaging to resonate with senior management.
Presenting data-driven insights, concise summaries, and
compelling narratives can help capture their interest and persuade
them to take action’

Rajesh said, ‘So, it’s about understanding their priorities,
aligning our proposals with strategic objectives, and effectively
communicating the value proposition.

Karthik responded, ‘Exactly. Building relationships and
credibility with key stakeholders is also essential. By fostering trust
and demonstrating reliability, we can enhance our influence and
gain their support’

Priya added, ‘And let’s not forget the power of persistence and
resilience. A “no” in the first instance doesn’t mean “never”. You
can prepare better and share your views again at an appropriate
time. Influencing senior management often requires perseverance
and adaptability in the face of challenges and setbacks.

What words do | use to build influence and impact?
Rajesh said, ‘Choosing the right words is critical to building
influence and impact. What specific words or phrases can we use
to enhance communication and effectively convey our message?’
Karthik replied, ‘Indeed, our language significantly influences
how our message is received. Words that evoke emotion, convey
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credibility, and inspire action are particularly powerful in building
influence and impact.

Words and Phrases that Evoke Emotion

Passion: “I'm passionate about...”
Inspired: “This idea was inspired by...”
Excited: “I'm excited to share...”
Gratitude: “I'm grateful for...”

Heartfelt: “My heartfelt thanks...”

Hope: “I hope to see...”

Pride: “I'm proud to announce...”
Empathy: “1 understand how you feel...”
Joy: “It brings me joy to...”

Compassion: “With deep compassion, I...”

Words and Phrases that Convey Credibility

Proven: “Proven results show...”

Experienced: “With over 10 years of experience...”
Trusted: “Trusted by leading companies...”
Certified: “Certified in...”

Expert: “Expert in the field of...”

Reliable: “Reliable sources indicate...”

Respected: “Respected by peers for...”
Recognized: “Recognized for excellence in...”
Accredited: “Accredited by...”

Award-winning: “Award-winning performance...”

Words and Phrases that Inspire Action

Empower: “Empower yourself by...”
Commit: “Commit to making a difference...”
Transform: “Transform your approach to...”
Innovate: “Innovate for the future by...”
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o Achieve: “Achieve your goals with...”
o Lead: “Lead the way in...”

e Act: “Act now to...”

o Believe: “Believe in your ability to...”
o Challenge: “Challenge yourself to...”
o Excel: “Excel in your field by...”

Karthik said, ‘Using words that align with our audience’s
values and aspirations can also be highly effective. This involves
understanding their core beliefs and goals. For instance, phrases
like “pioneering solutions” and “driving creative excellence” can
resonate deeply when speaking to a team focused on innovation.
Similarly, if addressing a group that values community and
collaboration, words like “collective effort”, “shared vision”, and
“mutual support” can create a stronger connection’

‘By tailoring our language to reflect what our audience cares
aboutand usingwords that speak directly to their needs and desires,
continued Karthik, ‘we not only show empathy and understanding
but also enhance the impact and relevance of our message. This
helps establish a stronger connection with the audience’

‘We should also be clear in our communication, Priya added.
‘Using concise and recognized words will ensure our message
is easily understandable. Moreover, using inclusive language
fosters a sense of belonging and inclusivity. By avoiding jargon,
stereotypes, or exclusionary language, we create a more welcoming
and respectful environment, enhancing our influence and impact’

‘Above all, be authentic, genuine, and sincere in your
communication, Karthik advised. “The words that you use should
reflect your intentions, beliefs, and values. Conviction comes
from authenticity.
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What is executive presence?
After a moment’s hesitation, Rajesh asked, ‘Can 1 ask one
more question?’

Karthik smiled and said, ‘Of course, Rajesh. Ask anything’

‘l have often heard people say leaders must develop executive
presence, said Rajesh. ‘1 hardly understand the term. What exactly
is executive presence, and how can 1 develop it? he asked.

Karthik replied, ‘Executive presence is a term easy to recognize
but hard to define. Imagine it as a blend of charisma, confidence,
and authenticity. It’s about exuding a sense of gravitas and
credibility that commands respect and inspires trust. But more
than that, it’s about consistency—being the same leader, whether
addressing your team, presenting to senior management, or
engaging with clients.

Karthik paused, allowing his words to sink in before
continuing. ‘Executive presence is about owning your space, both
literally and figuratively, he said. ‘It’s about how you carry yourself,
articulate your ideas in formal settings and everyday interactions,
and navigate challenging situations with grace and composure. In
essence, this intangible quality sets exceptional leaders apart from
the rest.

How do | build and improve my executive presence?
Rajesh’s eyes shone as he said, ‘1 understand now executive
presence isn’t just about what we say but also how we say it and
carry ourselves. But how do we cultivate such a presence?’

Priya replied, ‘It begins with self-awareness. Understanding
our strengths, weaknesses, and unique communication style lays
the foundation for building a compelling executive presence.’

Karthik added, ‘Our ability to project confidence, even in
challenging situations, defines our presence. Our tone, body
language, and demeanour—all shape how our message is received.
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By mastering body language, vocal tone, and interpersonal skills,
you can enhance your executive presence, earn trust, and make a
lasting impression on others’

‘For instance, said Priya, ‘maintaining strong eye contact and
using open and welcoming body language can convey confidence
and credibility, even when facing tough questions or uncertainties’

Karthik said, ‘In addition, speaking with clarity, authority, and
conviction can command attention and respect, especially in high-
stakes situations or when addressing senior leaders.

‘And let’s not forget the importance of interpersonal skills,
Priya added. ‘Building rapport, active listening, and empathy are
essential for fostering positive relationships and demonstrating
authenticity as leaders.

‘As a leader, you must also present yourself in a polished and
professional manner, advised Karthik. Pay attention to your
appearance and grooming, and dress appropriately for the occasion’

How do | say “no” as a leader?
Rajesh, furrowing his brows, asked, ‘How do we handle situations
where we need to say “no” as leaders?’

Karthik replied, ‘Saying “no” as a leader is a delicate balancing
act. It requires a combination of assertiveness, empathy, and
clear communication.

‘One effective approach is to be transparent about your reasons
for declining a request, Karthik continued. ‘Clearly communicate
the reasons behind your decision, whether it’s due to resource
constraints, conflicting priorities, or strategic considerations.
Transparency builds trust and helps the other person understand
your perspective. You show respect for the other person and
maintain trust by providing a genuine explanation.

Priya added, ‘At the same time, saying “no” doesn’t have to
be confrontational or negative. Demonstrating empathy and
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understandingis also important. Acknowledging the importance of
the request and expressing genuine empathy for the other person’s
position can go a long way in maintaining positive relationships,
even in difficult situations. By focusing on the bigger picture and
communicating your decision with empathy and understanding,
you can maintain trust and respect while honouring your priorities
and limitations’

Karthik said, ‘Additionally, offer alternatives or compromises
whenever possible. This demonstrates your willingness to find
solutions and collaborate constructively rather than simply
turning down the request.’

‘I see we can say “no” with professionalism by being transparent,
considerate, and open to finding alternatives, Rajesh concluded.

KOO OO OO OO OO OO OO OO OO OO OO0

At A Glance

1. Establish authenticity and consistency in communication
to reflect values and aspirations.

2. Tailor messages to audience needs, build credibility, and
leverage authority to influence positively.

3. Foster trust, inspire confidence, and create opportunities
for growth and collaboration to influence team dynamics
positively.

4. Align proposals with strategic objectives, build relationships,
and adapt communication to resonate with leaders.

5. Use language that aligns with the audience’s emotions,
values, and aspirations to enhance persuasive impact.

6. Cultivate self-awareness, confidence, effective
communication skills, and professional appearance to
command respect.

7. Approach refusal with empathy, offer alternatives or
compromises, and maintain professionalism and respect.

OO OO OO OO OO OO OO OO OO OO
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Learning on the Go

Personal Branding Reflection: Take some time to
reflect on your personal brand. Consider your values,
strengths, and unique qualities. Write a short statement
that encapsulates your personal brand and how you
want to be perceived by others. Share this statement
with a trusted colleague or mentor for feedback.
Persuasive Pitch Practice: Choose a topic or idea you
are passionate about, and craft a compelling pitch
around it. Practise delivering this pitch to a small group
of peers or colleagues. Pay attention to your delivery,
body language, and use of persuasive techniques, such
as storytelling and evidence.

Influencing Simulation: Role-play a scenario where you
must influence a senior manager or team member to
support your idea or initiative. Practise active listening,
building rapport, and adapting your communication
style to the individual. Reflect on the most effective
strategies and how you can refine your approach in
future interactions.

Saying “No” with Empathy: Identify a situation where
you need to decline a request or offer. Practise saying
“no” with empathy, acknowledging the other person’s
perspective and offering alternatives or compromises
if possible. Reflect on how this approach affects the
outcome and your relationship with the other party.

OOOOOOOOO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO OO
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9.
Building Rapport
«K—

Rapportis about establishing trust, connection,
and mutual understanding with others.

»

As the trio sat discussing the nuances of leadership
communication, other colleagues entered the room and

joined them. Rajesh observed how effortlessly Karthik engaged
with them, his warm demeanour evident, seamlessly building
rapport within moments. Impressed by Karthik’s ability to connect
easily, Rajesh turned to Priya and remarked, ‘Karthik seems to have
a natural talent for building rapport. How does he do it?’

Priyasmiled and replied, ‘Building rapportisa crucial leadership
skill, and Karthik is good at it. Rapport is about establishing trust,
connection, and mutual understanding with others’

Karthik rejoined them just then. ‘Rajesh was admiring your
rapport-building skills; Priya said.

Seeing the curiosity in Rajesh’s gaze, Karthik smiled and said,
‘Let’s delve into rapport building’

By the Numbers: Significance of Building Rapport

o Communication is 55 per cent body language, 38 per
cent tone of voice, and 7 per cent verbal cues. People go

by the latter in case of a mismatch between words and
body language.*®
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e 00 per cent of women ended their relationship because they
thought their partners talked too much about themselves
and too little about them.”

e Poor rapport and lack of open communication at the
workplace negatively impact 33 per cent of employees.*”

How do | build rapport with clients?

Rajesh said, ‘Karthik, 1 have always admired how you build rapport
with clients effortlessly. What do you think are the key elements of
effective rapport building?’

Karthik replied, ‘Building rapport is about forging genuine
connections and understanding. It involves active listening,
empathy, and finding common ground with others’

Priya added, 'Rapport building is also about authenticity and
sincerity in our interactions. Like anyone else, clients appreciate it
when they feel genuinely understood and valued’

‘Absolutely, Karthik agreed. ‘Authenticity is vital. Clients can
sense when we are genuine, so our interactions must be authentic
and sincere. When we truly listen to their needs, show empathy,
and demonstrate a sincere desire to help, it fosters trust and
connection, he added.

Priya said, ‘It is also crucial to tailor our communication
to meet each client’s needs. This means understanding their
communication style, preferences, and objectives and adapting
our approach accordingly.

‘You should also be consistent in your communication with
clients, advised Karthik. ‘If you change your viewpoint once too
often, clients lose trust in you. Making clients feel valued through
your actions and words is also crucial. Show appreciation for
their opinions, and give genuine compliments when appropriate,
he added.
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How do | build rapport with my colleagues?

Rajesh remarked, ‘Building rapport with colleagues seems
different from building rapport with clients. It’s more about daily
interactions and teamwork.

Karthik nodded in agreement and said, ‘Exactly, Rajesh. While
building rapport with clients often involves understanding their
needs and preferences, building rapport with colleagues is about
camaraderie and collaboration. It isn’t just about work-related
interactions but also about investing in personal connections and
showing genuine interest in each other’s well-being

Priya added, ‘Building rapport with colleagues requires mutual
respect, trust, and empathy. It entails creating a supportive work
environment where everyone feels valued and appreciated.

Rajesh concluded, ‘So, it's about cultivating positive
relationships and effective teamwork. Can you help me understand
how we can do that?

Karthik replied, ‘Everyone feels valued and supported when we
prioritize open communication. As leaders, it’s our responsibility
to set the tone for collaboration, communication, and camaraderie
within the team. We must lead by example here’

‘Indeed, fostering a supportive and collaborative environment
among colleagues is essential for an organization’s success,
said Rajesh.

Karthik said, ‘Building rapport with colleagues goes beyond
mere understanding and respect. It also requires active engagement
and consistent communication.

Active engagement means being fully present in our
interactions. Listen attentively, show genuine interest, and actively
participate in discussions. Consistent communication ensures our
messages are clear, timely, and reliable. We must be responsive and
keep our colleagues informed.
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‘Recognition and appreciation are also crucial to fostering
rapport with colleagues, Priya said. ‘Acknowledging their efforts
and contributions can go a long way in building trust and morale
within the team.

‘And let’s not forget adaptability and flexibility, she added.
‘Being open to different perspectives and willing to adapt our
approach based on the needs of our colleagues can strengthen our
relationships and promote collaboration’

‘1 see that by prioritizing active engagement, consistent
communication, recognition, appreciation, adaptability, and
flexibility, we can build a strong rapport with our colleagues,
Rajesh concluded.

How do | build rapport with my team?

Rajesh said, ‘Apart from colleagues, building rapport with our team
members is essential for fostering a positive work environment
and driving productivity.

‘Yes, Rajesh, Priya agreed. ‘Building rapport with our team
members involves deeper connection and understanding. It’s
about connecting with each team member on a personal level and
making them feel valued, heard, and empowered.

Karthik added, ‘Indeed. It’s important to lead by example
and show genuine interest in our team members well-being
and professional growth. Building rapport also means creating
opportunities for collaboration, feedback, and recognition.

Fostering open communication channels is crucial. Team
members should feel comfortable sharing their ideas, concerns,
and feedback without fear of judgement. This level of trust and
transparency strengthens the bond within the team.

Rajesh said, ‘1 understand now that rapport building with
colleaguesisnotjustaboutachieving goals but also about nurturing
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relationships and forging a sense of belonging. We must create a
culture where everyone feels motivated, engaged, and supported
in their professional growth!

‘Correct, Karthik said. ‘It’s about recognizing and appreciating
each team member’s unique strengths and contributions and
providing opportunities for collaboration and development.

‘Moreover, he added, ‘it’s essential to lead by example and
demonstrate authenticity in our interactions. When team members
see us embodying the values of trust, respect, and collaboration,
they are more likely to reciprocate and contribute positively to the
team dynamic.’

‘Consistency in our actions and communication is also
important, said Priya. ‘By being reliable and transparent, we
establish a foundation of trust that fosters stronger rapport and
cohesion within the team.

Karthik said, ‘Building rapport with team members is an
ongoing process about fostering a culture of mutual respect,
support, and inclusivity, where every team member feels valued
and motivated to contribute their best’

How do | build rapport with my seniors?

Rajesh observed, ‘Navigating relationships with our superiors
is also crucial. We must demonstrate respect and show our
commitment to the organization’s goals.

‘Absolutely, Rajesh, Karthik agreed. ‘Rapport building with
seniors encompasses professional competence, interpersonal
skills, and strategic relationship building’

Rajesh asked, ‘Can you elaborate a little on this?’

Karthik leaned forward with an earnest expression and said,
‘When it comes to professionalism, it’s about demonstrating
competence, reliability, and integrity in everything we do. We
need to consistently deliver high-quality work, meet deadlines,
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and uphold ethical standards to earn the respect and trust of
our seniors.

Communication skills are equally crucial. Effective
communication involves not just speaking clearly and articulately
but also active listening and empathy. We must be attentive to
our seniors’ needs, concerns, and expectations while effectively
communicating our ideas and opinions. Taking the time to listen,
empathize, and align our actions with their expectations can go a
long way in building strong relationships with them.

Strategic relationship building is about proactively fostering
connections and understanding the dynamics within the
organization. This might involve seeking opportunities to
collaborate on projects, offering support or assistance, and
demonstrating a genuine interest in other people’s success and the
organization’s overall success.

By combining these elements, we can build strong, trusting
relationships with our seniors, positioning ourselves as
valuable contributors and collaborators within our company,
concluded Karthik.

Rajesh said admiringly, ‘That was so well explained, Karthik.
Demonstrating competence, showing empathy, and being
understanding is the key to building rapport with our seniors’

Karthik smiled and said, ‘You've got it, Rajesh. Listen to their
perspectives, acknowledge their challenges, and offer assistance
whenever possible. We must also appreciate their support in our
growth and development.’

Priya added, ‘Being open and transparent in communicating
with seniors is crucial. We should proactively share updates, seek
feedback,and discuss any concerns orideas openly and respectfully’

‘Last but not the least, Karthik said, ‘consistency and reliability
are essential. We can earn the trust and respect of our seniors over
time by consistently upholding our commitments.
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How do | come across as a more empathetic leader?
Rajesh observed thoughtfully, ‘Empathy seems to be a common
thread in building rapport with our peers, team, clients, and
seniors. How do we cultivate and demonstrate empathy as leaders?’

Karthik nodded and replied, ‘Empathy is crucial in fostering
strong relationships and effective communication. It involves
understanding and sharing the feelings and perspectives of others,
which helps us connect on a deeper level and build trust.

Priya added, ‘Empathetic leaders actively listen to their team
members, validate their feelings, and demonstrate genuine
concern for their well-being. It’s about putting ourselves in their
shoes and responding with compassion and understanding’

Rajesh remarked, ‘So, empathy goes beyond just
understanding—it’s about showing support for our team members.

‘Absolutely, Rajesh, said Priya. ‘One way we can do this is
through active listening. By fully focusing on what others are
saying, we understand their perspective better and make them feel
valued and respected.

Karthik added, ‘Active listening is more than just hearing
words; it’s about understanding the emotions and intentions
behind them. When we listen attentively to our team members,
we create an environment where they feel heard and understood,
fostering trust and openness.

‘Perspective-taking is another essential aspect of empathy,
said Priya. ‘Putting ourselves in our team members’ shoes helps
us understand their experiences, challenges, and motivations
more deeply.

‘For instance, she continued, ‘if a team member is struggling
with a project deadline, we can take a moment to consider the
possible reasons behind their challenges instead of just focusing
on the task at hand. Perhaps they are dealing with personal issues
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or feeling overwhelmed with their workload. By acknowledging
these factors and offering support or flexibility, we demonstrate
empathy and strengthen our relationship with them’

Karthik said, ‘Emotional intelligence plays a significant role
here. Being aware of our own emotions and how they impact our
interactions allows us to respond more effectively to the emotions
of others. This self-awareness helps us regulate our responses and
communicate with empathy and understanding.

‘Consistency is key when it comes to demonstrating empathy,
said Priya. ‘Our actions, communication, and decision-making
should all reflect a genuine concern for the well-being of our
team members’

‘For instance, she continued, ‘if a team member faces a personal
challenge, such as a family emergency, showing empathy might
mean offering them time off or flexible work arrangements. By
accommodating their needs during difficult times, we demonstrate
empathy and strengthen our relationship with them.

Karthik said, ‘It’s important to use language that conveys
empathy and understanding in our communication. Simple phrases
like “I understand how you feel” or “I am here to support you” can
go a long way in making team members feel heard and valued.

‘When team members come to us with concerns or challenges,
we must give them our full attention, said Priya. ‘This means
putting aside distractions, maintaining eye contact, and providing
verbal and nonverbal cues that show we are engaged and attentive

How do | build strong interpersonal relationships in a
leadership role?

Rajesh observed, ‘Building strong interpersonal relationships
seems to be at the core of effective leadership. Please help me
understand how to cultivate these relationships.
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Karthik said, ‘Building strong interpersonal relationships is not
justaboutbeingfriendly or sociable butalso about activelylistening,
showing empathy, building trust, and fostering collaboration’

Priya nodded and said, ‘It's about making meaningful
connections with our team members, colleagues, and stakeholders
based on mutual respect and understanding’

Karthik said, ‘Authenticity is critical. Being genuine and
sincere in our interactions helps to establish trust and credibility
with others.

‘Further, he continued, ‘investing time to cultivate
relationships is essential. It’s about showing that we value and
respect each other’

‘Transparency in communication is also important, Priya
added. ‘When we communicate openly and honestly, it fosters
trust and encourages others to do the same. It’s the foundation of
a collaborative and inclusive environment.

‘Absolutely, Priya, agreed Karthik. ‘By prioritizing authenticity,
transparency, and collaboration, we can build strong interpersonal
relationships that drive success and foster a positive work culture’

‘Why don’t we take a break for now?” Karthik proposed. ‘Dinner
is being laid out, and it’s a great opportunity to mingle with the
others. We can reconvene early tomorrow morning at around 6,
before the offsite team sessions begin.

Rajesh and Priya nodded in agreement. ‘A fresh start in the
morning sounds perfect, Rajesh remarked.

With their plans set, the trio rose, ready to enjoy the evening.

Demonstrate empathy in your actions and decisions, setting a
positive example for others.



Smita Das Jain | 109

o Cultivate authentic relationships with clients,
colleagues, seniors, and team members.

« Show genuine interest and sincerity in interactions to
foster trust and rapport.

« Engage actively in conversations, listen attentively, and
communicate consistently to build understanding.

o Acknowledge others’ contributions, show empathy, and
adapt to diverse perspectives and needs.

o Invest time in relationship-building, communicate
transparently, and foster a collaborative and
inclusive environment.
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Active Listening Practice: Set aside time to engage
in active listening exercises with colleagues, clients,
or team members. Focus on fully understanding
their perspectives and concerns without interrupting
or judging.

Empathy-Building Activities: Participate in empathy-

building activities, such as role-playing scenarios where
you must step into someone else’s shoes to understand
their thoughts and feelings.

Relationship-Building Initiatives: Initiate relationship-
building initiatives within your team, such as organizing
team-building activities, lunch gatherings, or virtual
coffee chats, to foster camaraderie and connection.




10.
Communicating with
Senior Management

(€6
Storytelling humanizes our successes,
making our achievements more relatable and
memorable.

»

he first rays of the morning sun peeked over the horizon,

painting the sky with hues of pink and gold. The distant
mountains stood majestically against this backdrop, their peaks
kissed by the golden light. The tranquil garden was bathed in a
soft, ethereal glow.

Birds chirped joyously, their melodic songs filling the air with a
symphony of nature’s harmonies. A gentle breeze rustled through
the leaves of the nearby trees, carrying the fresh scent of dew-
kissed grass and blooming flowers.

The energy was palpable, promising a new day filled with
possibilities and opportunities. Karthik, Rajesh, and Priya stood at
the garden’s edge, mesmerized by the breathtaking spectacle.

As they settled into chairs, Rajesh broke the serene silence with
a thoughtful question. ‘How do we effectively communicate with
senior management?” he inquired, full of curiosity and anticipation.

How do | communicate effectively with

senior management?

Karthik replied, ‘Communicating effectively with senior
management requires understanding their perspective, aligning
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our messages with their priorities, and delivering information
clearly and concisely’

Priya added, ‘Yes, and it’s also important to consider their
preferred communication style. Some senior leaders prefer detailed
reports, while others prefer brief updates or face-to-face meetings.
Adapting our communication approach accordingly can enhance
receptivity and engagement.

‘Senior leaders often focus on the bigger picture and long-
term goals; said Karthik. ‘Therefore, our communication should
highlight how our initiatives contribute to these overarching
objectives and the value they bring to the organization.

Priya said, ‘Senior leaders are typically pressed for time and
inundated with information. So, it’s essential to distil complex
ideas into simple, actionable insights they can quickly grasp and
act upon.

‘Building rapport and trust is also crucial; she continued.
‘When senior management trusts us and values our input, they are
more likely to listen to our ideas and support our initiatives.

Karthik said, “‘We must proactively address potential doubts or
uncertainties senior leaders may have about proposed initiatives.
By anticipating their questions and concerns, we demonstrate
thoroughness and preparedness, instilling confidence in
our proposals’

Priya added, ‘Providing regular updates is essential for keeping
senior management informed and engaged. Regular updates
ensure senior leaders are aware of our progress and challenges.
This transparency fosters trust and allows for timely adjustments
if needed.

Karthik said, ‘There’s value in seeking regular feedback from
senior management to ensure alignment with their expectations
and priorities. Feedback is a valuable guidepost for refining our
approach and ensuring our efforts align with the organization’s
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goals. It also demonstrates our commitment to collaboration and
continuous improvement.

How do | make a great impression on

senior management?

Rajesh asked, ‘How do we make a great impression when
communicating with senior management?’

Karthik replied, ‘Making a great impression starts with
understanding the expectations and preferences of senior
management. It's about demonstrating professionalism,
confidence, and competence in every interaction’

Priya added, ‘It’s also essential to be well-prepared and
articulate. Senior leaders value individuals who can communicate
their ideas clearly and concisely.

Karthik said, ‘Showing respect and humility creates a conducive
environment for meaningful dialogue and can go a long way in
making a positive impression. Acknowledging senior leaders’
expertise and contributions fosters mutual respect and rapport’

‘Finding common ground with them will also help, Priya
added. ‘Identifying shared interests or aligning our goals with
theirs can help establish a stronger connection and make a
lasting impression.

Karthik nodded in agreement and said, ‘Good point, Priya.
Finding common ground fosters a sense of camaraderie and mutual
understanding, laying the foundation for productive relationships.

‘Showing calm and poise even under high-pressure situations
goes a long way in reinforcing the positive impression with senior
management, he continued. ‘It demonstrates your ability to make
informed decisions amid uncertainties’

Priya said, ‘Being authentic and engaged is crucial. It’s
about saying the right things and genuinely caring about the
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organization’s goals and initiatives. Senior leaders can often tell
when someone is genuinely invested in the organization’s success.

‘Absolutely, Karthik agreed. ‘Showing genuine interest in
the organization’s goals goes beyond mere lip service. It involves
actively seeking opportunities to contribute, staying informed
about industry trends, and aligning your actions with the broader
strategic vision.

How do | communicate about my achievements to
senior management?

Rajesh observed, ‘Communicating achievements to senior
management effectively is crucial. But sometimes, it can feel like
bragging or self-promotion. How do we strike the right balance?’

Karthik replied, ‘You are right, Rajesh. It’s essential to
communicate achievements in a way that highlights their
relevance to the organization’s goals and demonstrates the value
they bring. This helps senior management understand how our
work contributes to the bigger picture’

Priya advised, ‘Don’t just list your accomplishments but
showcase their impact. Numbers and metrics can be particularly
persuasive in demonstrating success and showcasing the broader
impact. Using concrete examples and data adds credibility and
makes our achievements more tangible.

‘Storytelling is a powerful tool for making our accomplishments
memorable and engaging, said Karthik. ‘It allows us to create a
narrative around our achievements, highlighting challenges
overcome and lessons learnt along the way’

‘For example, he continued, ‘we have successfully implemented
anew project management system that streamlined our workflows
and increased efficiency. Instead of simply stating the facts, we can
craft a narrative that takes senior management on a journey. We
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could start by setting the stage, describing our challenges with the
previous system and the need for change.

Then, we can introduce the solution—the new project
management system—and illustrate its impact with specific
examples and anecdotes. Perhaps we could share a story of a
particularly complex project completed ahead of schedule due to
the new system or highlight feedback from team members who
found the new tools intuitive and user-friendly’

Priyanodded in agreement and said, ‘By weaving these elements
into a compelling story, we communicate our achievements and
engage senior management on an emotional level. It humanizes
our successes, making them more relatable and memorable.

Rajesh was listeningintently. He said, ‘l can see how storytelling
allows us to go beyond just presenting data and facts. It helps us
convey the significance and impact of our accomplishments in a
way that resonates with senior management.

‘Absolutely, Rajesh, said Karthik. ‘It’s also crucial to tailor
our communication to the preferences and priorities of senior
management. This means highlighting achievements directly
relevant to their objectives and concerns’

Priya added, ‘And don’t forget the importance of humility and
gratitude. While it’s essential to showcase our accomplishments,
it'’s equally important to acknowledge the contributions of our
team members and express appreciation for their support.

How do | make myself more visible in front of
senior leaders?
Rajesh said, ‘Becoming more visible in front of senior leaders seems
daunting. How can we effectively increase our visibility?’

Karthik replied, ‘Visibility is indeed important for building
relationships and gaining recognition. One way to achieve this
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is by actively participating in meetings, discussions, and projects
or informal interactions that involve senior leaders. We can
demonstrate our value to the organization by showcasing our
expertise and contributions in these forums.

Priya added, ‘Networking is also key to enhancing visibility.
Attending industry events, networking sessions, and social
gatherings where senior leaders are present can provide valuable
opportunities to connect with them personally and showcase
our capabilities.

‘Leverage technology and communication platforms effectively,
advised Karthik. ‘Whether through email updates, sharing insights
on company forums, or participating in virtual town halls, we can
ensure that our contributions are visible to senior leaders, even in
remote or distributed work environments.

Priya added, ‘Seeking mentorship or sponsorship from
senior leaders can also help increase visibility. By building
relationships with influential individuals within the organization,
we can gain advocates who can help promote our visibility and
career advancement.

How can | use communication to get promoted?

By the Numbers: Significance of Communication in
Getting a Promotion

o As per a LinkedIn survey, employees with hard and soft
skills get promoted 8 per cent faster than those with only
hard skills.®

Communication has an outsized impact on promotion,

linked to 11 per cent faster promotions, and rated higher
than the 10 per cent for leadership skills.>”
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Rajesh leaned forward with a contemplative expression
and asked, ‘Communication also plays a crucial role in career
advancement, doesn’t it?’

Karthik replied, ‘Absolutely, Rajesh. Effective communication
not only helps convey your achievements and potential but also
helps build relationships and influence decision-makers.

Priya added, ‘Clear and persuasive communication
demonstrates your readiness for higher responsibilities and
leadership roles.

‘Howdolleverage communication toshowcase my competence,
leadership qualities, and alignment with organizational goals in an
effective manner?’ Rajesh asked.

Priya replied, ‘One key strategy is to highlight your
achievements effectively. This means not only listing them but also
quantifying their impact whenever possible. Numbers and metrics
can make your accomplishments more tangible and impressive
to decision-makers.

Karthik said, ‘Articulating your career aspirations is crucial.
Being clear about your goals shows ambition and a forward-
thinking mindset. It’s about showing where you see yourself in the
organization and how you plan to contribute to its success.

‘Seeking feedback is another important aspect, added
Priya. ‘It’s not just about receiving praise but also about actively
seeking constructive criticism to identify areas for growth and
improvement. This demonstrates a commitment to continuous
learning and development.

Karthik said, ‘And let’s not forget about building a strong
professional network. Networking is more than just making
connections; it’s about nurturing relationships and fostering
opportunities for collaboration and support. Building rapport
with colleagues, mentors, and industry professionals can open
doors and help you navigate your career path more effectively’
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Rajesh remarked, ‘Networking truly does play a crucial role in
career advancement. It’s about cultivating those connections over
time, isn’t it?’

Karthik replied, ‘Yes. Networking is about building genuine
relationships based on trust and mutual support. That way, when
opportunities arise, you have a network of people who can vouch
for you and help you seize them!

Priya nodded in agreement and said, ‘Effective communication
is key in making those connections count. Take the elevator pitch,
for example. It’s your chance to concisely communicate who you
are, what you have achieved, and where you are headed in a way
that grabs attention and leaves a lasting impression.

Rajesh, turning to Karthik with a curious expression, asked,
‘Could you elaborate on what exactly an elevator pitch is, and
where would be the best place to use it when interacting with
senior management?’

Karthik replied, ‘An elevator pitch is a brief, compelling
summary of who you are, what you do, and what you can offer.
The name comes from the idea that it should be concise enough
to deliver in the time it takes to ride an elevator, typically around
thirty seconds to two minutes.

‘As for where to use it with senior management, he continued,
‘it’s a versatile tool that can be deployed in various situations.
You might use it during networking events, conferences, specific
meetings, or even in chance encounters with senior leaders. The
key is tailoring your pitch to the context and audience, highlighting
your relevant skills, accomplishments, and aspirations.

‘Storytelling adds depth and emotion to your achievements,
Priya added. ‘It helps paint a vivid picture of your capabilities and
potential impact, making it easier for others to connect with your
journey and vision.
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Karthik said, ‘Articulating a clear vision for your future
contributions is also crucial. It’'s about demonstrating your
forward-thinking mindset and outlining how your skills and
expertise align with the organization’s objectives’

‘Consistent and transparent communication is also essential;
Priya said. ‘You build trust and credibility by keeping stakeholders
informed about your progress, challenges, and successes. It shows
that you are accountable and proactive in your approach’

Karthik added, ‘Building rapport with key decision-makers is
equally important. Cultivating relationships based on trust and
mutual respect can significantly influence promotion decisions.

How do | negotiate effectively for promotion?

Rajesh remarked, ‘Negotiating for a promotion can be a tricky
proposition. What strategies can we employ to ensure we negotiate
effectively and get the outcome we are aiming for?’

Karthik replied, ‘It’s definitely a nuanced process. One key
strategy is thorough preparation. Before entering negotiations, it’s
essential to gather evidence of your value to the organization’

Priya said, ‘That’s right. Document your achievements,
skills, and contributions that demonstrate why you deserve the
promotion. Quantify your successes wherever possible to provide
concrete evidence of your impact’

‘But once we are in the negotiation room, how do we approach
the conversation to ensure we advocate for ourselves effectively?
Rajesh asked.

Karthik replied, ‘Confidence and professionalism are crucial.
Clearly articulate your case for why you deserve the promotion,
emphasizing your qualifications, experience, and ideas for future
growth of the company’

Priya added, ‘It’s also important to be flexible and open to
compromise. Consider alternativesifa promotionisn’timmediately
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feasible. The goal is to find solutions that meet your needs and the
organization’s objectives.

‘Absolutely, Priya, agreed Karthik. ‘Being adaptable and
willing to explore creative solutions can often lead to mutually
beneficial outcomes. For example, if a promotion isn’t possible
at the moment, perhaps there are opportunities for professional
development, additional responsibilities, or other perks that can
add value to the role’

Rajesh nodded thoughtfully and asked, ‘But how do we
navigate the conversation if the initial response is not what we
hoped for? How do we handle potential objections or pushback
from senior management?’

Priya replied, ‘When faced with objections or pushback,
it’s important to remain calm and composed. Acknowledge the
concerns raised by senior management and address them with
confidence and professionalism. Use evidence and examples
to reinforce your points and demonstrate your readiness for
the promotion.

Karthik added, ‘And remember, negotiation is often a process
rather than one conversation. If you encounter resistance,
be persistent but respectful. Seek clarification on any points
of contention, and continue to advocate for your worth and
contributions to the organization’

Rajesh said, ‘That’s valuable advice, Karthik. 1 see that
persistence and clarity are crucial. But how can we ensure that
our negotiation is not seen as confrontational? 1s there a way
to maintain a positive relationship with senior management
throughout this process?’

Karthik replied, ‘Framing the negotiation as a collaborative
effort can help maintain a positive relationship. Express
appreciation for the opportunity to discuss the promotion, and
emphasize your commitment to the organization’s success.
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You can foster a sense of partnership rather than opposition by
demonstrating that you're aligned with senior management’s goals
and interests.

Clearly articulate your goals and aspirations while listening
attentively to senior management’s concerns and perspectives.
Approach the negotiation with a problem-solving mindset rather
than a confrontational one, seeking common ground and mutually
beneficial solutions.

Rajesh concluded, ‘1 can see that maintaining open lines of
communication, showing appreciation, and seeking common
ground while negotiating for promotion can help navigate the
journey effectively’

How do | talk to my manager about a salary raise?
Rajesh cleared his throat and said, ‘Talking about a salary raise
with our manager is often daunting. How do we navigate this
conversation effectively?’

Karthik smiled and replied, ‘That’s a very candid question,
Rajesh. It’s crucial to approach the discussion with preparation and
professionalism. Start by gathering data on market standards and
benchmarks for your position. Research industry trends and salary
ranges to establish a fair and solid starting point for your request’

Priya added, ‘It’s also important to choose the right timing for
the conversation. Schedule a meeting with your manager when they
are not overwhelmed with other tasks and when you've recently
achieved a significant milestone or received positive feedback.

Rajesh asked, ‘What about framing the conversation? How
can we communicate our value effectively without sounding
overly demanding?

Karthik replied, ‘Focus on the value you bring to the
organization. Highlight your accomplishments, skills, and
the impact of your work. Frame the discussion around your
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contributions and how a salary raise would reflect your increased
responsibilities and value to the company!

Priya added, ‘Be prepared to discuss your future goals and how
a salary raise would align with your career trajectory. It’s not just
about the present but also about your long-term development
within the organization.

Rajesh said, ‘So, it’s about preparation, timing, and framing the
conversation around value and future growth. What else?’

Karthik replied, ‘Maintaining a positive and respectful tone
throughout the discussion is crucial. Even if your request is
met with hesitation or rejection, remain composed and open to
constructive feedback!

‘What about addressing any concerns or objections that might
arise? How can we handle those effectively?” Rajesh asked.

Karthik replied, ‘Listening actively to your manager’s
perspective and responding empathetically is essential. If
objections or reservations exist, take the time to understand them,
and offer solutions or compromises where possible’

Priya added, ‘Remember, “no” doesn’t mean “never”. Keep the
lines of communication open even after the initial discussion.
Follow up with your manager to seek clarification or provide
additional information.
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At A Glance

Take time to understand the preferences and priorities
of senior leaders to tailor your communication
approach accordingly.

Ensure thorough preparation, and articulate your points
clearly and succinctly to convey confidence and competence.
Be proactive, leverage technology, network strategically,
seek  mentorship, and showcase readiness  for
increased responsibilities.

Acknowledge senior ~management’s expertise and
contributions, demonstrating a willingness to learn from
their insights.

Listen attentively to senior leaders’ perspectives and

concerns, showing genuine interest and understanding in
their viewpoints.

Maintain professionalism even in high-pressure situations
to build credibility and trust with senior management.
Showcase your accomplishments in alignment with
organizational goals, using concrete examples and data to
demonstrate impact.

Use storytelling techniques to make accomplishments more
compelling and memorable.
Foster authentic relationships with senior leaders through
consistent and transparent communication.

. Approach negotiations with a collaborative mindset, frame
the conversation around value, and seek solutions that meet
your needs and the organization’s goals.
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Learning on the Go

Create an Elevator Pitch: Develop a concise and
compelling elevator pitch for senior management,
highlighting your achievements, goals, and value
proposition. Practise delivering it confidently in various
professional settings.

Develop a Communication Plan: Create a personalized
communication plan outlining your goals, key messages,
and channels for reaching senior management. Set
specific action steps and timelines to execute your
plan effectively.

Network Strategically: Identify key senior leaders within
your organization, and proactively seek opportunities
to connect with them. Attend networking events,
join relevant committees or projects, and engage in
meaningful conversations to build rapport and visibility.
Role-play Negotiation Scenarios: Partner with a
colleague or mentor to role-play negotiation scenarios
for promotion or salary raise. Practise articulating your
value, addressing objections, and finding mutually
beneficial solutions.




n.
Navigating Conflicts and
Difficult Conversations

¢

Reframing conflicts allows us to shift the focus
from opposition to cooperation.

—»

he sun rose above the horizon, casting a warm glow over the
tranquil garden. Gazing at the serene surroundings, Rajesh
broke the silence contemplatively.

‘In any professional journey, he began, ‘conflicts and difficult
conversations are inevitable. They are like unavoidable hurdles on
the path to success.

Karthik nodded in agreement, his expression reflecting a
sense of understanding. ‘Absolutely, he concurred. ‘Whether it’s
conflicting priorities, differing opinions, or interpersonal tensions,
navigating through these challenges is a crucial skill for any leader.

Her gaze fixed on the distant mountains, Priya said, ‘Indeed,
howwe handle conflicts and difficult conversations can significantly
impact team dynamics, productivity, and overall morale. It’s about
resolving the immediate issue while fostering a culture of trust,
respect, and collaboration’

How do | handle difficult conversations?
Rajesh observed, ‘It seems we are diving straight into the deep end
of handling difficult conversations’

124
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Karthik said, ‘Yes. Difficult conversations are opportunities
for growth, understanding, and resolution. We can navigate
them effectively by approaching them with empathy and a
solutions-oriented mindset.

‘One key aspect is setting the right tone from the beginning,
he continued. ‘Approaching the conversation calmly and openly
can help us think more clearly and respond thoughtfully, besides
encouraging the other person to engage more openly.

Priya added, ‘Active listening is also crucial. Make sure to give
the other person your full attention, listen to their perspective
without interrupting, and ask clarifying questions to ensure you
understand their point of view’

Rajesh remarked, ‘1 see it’s about creating a safe space for
honest dialogue and actively seeking mutual understanding’

‘Right, Rajesh, said Karthik. ‘Further, instead of placing
blame or making accusatory remarks, using “1” statements allows
you to express your feelings and perspectives without triggering
defensiveness in the other person’

‘Using “I” statements encourages ownership of your emotions
and experiences, fostering a more constructive and empathetic
dialogue, Priya prompted.

Karthik said, ‘It’s also crucial to stick to the specific issue
and refrain from personal attacks or letting emotions derail the
discussion. We can work towards a resolution more effectively by
staying focused on the challenge.

‘Actively seeking common ground fosters collaboration and
ensures constructive conversation, said Priya. ‘It’s about finding
solutions that address everyone’s needs and concerns.

Karthik further explained, ‘It’s also essential to understand
where the other person is coming from, even if we disagree
with their perspective. By showing empathy, we can create a
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supportive and understanding environment, leading to a more
productive conversation.

‘Regardless of our challenges, said Priya, ‘remaining courteous
and respectful towards the other person is crucial. Maintaining
professional behaviour ensures that the conversation remains
focused on finding solutions rather than escalating into conflict.

How do | handle difficult conversations

with colleagues?

Rajesh asked, ‘How do we approach those tough conversations
with our colleagues?”’

Karthik replied, ‘Handling difficult conversations with
colleagues requires a delicate balance of empathy, clarity, and
assertiveness. We must address the issue directly while being
mindful of their perspective and feelings.

Priya advised, ‘Listen attentively to your colleagues’
perspectives, genuinely understand their points of view, validate
their feelings, and show empathy. This helps to build trust and
create a safe space for honest dialogue.

‘It’s about finding common ground and maintaining mutual
respect, even in challenging situations, added Karthik. ‘One
effective strategy is to focus on the specific behaviour or issue rather
than making it personal. By framing the conversation around the
behaviour or situation, we can keep the discussion constructive
and avoid unnecessary conflict.

Priya said, ‘It’s also crucial to approach these conversations
with a solution-oriented mindset. Instead of just pointing out the
problem, we should work together to find potential solutions or
compromises that address everyone’s needs while making them
feel valued and heard.

Karthik said, ‘It’s essential to remain calm and composed
during the conversation. Emotions can escalate quickly in difficult
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discussions, so maintaining a respectful tone and demeanour is
key to keeping the conversation productive.

How do I handle difficult conversations with

team members?

Rajesh said, ‘Navigating conflicts with team members can be
quite challenging. How do we approach these conversations
effectively?

Karthik replied, ‘When dealing with subordinates, it’s crucial
to balance being firm and supportive. We must address the issue
directly while considering the individual’s feelings and perspective’

‘Subordinates may feel intimidated or defensive during difficult
conversations, added Priya. ‘As leaders, it’s our responsibility to
foster an atmosphere where they feel comfortable expressing their
concerns and opinions.

Rajesh observed, ‘We need to create a safe space for dialogue
while addressing the issue directly’

‘Exactly, said Karthik. ‘We should find constructive solutions
together instead of just pointing out the problem. This empowers
the subordinate to be part of the resolution process and strengthens
trust and collaboration within the team.

Priya added, ‘Listening attentively to the subordinate’s
perspective is crucial. Demonstrating empathy and understanding
can help validate their feelings and concerns, fostering a sense of
trust and mutual respect.

‘Provide specific feedback and examples during the
conversation, advised Karthik. ‘This helps clarify expectations and
provides concrete guidance for improvement.

Priya said, ‘Building trust and rapport with your team members
is also essential to create a safe space for open and honest dialogue,
even during challenging discussions.



128 | Leading with Words

‘As leaders, we must be clear and specific while fostering a
supportive and trusting relationship with our team members,
said Karthik.

How do | handle difficult conversations with
my manager?

Rajesh said, ‘Navigating difficult conversations with managers
is a tricky proposition. We must be tactful and diplomatic while
still addressing the issues at hand.

‘You are right, Rajesh, replied Karthik. ‘One important aspect
is to prepare thoroughly for the conversation. This includes
clarifying the purpose, outlining key points to discuss, and
anticipating potential responses or objections from our manager.’

Priya added, ‘Timing is crucial, and we should ensure our
manager is available and receptive to discussing the issue’

Karthik said, ‘It’s also crucial to approach the discussion with
a constructive mindset. Instead of focusing solely on the problem,
we should come prepared with potential solutions or suggestions
for improvement.

‘Approaching the conversation with a problem-solving attitude
demonstrates initiative and shows that we are committed to
finding mutually beneficial outcomes, said Priya.

‘l understand it’s not just about putting forth the issue but
also about presenting it in a way that fosters collaboration and
problem-solving. How can we maintain a positive tone during
these conversations? asked Rajesh.

Karthik replied, ‘It’s essential to frame feedback constructively,
focusing on specific behaviours or actions rather than personal
traits. Active listening is again crucial here. We must allow our
managers to express their perspectives and concerns thoroughly’

‘Maintaining composure is key to keeping the discussion
productive, he continued. ‘By staying calm and composed,
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we can prevent the situation from escalating and focus on
finding solutions.

Priya added, ‘It is essential to be open to feedback and willing
to collaborate to find solutions. Building trust and rapport with
our manager is crucial for fostering an environment where difficult
conversations can lead to positive outcomes.

How do | navigate conflicting situations?

By the Numbers: The Prevalence of Conflict

As per a survey of five thousand employees across nine
countries, 85 per cent of employees experienced conflict at
work®; 36 per cent of them frequently.>°

o Employees spend around 0.9-3.3 weekly hours dealing with

workplace conflict.*

o Poor communication is the number one cause of conflict,
with more than 33 per cent of employees attributing it as a
key cause.>®

e An estimated USD 359 billion is lost in paid work hours in
the U.S. dealing with workplace conflicts.*

e 25 per cent of employees think their managers handle
conflicts poorly or very poorly, citing the same as a key reason
for their decreased commitment to the organization.>

o 58 per cent of employees leave their jobs because of conflict
with a colleague.®

Rajesh mused, ‘Conflicting situations can be challenging to
navigate. How do we approach them effectively?
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Karthik replied, ‘It’s essential to start by understanding the root
cause of the conflict. Is it a difference in perspectives, competing
priorities, or interpersonal tensions? Once we identify the
underlying issues, we can work towards finding common ground
and resolving the conflict constructively. Communication plays a
crucial role in this process’

Rajesh remarked, ‘1 see it’s about fostering open dialogue and
addressing concerns collaboratively.

‘Exactly, said Karthik. ‘Fostering open dialogue allows us to
create a space where everyone feels comfortable expressing their
concerns and viewpoints. It’s essential to encourage transparency
and active participation from all parties involved.’

Priya added, ‘We should also seek win-win solutions—finding
outcomes that satisfy the needs and interests of all parties involved.
It requires creativity and collaboration to generate options that
address everyone’s concerns while moving towards a resolution.
This fosters a sense of cooperation and mutual benefit, essential
for maintaining positive relationships.

‘When we address concerns collaboratively, we resolve the
immediate conflict and strengthen relationships and trust among
team members, she continued. ‘This leads to greater cohesion and
productivity in the long run.

Karthik said, ‘We can also reframe perspectives by looking at
the conflict from different angles. It’s about stepping into the shoes
of others involved to understand their viewpoints and motivations.
Doing so can uncover underlying interests and common ground
that might not be immediately apparent.

‘Reframing perspectives and seeking win-win solutions require
patience and open-mindedness, said Priya. ‘It’s essential to remain
flexible and willing to explore different possibilities, even if they
initially seem challenging or unconventional. We can navigate



Smita Das Jain | 131

conflicts more effectively and build stronger relationships by
focusing on shared goals.

What are some effective conflict resolution techniques?
Rajesh asked, ‘What are some effective conflict resolution
techniques we can use?’

Karthik replied, ‘One technique that 1 have been stressing
throughout our discussion, and will mention here again because it’s
important, is active listening. By truly listening to the other person’s
perspective without interrupting or jumping to conclusions, we
can show empathy and gain a deeper understanding of the root
causes of the conflict.

Priya added, ‘Another technique is reframing. By reframing
the conflict as a mutual problem to be solved together rather
than a battle to be won, we can shift the conversation towards
collaboration and finding solutions that work for both parties’

‘Imagine we're in a team with a disagreement about project
priorities, said Karthik. ‘Instead of seeing it as a clash of interests,
we can reframe it as an opportunity to align our goals and strategies
for the entire team’s benefit. We can foster a more collaborative
and productive discussion by emphasizing our shared objectives
and the common ground on which we all stand’

‘So, reframing allows us to shift the focus from opposition to
cooperation, Rajesh observed. ‘It helps us find common ground
with a mindset of collaboration rather than confrontation. That’s
a powerful technique for resolving conflicts constructively. What
other techniques can we explore?” he asked.

Karthik replied, ‘Another effective technique is assertive
communication. We can assert ourselves without escalating
the conflict by expressing our needs and concerns clearly and
confidently while respecting the other person’s perspective.
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Priya added, ‘Assertive communication helps prevent
misunderstandings and ensures that both parties feel heard and
respected, which is essential for resolving conflicts constructively’

‘In addition, said Karthik, ‘paraphrasing and summarizing what
the other person has said can help clarify misunderstandings and
reinforce our commitment to resolving the conflict collaboratively.
By combining these techniques with empathy, collaboration, and
a focus on finding win-win solutions, we can successfully navigate
conflicts and strengthen our relationships.

How do | resolve team conflicts?

Rajeshremarked, ‘Resolvingteam conflictsis crucial for maintaining
productivity and fostering a positive work environment. How can
we effectively address and manage conflicts among team members?’

Karthik replied, ‘Conflicts within teams can arise for various
reasons, such as differences in personalities, communication
styles, or priorities. 1t’s essential to approach these situations with
understanding and a willingness to collaborate.

‘When conflicts are left unaddressed, they can fester and
create tension within the team, added Priya. ‘Proactive conflict
resolution can prevent small issues from escalating into more
significant problems. We can promote trust and strengthen team
dynamics by addressing conflicts early on.

Karthik said, ‘Creating a safe space for open communication
is crucial for resolving conflicts effectively. Team members must
feel comfortable expressing their concerns and opinions without
fear of judgement or reprisal. This fosters trust and encourages
constructive dialogue, leading to more successful resolutions.

‘Transparent communication helps clarify misunderstandings,
identify common ground, and facilitate compromise, he
continued. ‘This helps teams to navigate conflicts more effectively
and strengthen their dynamics.
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‘It’s also essential to encourage active listening and empathy
among team members, said Priya. ‘When individuals feel heard
and understood, they are more likely to collaborate effectively and
find mutually beneficial solutions to conflicts.

Karthik said, ‘Leaders should lead by example. They must
demonstrate the importance of open communication, empathy,
and collaboration in resolving conflicts. By setting a positive tone
and providing guidance when conflicts arise, leaders can empower
their teams to address challenges constructively’

Rajesh concluded, ‘I now understand how crucial it is to focus
on solutions rather than dwelling on assigning blame or fault-
finding for effective conflict resolution’

How do | manage conflict with a colleague?

Rajesh remarked, ‘Navigating conflicts with colleagues can be
tricky. 1t’s important to address them effectively to maintain
positive working relationships and ensure productivity’

Karthik agreed, ‘Absolutely. The key is approaching these
conflicts with understanding and a willingness to find common
ground. Communication plays a crucial role here. Having open
and honest conversations with colleagues about issues can help
clarify misunderstandings and find mutually agreeable solutions’

‘Empathy plays a crucial role in conflict resolution as well;
added Priya. ‘When we empathize with our colleagues, we
understand their perspectives and motivations better, enabling us
to work towards mutually beneficial solutions.

Karthik said, ‘We must approach conflicts with a solutions-
oriented mindset. Instead of focusing on assigning blame or
fault-finding, we should work with colleagues to find constructive
solutions moving us forward.
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How do | handle conflicts with my seniors?

Rajesh observed, ‘Handling conflicts with seniors can be
particularly delicate. It requires a blend of respect, assertiveness,
and diplomacy’

Priya agreed, ‘Yes, it’s essential to approach these situations
with tact and professionalism. Maintaining open lines of
communication while showing deference to their experience and
authority is crucial’

Karthik added, ‘Find common ground with them, and
demonstrate a willingness to collaborate towards a resolution
that aligns with both parties’ objectives. We need to address their
concerns while respecting their position and expertise.

‘Initiate the conversation in a private setting where both
parties feel comfortable and respected, said Priya. ‘This allows
for a more candid and constructive discussion without the
pressure of external scrutiny. By showing that you value their
viewpoint, you can build rapport and trust, essential for resolving
conflicts effectively.

Rajesh asked, ‘But how do we navigate situations where a
significant power dynamic is at play?’

‘Such scenarios are indeed complex, replied Karthik.
‘Maintaining professionalism and respect is important.
Clarification and feedback play a crucial role here. Clarify any
points of contention or misunderstanding, and seek feedback
from your seniors to ensure alignment and understanding’

Priyaadded, ‘And don’t underestimate the importance of follow
up. Following through on any agreements or action plans shows
your commitment to resolution and strengthens your credibility.
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At A Glance

Prepare in advance and time your conversation well while
staying focused on the issues at hand.

Be clear, transparent, and respectful in resolving conflicts
and navigating difficult conversations.

Practise active listening to understand perspectives, build
empathy, and foster constructive dialogue.

Empathy and acknowledging and respecting others’
viewpoints are important.

Shift the focus from opposition to cooperation by framing
the conflict as a mutual problem to be solved together.
Maintain professionalism and respect throughout difficult
conversations and conflicts, regardless of the challenges.
Explore various conflict resolution techniques, such as
reframing, paraphrasing, and seeking clarification.
Proactively resolve conflict to prevent minor issues from
escalating and to promote trust and collaboration
within teams.

Pursue win-win solutions that address the needs and
interests of all parties involved.

As a leader, create a safe space for open communication and
dialogue where individuals feel heard, valued, and respected.
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Learning on the Go

Role-Playing Scenarios: Create scenarios to practise
navigating difficult conversations with colleagues,
subordinates, or managers. Focus on active listening,
empathy, and maintaining composure during
the discussion.

Conflict Resolution Workshops: Attend workshops or
participate in group discussions on conflict resolution
techniques. Share your experiences, challenges, and
successful strategies for managing conflicts in the
workplace with others.

Feedback and Reflection: Reflect on past experiences
where you encountered conflicts or difficult
conversations. ldentify areas for improvement, and
develop action plans for applying new conflict resolution
techniques in future.
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12.
Giving and Receiving Feedback

¢
Feedback is about providing constructive
criticism that helps the other person grow
and improve.

»

As the morning sun bathed the garden in a warm glow, Karthik
glanced at his watch and suggested, ‘It’s getting late. Shouldn’t
we go inside for breakfast soon? We have a busy day ahead with the
offsite workshops.

Rajesh hesitated, his brow furrowed in thought. ‘Actually,
there’s just one more thing 1 would like to discuss before we go,
he said. ‘I have been striving to improve myself when it comes to
giving and receiving feedback, and I could use your insights on this’

Priya nodded in understanding, her gaze shifting between
Rajesh and Karthik. ‘That sounds important, she remarked. ‘Maybe
we can discuss this subject before breakfast? It might even help us
digest the feedback better’

Karthik settled back into his chair with a nod of agreement.
‘Alright then, let’s talk about giving and receiving feedback.

By the Numbers: The Significance of Feedback

o 43 per cent of highly engaged employees receive feedback at
least once a week compared to 18 per cent of employees with
low engagement.3*
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Organizations providing regular employee feedback
experience about 15 per cent lower employee turnover than
organizations that don't.>*

Employees are likely to be thirty times more engaged when
managers focus on strengths while delivering feedback.

39 per cent of employees don't feel appreciated at work

and are actively disengaged because of not receiving

regular feedback.’*

69 per cent of employees state they will work harder if they
receive better recognition at their workplace.s*

65 per cent of employees want more feedback for their work.3

How can | give feedback effectively?
Rajesh asked, ‘Giving feedback effectively goes beyond merely
pointing out what someone did wrong, doesn’t it?’

‘Absolutely, said Karthik. ‘Feedback is about providing
constructive criticism that helps the other person grow and improve

Priya added, ‘And it’s important to focus on specific behaviours
or actions rather than making generalizations or assumptions
about someone’s character. We need to be specific and objective’

‘How do we make sure our feedback is well-received?
asked Rajesh.

Karthik replied, ‘Well, it’s important to create a safe and
supportive environment for feedback. Start by highlighting the
person’s strengths, and then offer suggestions for improvement.

‘Always listen actively, and be open to the other party’s
perspective, advised Priya. ‘It’s a two-way street.
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Rajesh asked, ‘How can we create a supportive atmosphere
for feedback?

Karthik replied, ‘One important aspect of giving effective
feedback is timing. Choosing the right moment to provide feedback
is crucial, ideally in a private setting where both parties can focus
without distractions’

‘Framing feedback as a collaborative conversation rather
than a one-sided critique can make all the difference, said Priya.
‘Encourage the person to share their perspective and ideas
for improvement.

Rajesh asked, ‘What about the delivery of feedback itself? How
do we ensure it’s impactful without being too harsh?’

‘It’s essential to be clear and specific in your feedback, focusing
on observable behaviours rather than assumptions or judgements,
replied Karthik. ‘Use “I” statements to express your observations
and how they made you feel rather than placing blame or
making accusations.

Priya added, ‘Remember to provide actionable suggestions for
improvement, and offer support in implementing those changes.
The goal is to empower the person to grow and develop, not to
criticize or tear them down’

Karthik said, ‘Another important aspect is to focus on the
behaviour or outcome rather than making assumptions about the
individual’s intentions. This helps keep the feedback objective and
constructive, rather than personal’

‘Additionally, it’s essential to be mindful of the language we
use, said Priya. ‘Using positive language and framing feedback
as an opportunity for growth and development can make it
more well-received.

Rajesh observed, ‘1 see that focusing on behaviour, using
positive language, and framing feedback as an opportunity for
growth is important. Is there anything else we should consider?’
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Priya replied, ‘One more thing to consider is to ensure that
feedback is ongoing and not just limited to formal performance
reviews. Regular, timely feedback helps to address issues promptly
and keeps communication channels open’

‘Yes, agreed Karthik, ‘continuous feedback fosters a culture of
growth and improvement within the team. Further, the feedback
must be supportive and actionable. As leaders, we must offer
resources or assistance to individuals to whom we provide feedback.

How can | give feedback without offending?
Rajesh asked, ‘How do we ensure our feedback is constructive
without coming across as critical or offensive?’

Karthik replied, ‘It’s a common challenge. One approach is to
focus on the behaviour or outcome rather than making judgements
about the individual. This helps keep the feedback objective and
avoids personal attacks.

‘Using “1” statements can also help, added Priya. ‘Instead
of saying, “You did this wrong”, you could say, “l noticed this
behaviour, and here’s how it impacted me”. This way, you express
your perspective without blaming or accusing the other person’

Rajesh said, nodding thoughtfully, ‘So, it’s about emphasizing
the impact of the behaviour rather than criticizing the
individual. What other strategies can we use to give feedback
without offending?’

Karthik replied, ‘Another strategy is to offer specific examples
or observations to support your feedback. Providing concrete
instances of the behaviour you are addressing helps the recipient
understand exactly what you are referring to and makes the
feedback more actionable’

Rajesh remarked, ‘The NVC method we discussed earlier seems
tailored for giving feedback!’
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‘Sharp observation, Rajesh, said Karthik, approvingly. ‘Yes,
NVC is a highly effective way of providing feedback without
offending the other party. The four-step NVC structure allows us
to express ourselves assertively while maintaining empathy and
respect for others’

Priya said, ‘Additionally, it’s important to focus on the future
rather than dwelling on past mistakes. Frame your feedback as an
opportunity for improvement in future rather than dwelling on
what went wrong. This can help the recipient feel more motivated
to make positive changes’

‘1 will remember these strategies while giving feedback to
ensure it is constructive and well-received, Rajesh concluded.

How can | receive feedback effectively?
Rajesh said, 1 have been working on improving how 1 receive
feedback. I want to learn how to do it more effectively.

‘Receiving feedback is crucial for personal and professional
growth, said Priya. ‘It’s important to approach it with an open
mind and a willingness to learn.

‘Absolutely, agreed Karthik. ‘Actively listening to feedback
without becoming defensive is key. It’s about understanding
the perspective being offered and reflecting on how it can help
us improve.

Priya added, ‘It’s also important to ask clarifying questions
to ensure we fully understand the feedback being given. This
demonstrates our commitment to improvement and allows us to
gather more insights.

Karthik said, ‘Once we have received feedback, it’s beneficial
to take some time to process it before responding. This allows
us to reflect on the feedback, consider its validity, and decide on
necessary actions.
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‘Another aspect of effective feedback reception is maintaining
an open mindset, said Priya. ‘Even if the feedback is difficult to
hear, approaching it with curiosity and a willingness to learn can
turn it into an opportunity for growth.

Karthik said, ‘It’s essential to recognize that feedback is
about our actions or behaviours, not our individual worth. By
depersonalizing feedback, we can better focus on the constructive
aspects and use it to improve’

‘Remember to close the conversation by expressing gratitude
for the feedback received, added Priya. ‘We should acknowledge
the inputs as our opportunity to improve and grow.

‘These are helpful tips. ] will keep these in mind while receiving
feedback, Rajesh concluded.

How can | provide constructive feedback during
performance discussions?

Rajesh said, ‘Performance reviews are a critical opportunity to
provide feedback that helps our team members grow and excel.
How can we ensure that these conversations are productive
and constructive?

Karthik replied, ‘Performance discussions should focus on
strengths and areas for improvement. It’s essential to provide
specific examples and actionable suggestions for growth rather
than just general feedback!

‘Framing feedback in the context of the team member’s
goals and objectives can make it more relevant and impactful,
added Priya. ‘It’s about aligning feedback with their personal and
professional development.

Karthik said, ‘Another important aspect is timeliness. Providing
feedback promptly allows team members to address issues and
make improvements. It also shows that we are invested in their
growth and development.
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‘It’s also crucial to create a safe and open environment where
team members feel comfortable receiving feedback, said Priya.
‘This means being empathetic and understanding, as well as
actively listening to their perspectives’

‘Foster a culture of continuous feedback and growth within the
team, advised Karthik. ‘This ensures that performance discussions
are not just annual events but ongoing conversations focused on
development and improvement.

Karthik, looking at his watch, said, ‘Well, it’s about time we
head inside, eat a quick bite, and make our way to the offsite
sessions. We wouldn’t want to be late’

Rajesh stood up reluctantly and said, 1 look forward to
continuing this conversation later. It’s been insightful.

The trio agreed to reconvene in the garden just before sunset
to continue their discussion. As they walked inside, Rajesh couldn’t
shake off thoughts about fostering a culture of continuous feedback
and growth within his team.

At A Glance

1. Be specific, transparent, and respectful when providing
feedback to promote constructive dialogue.

2. Practise active listening to understand others’ perspectives,
stay open-minded, and ask clarifying questions.

3. Demonstrate empathy and understanding towards others’
viewpoints to build trust and collaboration.

4. Utilize preparation, appropriate timing, and maintaining
focus to facilitate effective feedback discussions.

5. Choose the right time and place, use “I” statements, and
apply NVC.

6. Maintain professionalism and respect throughout feedback
exchanges, regardless of the circumstances.
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7. Address performance issues promptly and sensitively, and
encourage ongoing discussions to cultivate an environment
of trust and cooperation.

Conduct a Self-Assessment: Reflect on your recent
interactions where feedback was exchanged. Consider
how you delivered feedback and how you received
it. ldentify areas where you could improve in giving
or receiving feedback more effectively. Journal your
reflections and insights.

Schedule Feedback Sessions: Choose a trusted colleague,
friend, or mentor to practise giving and receiving
feedback. Set aside dedicated time (e.g., 15 minutes) for
each of you to provide constructive feedback. Focus on
specific behaviours or actions rather than personality
traits, and offer actionable suggestions for improvement.
Feedback Journalling: Keep a feedback journal to track
your experiences with giving and receiving feedback
over a week or month. Write down the key points
discussed, your initial reactions, and any insights gained
from each feedback interaction. Reflect on patterns or
recurring themes in the feedback you received and how
you responded to it.
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13.
Change Management and
Crisis Communication

¢
Leaders need to communicate not only the
‘what’ and ‘why’ of the change but also provide
guidance on the ‘how.

»

he evening sun slowly descended, casting a warm glow over

the garden. A gentle breeze danced through the air, creating
a sense of tranquillity. Karthik, Rajesh, and Priya gathered amidst
the serene surroundings, feeling the moment’s calm energy
enveloping them.

Rajesh broke the peaceful silence, his gaze fixed on the horizon
where the sun dipped lower with each passing minute. ‘Change
management and crisis communication, he mused aloud, his
voice carrying a hint of curiosity, ‘is a critical aspect of leadership,
especially in times of uncertainty or transition.

Karthik and Priya exchanged knowing glances, recognizing
the significance of the topic. They settled into the chairs, ready to
delve into the conversation.

By the Numbers: The Gap in Crisis Situations

e A study by Deloitte reveals that 76 per cent of board members
believe in their companies’ abilities to respond during crises.
Yet only 49 per cent of board members state their companies
monitor internal communications to detect trouble ahead.®
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Only 32 per cent of enterprises engage in crisis simulation

or training.’
30 per cent of leaders believe that organizations overlook their
employees during times of crisis.

What strategies can | apply to communicate change

to teams?

Karthik said, ‘When communicating change to our teams,
transparency is key. Leaders should openly communicate the
reasons driving the change, the expected outcomes, and how it
aligns with the organization’s goals and vision. Being open and
honest about the reasons behind the change helps build trust and
alleviate uncertainty.

‘It’s also crucial to provide context and clarity to help team
members understand how the change impacts them personally
and professionally, added Priya.

Karthik said, ‘Communication should be frequent and
consistent throughout the change process, keeping everyone
informed and engaged at every step.

‘1 see transparency, context, clarity, and consistency in
communication are important for change management, remarked
Rajesh. ‘What else should we consider?” he asked.

Karthik replied, ‘It’salso important to tailor the communication
to each team member’s needs and concerns. Individuals may react
differently to change, so personalized communication can help
address their uncertainties and fears.

Priya added, ‘As leaders, we need to not only communicate the
‘what’ and ‘why’ of the change but also provide guidance on the
‘how’. This means offering support, resources, and training to help
our teams adapt to the new circumstances effectively’
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‘Is there any particular strategy that will reduce resistance to
change?’ asked Rajesh.

Karthik replied, ‘One effective strategy | have found is to frame
the change as something “new” or “novel” rather than “different”
or “disrupting”. This subtle language shift can help create a more
positive mindset among team members. Instead of focusing on
what’s being lost or disrupted, they are encouraged to see the
change as an opportunity for growth and exploration.’

‘We can inspire excitement and motivation among team
members by emphasizing the positive aspects of the change and
highlighting the potential benefits, he continued. ‘It’s all about
reframing the narrative to focus on the opportunities rather than
the challenges’

What are the guidelines for effective communication
during crises?

Rajesh observed, ‘Given the volatile nature of our industry, we
must be prepared to handle crises effectively’

‘Absolutely, Rajesh, agreed Karthik. ‘During crises, effective
communication becomes paramount. We must convey
information, provide reassurance, maintain trust, and guide our
teams through uncertainty’

Priya added, ‘Establishing a clear chain of command and
communication protocols during crises is also essential.
This includes establishing designated spokespeople, defining
communication channels, and ensuring consistent messaging
across all platforms.

‘Correct, Karthik said. ‘Having designated spokespeople
ensures that information is conveyed in a consistent and
coordinated manner. It also helps control the information flow
and avoid conflicting messages.
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Priya said, ‘Defining communication channels is crucial
for reaching stakeholders efficiently. Whether through email
updates, press releases, social media, or internal memos, having
predetermined channels ensures that information reaches the
right people on time.

‘Consistent messaging is key to maintaining trust and credibility
during a crisis, observed Rajesh. ‘All communication—from top
leadership down to frontline staff—must align with the established
messaging to avoid confusion and maintain transparency.

‘Very well articulated, Rajesh, said Karthik, smiling. ‘Besides
a structured approach, being proactive in our communication
efforts is important. This means keeping stakeholders informed
when the crisis is in sight, even before it occurs, building trust and
credibility beforehand’

Priya added, ‘We must also be adaptable in our communication
strategy, tailoring our messages to suit the evolving nature of the
crisis and the needs of our audience. Flexibility and agility are key
during uncertain times.

‘Good point, Priya, said Karthik, approvingly. ‘Proactive
communication helps to stay ahead of the situation, providing
stakeholders with timely updates and reassurance. Being adaptable
allows us to adjust our communication strategies as the crisis
evolves, ensuring we effectively address emerging challenges.
Transparency builds trust by being honest and forthcoming about
the situation, even if the news is difficult’

Priya said, ‘Additionally, empathy plays a crucial role in crisis
communication. Understanding the concerns and emotions of those
affected by the crisis allows us to tailor our messaging appropriately,
showing compassion and support during difficult times.

‘Preparation is key, said Karthik. ‘Having a well-defined crisis
communication plan along with regular training sessions and drills
helps teams respond effectively when a crisis occurs. This includes
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identifying potential risks, establishing communication channels,
and outlining roles and responsibilities.

Priya added, ‘Leaders must ensure all team members understand
how to communicate effectively with outside parties during a crisis’

How do | maintain transparency and leadership
presence during a crisis?

Rajesh noted, ‘Karthik, you and Priya emphasized transparency
multiple times during this discussion. It appears maintaining
transparency and leadership presence during crises is crucial for
guiding our teams through turbulent times.

Karthik said, nodding in agreement, ‘Transparency builds
trust and reassures our teams that we are navigating the situation
together. It’s about being open and honest about our challenges
and the steps being taken to address them’

‘Leadership presence is equally important, added Priya. ‘Our
teams look to us for guidance and stability during crises. It’s about
projecting confidence, empathy, and decisiveness in our actions
and communication’

Rajesh asked, ‘How do we balance transparency and leadership
presence effectively to instil confidence and resilience within
our teams?’

Karthik replied, ‘We can do so by being timely and authentic.
Transparency isn’t just about sharing information but doing so at
the right time and being genuine. Our teams need to hear from us
regularly, with updates on the situation and our response efforts.

Priya added, ‘Maintaining a strong leadership presence means
being visible and accessible to our teams. It’s about physically and
virtually showing up to provide guidance, support, and reassurance.

Rajesh asked, ‘So, as leaders, we need to be present both in our
words and deeds to lead our teams through uncertainty.
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Karthik absorbed the moment’s tranquillity as the sun dipped
below the horizon before responding, ‘Yes, Rajesh. Being present
means showing up physically, emotionally, and mentally. It’s about
actively listening to our team members, empathizing with their
concerns, and providing support where needed.

Priya nodded in agreement, her expression reflecting the
serene ambience around them. ‘We need to be open, honest, and
forthcoming, even when the information is difficult to share, and
keep our teams informed at every step.

Karthik looked at his watch and suggested, ‘Let’s take forward
the conversation indoors and continue to explore more aspects of
effective leadership communication.

At a Glance

Recognise and manage challenges while communicating
with diverse teams, fostering inclusivity and understanding.
Tailor communication styles to suit diverse workplace
environments, demonstrating flexibility and sensitivity.
Develop cultural awareness and empathy to navigate cross-
cultural communication effectively.

Strive for ongoing learning in cross-cultural communication
skills, seeking feedback and remaining open to
diverse perspectives.

Cultivate clear and respectful communication with clients
from different cultures, ensuring effective collaboration
and rapport.

Implement clear communication protocols and promote

cross-cultural awareness in a multinational workplace.




152 | Leading with Words

OO QOO OO OO OO OGO OO OGO OO OO OGO

LD OO OO OO OO

Learning on the Go

Communication Drill: Select a recent change or
upcoming organizational shift. Formulate key messages
and talking points to communicate the change effectively
to your team or stakeholders. Practise delivering these
messages in front of a mirror or record yourself for self-
assessment. Solicit feedback from a trusted colleague or
mentor on your delivery, clarity, and effectiveness.

Crisis Communication Simulation: Create a realistic
crisis scenario relevant to your industry or organization.
Form cross-functional teams and assign roles, such
as spokesperson, communications coordinator, and
decision-maker. Simulate the crisis unfolding in real
time. Debrief after the simulation to evaluate
communication effectiveness, identify areas for
improvement, and capture lessonslearnt for future crises.
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14.
Communication in a Diverse and
Cross-Cultural Setting

¢
Cultural Intelligence or Cultural Quotient (CQ)
involves being aware of our own cultural biases
and open to learning from others.

—

s the trio settled down in the dining hall, the aroma of

freshly brewed coffee mingled with the chatter of colleagues.
Fidgeting with his napkin, Rajesh finally broached the topic that
had been on his mind for a while.

‘l have felt a bit challenged lately regarding communication
in our diverse workplace, he said. ‘It’s like navigating through a
maze sometimes.

Karthik and Priya exchanged knowing glances, understanding
Rajesh’s concerns. Karthik leaned forward and said, ‘l understand
what you mean, Rajesh. There is a multitude of backgrounds,
experiences, and perspectives that our colleagues bring to the table’

Priya nodded in agreement, adding, ‘Yes. Our organization
is like a melting pot of cultures, languages, and traditions.
Effectively communicating in such a diverse and cross-cultural
setting requires a nuanced approach and heightened awareness of
these differences.

Rajesh sighed, feeling relieved to have finally voiced his
concerns. ‘It’s just that sometimes 1 worry about unintentionally

153



154 | Leading with Words

causing misunderstandings or offending someone unknowingly,
he confessed.

Karthik offered a reassuring smile. ‘Don’t worry, Rajesh. We
have all been there. But the good news is there are strategies we can
use to navigate these challenges and foster better communication
across diverse backgrounds.

By the Numbers: The Link between Diversity and
Business Success

Diverse management teams have 19 per cent higher business
revenues than their peers.>
75 per cent of employees prefer diverse work environments.3*

65 per cent of organizations face the challenge of language
barriers between their managers and other employees.
67 per cent of employees face inefficiency in their work

and 40 per cent experience complex collaboration due

to miscommunication.*

How can | manage the challenges of communicating
with a diverse team?
Karthik said, ‘Communicating in a diverse team definitely comes
with its own set of challenges. One common issue is language
barriers. With colleagues from various linguistic backgrounds,
misinterpretations can easily occur, leading to misunderstandings.
‘Cultural differences can also present challenges, added
Priya. ‘Different cultural norms regarding communication styles,
hierarchy, and decision-making processes can sometimes clash,
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causing friction within the team. For instance, team members
from countries like the USA or Australia are accustomed to voicing
unfiltered opinions while those from Japan speak up only after
their seniors express their views.

Rajesh said, ‘I can see how those differences could impact team
dynamics. But how do we effectively manage these challenges?’

Karthik replied, ‘One approach is to prioritize clarity and
simplicity in communication. Use simple language, and avoid
jargon to help bridge language barriers. Additionally, being
mindful of cultural differences and adapting our communication
style to accommodate diverse preferences can go a long way in
fostering understanding’

‘Building rapport and trust within the teamis also crucial; added
Priya. ‘Encouraging open dialogue, active listening, and respecting
different viewpoints can help mitigate misunderstandings and
promote collaboration’

Rajesh observed, ‘In other words, being proactive and
intentional in our communication efforts and building a strong
foundation of trust among team members will help navigate a
diverse work environment.

‘Exactly, said Karthik. ‘We can create a more inclusive and
effective team dynamic by leveraging our differences as strengths’

Priya added, ‘Another key aspect is encouraging cultural
sensitivity and awareness among team members. Training or
resources about different cultures can help foster empathy
and understanding’

‘What about addressing conflicts arising from cultural
differences?’ asked Rajesh.

Karthik replied, ‘When conflicts arise, it’s essential to approach
them with empathy and a willingness to understand the underlying
cultural factors at play. Encouraging open dialogue, facilitating
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mediation if necessary, and seeking win-win solutions that respect
diverse perspectives can help resolve conflicts constructively.
Priya said, ‘Additionally, promoting a culture of inclusivity
and equity within the team can help mitigate potential conflicts.
Ensuring everyone feels valued, respected, and heard, regardless of
background, can foster a sense of belonging and unity.’

How do | communicate effectively in a

diverse workplace?

Rajesh remarked, ‘Managing communication in a diverse team is
one thing, but ensuring it’s effective is another challenge. How can
we ensure that our communication is understood and resonates
effectively with each member of our diverse team?’

Karthik replied, ‘One key aspect is to embrace flexibility in
our communication approach. Recognizing that different team
members may have varying communication styles and preferences
based on their cultural background or personal experiences, we need
to adapt our communication to accommodate these differences’

Priya added, ‘Building on that, it’s important to promote active
listening and encourage participation from all team members.
Creating an environment where everyone feels comfortable
sharing their thoughts and ideas, regardless of their background,
can lead to richer discussions and better outcomes.

‘Technology can be a powerful tool for bridging geographical
and cultural divides, said Karthik. ‘Utilizing collaboration
platforms, video conferencing tools, and translation services can
help facilitate communication and foster collaboration among
team members across geographical and linguistic divides’

Priya said, ‘Regular team meetings, one-on-one check-ins, and
feedback sessions can also help strengthen communication and
build trust within the team’
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Rajesh said, ‘We have discussed managing communication
in diverse teams and ensuring effectiveness. Are there additional
considerations when communicating in a diverse workplace?’

‘Yes, replied Karthik. ‘One key aspect is to avoid making
assumptions about how people from different backgrounds prefer
to communicate. Understanding and respecting each individual’s
cultural norms and communication styles can help foster better
understanding and collaboration.

Priya added, ‘Cultivating cultural intelligence or cultural
quotient within the team is also important. This involves being
aware of our own cultural biases and being open to learning from
others’ perspectives. We can create a more inclusive and innovative
work environment by embracing diversity and valuing different
ways of thinking’

How do | communicate effectively in a

cross-cultural setting?

Rajesh remarked, ‘Given the diverse nature of our organization,
it'’s crucial to communicate effectively across different cultures.
What strategies can we employ to ensure our communication is
successful in such settings?’

‘Communicating in cross-cultural settings requires a
heightened awareness of cultural nuances and customs, replied
Karthik. ‘One approach is to practise active listening and observe
how others communicate within their cultural context. This allows
us to adapt our communication style accordingly and demonstrate
respect for different cultural norms.

Priya added, ‘It’s also important to be mindful of nonverbal
communication cues, such as body language and facial expressions.
These cues can vary widely across cultures and may carry different
meanings. By being attentive to these nonverbal signals, we can
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better understand our counterparts and ensure our messages are
received as intended.

‘For example, said Karthik, ‘in some cultures, direct eye
contact is seen as a sign of confidence and attentiveness. However,
other cultures may consider prolonged eye contact disrespectful
or confrontational. Similarly, gestures like the thumbs-up or the
okay sign may have positive connotations in some cultures but
be offensive or inappropriate in others. It’s crucial to be aware of
these differences and adjust our behaviour accordingly to avoid
unintentional misunderstandings.

Rajesh said, ‘1 agree, paying attention to nonverbal cues can
provide valuable insights into our counterparts’ thoughts and
feelings. Gestures, facial expressions, and body language can
convey emotions, intentions, and attitudes that words alone may
not capture.

‘Exactly, said Karthik. ‘Being attuned to these nonverbal cues
can enhance our cross-cultural communication skills and build
stronger relationships with colleagues from diverse backgrounds.

‘Additionally,  he continued, ‘don’t hesitate to ask for
clarification if something seems ambiguous or unclear. It shows
respect for the other person’s perspective and helps prevent
misunderstandings.

Priya said, ‘Cultivating cultural sensitivity is essential for
fostering positive relationships and avoiding misunderstandings in
cross-cultural communication. It involves understanding cultural
differences and showing respect for them. By acknowledging and
respecting diverse cultural norms and values, we can build trust
and rapport with colleagues from different backgrounds’

‘Adapting communication styles is crucial in a cross-cultural
setting, remarked Karthik. ‘This entails flexing our approach to
match the preferences and expectations of our counterparts from
different cultural backgrounds. This might mean adjusting the
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level of formality, the pace of speech, or even the use of humour or
indirect language. Adapting our communication style can bridge
cultural gaps and foster smoother, more productive interactions.

How do | improve my cross-cultural communication in
the workplace?

Rajesh asked, ‘How can we proactively enhance our cross-cultural
communication skills in the workplace?’

‘One approach is to seek out opportunities for cultural
immersion, replied Priya. ‘This could involve participating in
cultural exchange programmes, attending multicultural events,
or even spending time in diverse communities outside of work.
By immersing ourselves in different cultural contexts, we can
gain firsthand experience and insights to help us navigate cultural
differences more effectively.

Karthik added, ‘Another strategy is to engage in continuous
learning and self-reflection. This could involve reading books,
taking courses, or participating in workshops on cross-cultural
communication. Additionally, reflecting on our cultural biases
and assumptions can help us become more aware of how our
background influences our communication style and behaviour’

‘Buildingrelationships with colleagues from diverse backgrounds
can also be beneficial, said Priya. “This helps us understand different
cultural norms, values, and communication styles, fostering
empathy and leading to a more inclusive workplace environment’

Karthik said, ‘Empathy plays a crucial role in cross-cultural
communication. It allows us to put ourselves in others’ shoes,
recognize their feelings, and respond with sensitivity. This helps
build trust and rapport.’

‘We must be aware of cultural differences in communication
norms, such as directness versus indirectness, hierarchical
structures, and nonverbal cues, said Priya. ‘By adapting our
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communication style to align with these cultural nuances, we can
avoid misunderstandings and build stronger connections with
our colleagues’

Karthik said, ‘Seeking feedback from colleagues from different
cultural backgrounds can provide valuable insights into how our
communication style is perceived and how we can improve. It’s
essential to approach this process with humility, acknowledging
that we all have blind spots and areas for growth. We can
continuously refine our cross-cultural communication skills by
remaining open to feedback and being willing to learn from others’

‘Ongoing learning is key to staying adaptable and responsive
to the evolving dynamics of our diverse workplaces, said Priya.
‘This could include attending cultural sensitivity training,
reading literature on intercultural communication, or engaging
in cross-cultural experiences outside of work. Staying curious
and proactive in pursuing cultural understanding can help build
stronger relationships, foster collaboration, and navigate cross-
cultural challenges more effectively’

How do | communicate effectively with clients from
different cultures?

‘Communicating with colleagues from diverse backgrounds is
one thing, but what about when it comes to clients from different
cultures? asked Rajesh. ‘It seems like there could be even more
nuances to consider in those interactions.

Priya acknowledged, ‘Yes. Clients often come from various
cultural backgrounds with their own communication styles,
preferences, and expectations.

Karthik said, ‘When communicating with clients from different
cultures, it’s essential to be mindful of cultural norms, customs,
and communication styles to avoid misunderstandings and ensure
clear, effective communication.
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‘Additionally, he advised, ‘avoid making assumptions or
generalizations about clients based on their cultural background.
Each individual is unique, and each interaction needs to be
approached with an open mind and a willingness to learn.

‘Building rapport and establishing trust is also crucial when
working with clients from different cultures, he added. ‘Take the
time to listen actively, show empathy, and demonstrate respect for
their perspectives to foster positive relationships.

Priyasaid, ‘Respect and sensitivity are also paramount. We must
always be mindful of cultural differences and avoid inadvertently
offending or disrespecting our clients’ customs or beliefs. This
requires a high level of cultural sensitivity and a willingness to
adapt our behaviour and communication style to align with the
preferences of our clients’

‘Clear communication is also crucial, especially when working
with clients from diverse cultural backgrounds, added Karthik.
‘We need to ensure that our messages are conveyed in a way that is
easily understandable and free from ambiguity. This might involve
simplifying language, using visual aids, or providing additional
context to clarify potential misunderstandings.

Priya said, ‘Flexibility is important, too. We must be willing
to adjust our approach and communication style based on the
unique cultural context of each client interaction. This might
involve modifying our tone, body language, or even the timing of
our communications to better resonate with our clients’ cultural
norms and expectations.

How do | overcome communication barriers in a
multinational company?

Rajesh asked, ‘How do we overcome communication barriers in a
multinational workplace with employees of diverse backgrounds?’
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‘Prioritize clarity and simplicity in your communication,
replied Priya. ‘Given the diverse backgrounds and languages in
multinational companies, we must ensure that our messages are
easily understandable and free from ambiguity. This might involve
using simple language, avoiding jargon, and providing clear
explanations to facilitate effective team communication.

Karthik said, ‘Building strong relationships and fostering
trust is essential in overcoming communication barriers. In a
multinational company, where teams may be geographically
dispersed and culturally diverse, establishing open lines of
communication and cultivating a sense of camaraderie can help
bridge gaps and facilitate collaboration. This might involve regular
check-ins, team-building activities, and opportunities for informal
communication to build rapport and strengthen connections
among team members’

Rajesh, nodding in agreement, said, ‘1 also feel embracing
digital solutions can bridge geographical divides and be a game-
changer in overcoming communication barriers. We can facilitate
seamless communication and collaboration across global teams
with the right tools and platforms, such as video conferencing,
instant messaging, and collaborative workspaces, fostering a more
connected and agile workforce’

Karthik smiled and said, ‘Absolutely, Rajesh. Establishing clear
communication protocols across the organization is also essential.
Besides, we must cultivate a culture of inclusivity and diversity
within the organization. Asleaders, we must create an environment
where different perspectives are valued and respected, breaking
down communication barriers.

‘Training and development programmes can play a crucial
role here; added Priya. ‘Cross-cultural communication training,
language classes, and cultural sensitivity workshops can equip
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employees with the skills to navigate diverse workplace dynamics
more effectively. Investment in employee development can
empower our teams to communicate confidently and respectfully
across cultural boundaries’

Body language significantly influences leadership

perception and effectiveness.

Utilise body language techniques such as open
posture and steady eye contact to project confidence
and credibility.

Cultivate executive presence through self-awareness,
effective communication, emotional intelligence,
and professionalism.

Develop body language habits that inspire trust and
build rapport with team members and stakeholders.

_000000000000000000000000000000000000000000000000000000000000000000000000000.

Learning on the Go

E :
Cross-Cultural Communication Simulation: Organize
a role-playing activity where participants are assigned
different cultural backgrounds and scenarios to simulate
cross-cultural communication challenges. Encourage
participants to adapt their communication styles and
strategies to effectively navigate the scenarios.
Diversity Dialogue Sessions: Host regular diversity
dialogue sessions where team members can share their
experiences, perspectives, and cultural backgrounds.
Facilitate open and respectful discussions about cultural
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differences, communication preferences, and strategies
for fostering inclusivity in the workplace.

Cultural Sensitivity Training: Organize cultural
sensitivity training sessions to raise awareness about
cultural differences, stereotypes, and biases. Provide

practical tips and guidelines for communicating
effectively in diverse and cross-cultural settings, and
encourage participants to apply these strategies in their
daily interactions.




15.
Communicating in a Virtual
and Remote Environment

(€6
Prioritize clarity and conciseness in virtual
communication to ensure messages are
understood.

—»

As the trio sat comfortably in the cosy dining room, the soft
glow of the departed sun, filtering through the windows,
bathed the room in a warm ambience. Rajesh, Karthik, and Priya
continued their discussion, their minds still abuzz with ideas.

Rajesh leaned forward, his expression thoughtful. ‘1 have been
thinking about how our communication dynamics have shifted
since we have transitioned to remote work, he began. ‘It’s brought
up some interesting challenges and opportunities. I wonder if we
could discuss that further?’

Karthik nodded in agreement, a spark of enthusiasm in his
eyes. ‘Absolutely. With the rise of virtual meetings and remote
collaboration, effective communication in these environments has
become more critical than ever’

Priya remarked with anticipation, ‘1 think this discussion will
be incredibly relevant for navigating the evolving landscape of the
new-normal work!
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By the Numbers: Significance of Communication in
Remote Work

Companies perceived to have transparent communication
by remote workers have a 12 per cent higher level of job

satisfaction vis-a-vis those perceived as non-transparent. 3°

Project cycle times are reduced by 32 per cent for virtual
teams with high communication engagement.*

56 per cent of remote employees state communication and
collaboration is the most critical feature for remote work to
be successful and enjoyable.’”

By the Numbers: The Cost of Inefficient Communication
in Remote Work

Small companies with 100 employees spend about 17 hours
a week clarifying communication.*
53 per cent of remote employees find it challenging to feel

connected and build rapport with their colleagues.’

01 per cent of remote employees say their team works in a
silo because of different tools used in the organisation.’

How do | communicate effectively in a

virtual environment?

Rajesh: asked, ‘How do we ensure effective communication in a
virtual environment?’

‘In a virtual setting, clarity and transparency are paramount,
replied Karthik. ‘We must be explicit in our communication,
ensuring that all team members clearly and easily understand
messages, regardless of their physical location.

Priya added, ‘Leveraging technology effectively is essential.
Whether it’s video conferencing tools, instant messaging platforms,
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or project management software, choosing the right tools and
ensuring everyone knows how to use them can greatly enhance
collaboration in a virtual environment.

Rajesh observed, ‘1 understand that combining clear
communication with the right technological tools to bridge the gap
between team members is important in virtual communication’

‘Yes, Rajesh, said Karthik. He continued, ‘Another important
aspect is establishing clear norms and expectations for
communication within the team. This includes defining preferred
communication channels, response times, and meeting schedules
to ensure everyone is on the same page.

Priya said, ‘In a virtual environment, it’s easy for individuals to
feel isolated or disconnected. Regular team meetings, one-on-one
check-ins, and status updates can help foster a sense of belonging
and keep everyone informed about project progress.

‘It’s also essential to provide opportunities for everyone to
participate in discussions, added Karthik. ‘In a virtual setting,
it’s easy for some voices to get lost, so ensuring everyone has a
chance to contribute is vital for maintaining engagement and
fostering teamwork.

Priya said, ‘Since nonverbal cues are limited in a virtual
environment, it’s essential to communicate clearly and avoid
ambiguity. Be mindful of cultural differences, and adapt your
communication style to ensure everyone understands the message.

How do | ensure effective communication within remote
and virtual teams?

Rajesh said, ‘We have discussed the importance of clear
communication norms and regular check-ins. What else can we
do to ensure effective communication within our remote and
virtual teams?’
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Karthik replied, ‘In addition to those measures, fostering
a sense of connection and collaboration is crucial. We can
leverage technology to create virtual spaces for team members to
collaborate, share ideas, and work together on projects, even when
they are physically apart’

‘Providing opportunities for informal interaction can also
strengthen team bonds and morale, added Priya. ‘Virtual coffee
breaks, team-building activities, or even non-work-related chat
channels can help team members connect on a personal level and
build trust and camaraderie

Rajesh remarked, ‘So, it’s not just about formal communication
channels but also about creating opportunities for informal
interaction and collaboration’

Karthik smiled and said, ‘You've got it, Rajesh.” He continued,
‘Another important aspect is setting clear expectations and goals.
Everyone must understand their roles, responsibilities, and
deadlines in a remote setting. We can minimize misunderstandings
and ensure everyone is aligned towards common objectives by
establishing clear expectations upfront’

Priya added, ‘Regular communication about progress and
challenges is key. Encouraging team members to provide updates
on their tasks, share obstacles, and seek help when needed fosters
accountability and keeps everyone on track.

Karthik said, ‘It’s crucial to balance synchronous and
asynchronous communication methods. While synchronous
communication, like video calls and instant messaging, is great
for real-time discussions, asynchronous channels, such as emails
and project boards, allow team members to communicate flexibly
without time zone constraints. Leaders can nurture strong
connections and drive success in their virtual and remote teams by
leveraging a mix of synchronous and asynchronous channels and
fostering a culture of openness and collaboration’
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‘Furthermore, added Priya, leaders should prioritize providing
opportunities for skill development and growth within the remote
team context. This can include offering virtual training sessions,
assigning challenging projects, and facilitating mentorship
programmes. Investing in the professional development of remote
team members not only strengthens their skills but also increases
their engagement and commitment to the team and organization’

How do | enhance my digital communication etiquette?

Rajesh said, ‘With digital communication becoming
increasingly prevalent, we must maintain proper etiquette in our
interactions. How can we enhance our digital communication
skills to ensure clarity and professionalism?’

Karthik explained, ‘Digital communication etiquette
encompasses various aspects, such as tone, brevity, and
responsiveness. It’s about conveying our messages effectively while
respecting others’ time and boundaries’

‘It’s important to consider the context and audience when
communicating digitally, added Priya. ‘Whether it’s an email, chat
message, or video call, tailoring our communication to suit the
situation and the recipient’s preferences can significantly affect
how our message is received.

Karthik said, ‘One aspect of digital communication etiquette
that often gets overlooked is the importance of proofreading
and editing our messages before sending them. Written
communication takes on even greater significance in a virtual
environment, where there’s often less opportunity for face-to-face
interaction. Reviewing our emails, chat messages, or other written
correspondence can help us catch errors, clarify our thoughts, and
ensure that our message comes across as intended.

‘Besides proofreading, said Priya, ‘it’s essential to be mindful
of our tone and language. While digital communication lacks the
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nonverbal cues present in face-to-face interactions, the tone of our
messages can still convey a lot. Striking the right tone—whether
it’s professional, friendly, or empathetic—can greatly impact how
our message is perceived by others.

Rajesh concluded, 1 now understand that effective digital
communication etiquetteinvolvesattention todetail,consideration
for others, and a commitment to maintaining professionalism.

Karthik said, ‘Another crucial aspect of digital communication
etiquette is responsiveness. In a virtual environment, where
communication often happens asynchronously, it’s essential to be
prompt in responding to messages and emails. Even if we don’t
have an immediate answer, acknowledging receipt and setting
expectations for when a response can be expected can go a long
way in maintaining effective communication’

‘Another key point is clarity and conciseness in our digital
communications, he continued. ‘With the prevalence of text-
based communication platforms, such as email and instant
messaging, being clear and concise in our messages helps prevent
misunderstandings and ensures that our points are communicated
effectively. Avoiding unnecessary jargon and keeping messages
focused on the key points can streamline communication and
improve overall clarity.

‘Practising empathy and consideration for others in our
digital interactions is also essential, added Priya. ‘This includes
being mindful of different time zones, scheduling meetings,
sending messages at appropriate times, and respecting others’
boundaries and preferences. Cultivating a culture of empathy
and understanding fosters stronger relationships and promotes
collaboration in virtual teams.

Rajesh concluded, ‘1 see we can build trust, foster collaboration,
and drive success in virtual environments by being prompt, clear,
and considerate in our digital interactions’
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How do | use technology to enhance

my communication?

Rajesh said, ‘We have seen how technology can be a powerful ally
in our quest for effective communication. How can we make the
most of technology to enhance our interactions and productivity
in a virtual environment?’

Karthik replied, ‘We need to leverage technology to streamline
communication processes and ensure everyone feels connected
and supported, regardless of location

‘Technology offers many tools and platforms that can
significantly improve communication in a remote setting, he
continued. ‘For instance, video conferencing allows face-to-face
interactions, fostering a sense of connection despite physical
distance. Collaboration platforms, like Slack or Microsoft Teams,
facilitate real-time communication and seamless file sharing’

Priya added, ‘Project management tools, such as Trello or
Asana, help teams stay organized and on track with tasks and
deadlines. Email and instant messaging platforms remain essential
for quick updates and asynchronous communication.

Karthik said, ‘One important aspect to consider is using virtual
whiteboards and brainstorming tools. These platforms allow teams
to collaborate visually in real-time, which can be especially valuable
for creative brainstorming sessions or problem-solving discussions’

‘Let’s not overlook the power of recording meetings and
presentations, added Priya. ‘Team members may have different
time zones or conflicting schedules in a remote setting. Recording
sessions allow everyone to access the information at their
convenience, ensuring that no one misses out on important
discussions or decisions’

Karthik said, ‘That’s a crucial aspect, Priya. Further,
accessibility is key in remote teams. Leaders should ensure that
all communication tools are accessible to all team members,
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regardless of location or technical proficiency. This might involve
providing training or support to team members less familiar with
certain tools or exploring alternative solutions to accommodate
different needs and preferences’

Priya nodded appreciatively and said, ‘Absolutely, Karthik.
Ensuring everyone has equal access to communication tools
fosters inclusivity and ensures no team member feels left out or
disadvantaged. It’s essential for maintaining collaboration and
productivity in remote environments.

Rajesh remarked, ‘So, it’s not just about using technology for
communication but also for collaboration and knowledge sharing’

‘Exactly, Rajesh, said Karthik. ‘We can leverage technology
to create a seamless and inclusive communication experience
for everyone involved. With the right tools and practices, we
can overcome the challenges of distance and time zones to build
strong, cohesive teams that thrive in a virtual environment’

‘Additionally, he continued, ‘selecting tools that align with
the team’s needs and preferences is crucial. Not every technology
solution will suit every team or every situation, so it’s essential
to consider factors like ease of use, compatibility with existing
systems, and scalability’

Priya added, ‘Don’t forget about security and privacy
considerations. With the increasing reliance on digital
communication tools, ensuring the safety of sensitive information
and protecting privacy rights should be top priorities for leaders.

‘Absolutely, Priya, agreed Karthik. ‘Security should never be
an afterthought. Leaders must prioritize implementing robust
security measures and training team members on best practices
for data protection’

As the last rays of the sun disappeared on their final day at
the retreat, Rajesh reflected on their discussions. ‘1 must say, these
past few days were incredibly enlightening. 1 learnt so much from
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both of you, he said, a note of gratitude in his voice. ‘Karthik, your
insights were invaluable. Thank you for sharing your knowledge
with us’

Karthik smiled warmly. ‘It was my pleasure, Rajesh. Priya, your
support and contributions to our discussions were outstanding.
I couldn’t have asked for a better conversation partner, he
acknowledged, turning to her.

Priya returned the smile. ‘Thank you, Karthik. I really enjoyed
our conversations, too. Rajesh, it was wonderful to see your
engagement throughout this retreat. 1 am glad it was productive
for you, she said, genuinely pleased.

Karthik then revealed, “You know, at one point in my career,
1 was exactly where you are now, Rajesh. That’s when I decided
to work with an executive coach, Smita, to further accelerate my
growth and development.’

Rajesh’s interest was piqued. ‘An executive coach? That sounds
intriguing. 1 would love to learn more about it, he said, curious.

Priya remarked, ‘Executive coaching is valuable for our growth
and development. Maybe we could arrange for Smita to visit our
office one day for discussions?’

Karthik considered the idea momentarily before responding,
‘That sounds like a plan but on one condition, he said, looking
directly at Rajesh. ‘You must promise me you will implement
everything we discussed here first. Deal?’

Rajesh nodded with determination evident in his eyes. ‘Deal,
he agreed, extending his hand to seal the agreement.

With plans set and commitments made, the trio rose from
their seats, ready to enjoy their final dinner together at the retreat.
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At A Glance

Prioritize clarity and conciseness in virtual communication

to ensure messages are understood.

Implement strategies to enhance collaboration and
alignment among remote teams.

Use digital communication etiquette to uphold
professionalism and respect in virtual interactions.
Leverage technology tools to facilitate real-time
communication and improve collaboration efficiency.
Ensure communication platforms and practices prioritize
privacy and security to protect sensitive information.
Foster an environment where team members feel comfortable
providing feedback and sharing concerns.

Ensure all team members have equal access to
communication tools and resources, regardless of location
or technical proficiency.

Provide opportunities for team members to enhance their
skills and stay updated on technologies and tools relevant
to remote work.

Learning on the Go

e Technology Assessment and Training: Conduct an
assessment of the digital tools and platforms used for
communication within your remote team. Identify gaps
or areas for improvement, and provide targeted training
sessions to help team members optimize their use of
these tools.

o Virtual Team-Building Activities: Plan and facilitate
virtual team-building activities that promote
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collaboration and communication among remote team
members. This could include virtual team lunches,
online games, or collaborative projects that require
communication and coordination.

Communication Feedback Sessions: Schedule

regular feedback sessions where team members can

share their experiences and challenges with remote
communication. Use these sessions to identify common
issues and brainstorm solutions collaboratively.
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16.
The Body Language
of a Leader

(€6
Confidence isn't just about projecting strength;
it's also about being receptive and open
to others.

—»

onths had passed since the retreat, and Karthik, Rajesh, and

Priya were immersed in their work at their bustling office
in Cybercity, Gurugram. The transformation in Rajesh during
this period was unmistakable. He exuded confidence, his words
flowed with clarity, and his demeanour radiated a newfound sense
of purpose.

Rajesh seamlessly navigated interactions with diverse
stakeholders, expressing his ideas effectively without hesitation
and effortlessly bridging cultural and communication gaps. His
exceptional leadership skills shone through as he skilfully guided
his team, earning accolades and admiration from colleagues across
the organization.

Karthik couldn’t help but feel a sense of pride as he observed
Rajesh’s growth. He had blossomed into a leader, embracing and
successfully tackling challenges with poise. Priya, too, shared the
sentiment, pleased to see her efforts as HR Head bearing fruit.

Serendipitously, the trio found themselves alone near the
coffee vending machine. Karthik couldn’t resist complimenting
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Rajesh on his remarkable transformation. ‘You have truly come a
long way, he remarked, a genuine smile lighting up his face.

Humbled by the praise, Rajesh expressed his gratitude before
gently reminding Karthik of his promise to invite his coach, Smita,
to the office for a session. ‘Karthik, remember our conversation at
the retreat? Smita’s insights could help me to develop further, he
said earnestly.

Priya echoed Rajesh’s sentiment. ‘Yes, 1 agree. Having your
executive coach here would be invaluable for all of us, she added,
her enthusiasm palpable.

Karthik paused, considering their request. It was a promise
he intended to keep. After all, he, too, could benefit from
Smita’s insights.

‘You are right. It’s about time 1 fulfil my side of the bargain, he
replied, determined to arrange a session at the office where Smita
would address Rajesh, Priya, and other senior leaders for their
continued growth and development.

A fortnight after the trio’s conversation, Smita arrived at their
office. Standing tall at 5 feet 6 inches, she exuded poise and
grace with every step. Her short, curly hair framed her face and
accentuated her fair complexion, and her wide, observant eyes
seemed to take in everything around her. As she entered the room,
her presence commanded attention, yet there was a warmth and
approachability in her demeanour that instantly put everyone
at ease.

Greeting everyone with genuine enthusiasm, Smita seamlessly
mingled with the gathered leaders as if she had been a part of their
team for years. Her interactions were effortless, and it was clear that
she was genuinely interested in connecting with each individual.
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Karthik welcomed Smita, expressing gratitude for accepting
his request to share her insights with his team. ‘1 have personally
benefitted a lot from our sessions, and now I believe my team can
benefit from them too, he said warmly.

Smita acknowledged the compliment with humility. ‘It’s truly
an honour to help leaders like yourselves improve and grow in
their roles, she replied.

Why should leaders use their body language?

Karthik said, ‘Smita, we are eager to learn more about the body
language of a leader and its impact on our interactions with
our teams.

‘Yes, Smita, chimed in Rajesh. ‘Body language plays such a
crucial role in communication, especially for leaders. 1 want to
understand how to leverage it to inspire and motivate our teams.

Priya said, ‘1 have always believed that nonverbal cues can
speak volumes.

‘Indeed, said Smita, ‘nonverbal communication plays a
significant role in creating a leader’s presence. Our body language
speaks even before we utter a single word. It’s the first impression
we make. It shapes how others perceive us and influences the
dynamics of our interactions. It can reflect our confidence,
credibility, and authenticity as leaders. It sets the tone for the team
and can inspire trust and confidence!

By the Numbers: Significance of Body Language
in Leadership

e Nonverbal communication, including body language and

tone, counts for 6o to 65 per cent of the message that we
deliver to the other party.+
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People form an opinion within the first 10 seconds of
meeting someone through their body language; subsequent

interactions are held through this filter.#'

Smita said, ‘Body language can make or break a conversation.
For instance, crossing your arms or avoiding eye contact can signal
defensiveness or disinterest, hindering effective communication.
Conversely, maintaining open body language and making direct
eye contact can convey confidence, attentiveness, and engagement,
fostering trust and rapport with others.

‘Leaders can enhance communication effectiveness and
strengthen relationships by mastering body language, she
continued. ‘It’s a powerful tool that should not be underestimated
in the leadership journey.’

How do | use body language to project leadership?
Priya asked, ‘What specific aspects of body language should leaders
focus on to make a meaningful impact?’

Smita replied, ‘There are several elements to consider, such as
posture, facial expressions, gestures, and eye contact. Each plays a
role in conveying confidence, openness, and engagement.

‘Let’s start with posture, she continued. ‘Leaders should
maintain an upright posture, with shoulders back and head
high. This not only conveys confidence but also exudes presence
and authority.

Karthik said, ‘Additionally, maintaining an open posture,
such as facing others directly and avoiding crossed arms, signals
approachability and receptiveness. It encourages team members to
feel comfortable expressing their ideas and concerns’

‘Our facial expressions also play a crucial role in conveying our
emotions and intentions, added Rajesh.
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Smita said, ‘Absolutely, Rajesh. Facial expressions can
communicate a wealth of information, from warmth and empathy
to determination and resolve. Leaders must strive to maintain a
pleasant and approachable demeanour, using smiles and nods to
show engagement and interest’

Priya asked, ‘What about gestures and eye contact? How do
they factor into effective body language for leaders?

Smitasmiled appreciatively and said, ‘Gestures can complement
verbal communication, adding emphasis and clarity to our
message. However, using gestures sparingly and purposefully is
essential to avoid distractions or confusion’

‘Eye contact is a powerful way to connect with others and
convey sincerity and attentiveness, she continued. ‘Leaders should
make direct eye contact during conversations, demonstrating
respect and active listening.

Another crucial aspect is voice modulation. Leaders should
vary their tone, pitch, and volume to convey authority, enthusiasm,
or empathy as needed. A monotone voice can quickly lose the
audience’s attention, while a well-modulated one can captivate
and inspire’

Karthik added, ‘Consistency is key. Leaders should ensure
that their verbal and nonverbal cues align to avoid sending mixed
messages. For example, saying one thing while displaying closed
body language can undermine trust and credibility.

Smita agreed, ‘Absolutely, Karthik. Consistency breeds trust
and confidence in leaders. It’s essential to be authentic and genuine
in our communication, letting our body language reflect our true
intentions and emotions.

Rajesh concluded, ‘As leaders, we need to be mindful of our
body language and its impact on others.
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How do | convey confidence through my

body language?

Smita, smiling at her audience of leaders, said, ‘Confidence is
a crucial aspect of effective leadership, and it can be conveyed
through body language in several ways. For instance, maintaining
strong posture, standing tall with shoulders back, and making
direct eye contact signal confidence and self-assurance’

Rajesh asked, ‘How do gestures play a role in conveying
confidence?

Smita replied, ‘Gestures can be powerful indicators of
confidence when used appropriately. Avoid excessive or nervous
gestures, and instead use purposeful, controlled movements to
project confidence and authority’

Karthik added, ‘1 have noticed that confident leaders often
have a firm handshake. 1t’s a small gesture but can leave a
lasting impression.

‘What about facial expressions?’ asked Priya. ‘How do they
contribute to conveying confidence?’

Smita replied, ‘Facial expressions are indeed important.
Maintaining a calm and composed expression, with a genuine smile
when appropriate, can convey confidence and approachability.
Leaders should also be mindful of managing expressions of stress
or tension, as these can undermine perceived confidence.

‘Anotheraspectto considerisvocal tone and delivery, she added.
‘Speaking with clarity, conviction, and authority can reinforce the
message of confidence conveyed through nonverbal cues.

Rajesh concluded, ‘So, confidence is about how we stand,
gesture, speak, and express ourselves.

‘Precisely, Rajesh, said Smita. ‘We need to align all aspects of
our communication—verbal, nonverbal, and vocal—to project
confidence consistently’
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Karthik said, ‘1 have also found that leaders who actively listen
and engage with others demonstrate confidence in their abilities
and decisions. It shows that they are secure in themselves and
value the perspectives of those around them. Confidence isn’t just
about projecting strength; it’s also about being receptive and open
to others.

Smita said, smiling, ‘Well said, Karthik! Confidence is a
multifaceted trait that encompasses both assertiveness and
humility. Conveying confidence through body language is more
than standing talland making eye contact.Italsoinvolves projecting
authenticity, speaking with conviction, and actively engaging
with others. We must ensure our body language reinforces our
message of confidence. Ultimately, conveying confidence through
body language is about striking a balance between assertiveness
and humility.

Is body language the same as executive presence?

Rajesh said, ‘Smita, 1 am intrigued. Are body language and
executive presence the same or different?’

‘That’s a great question, Rajesh, said Smita. ‘While body
language is certainly a component of executive presence, they are
not quite the same. Body language encompasses the nonverbal
cues we display, such as posture, gestures, and facial expressions.
On the other hand, executive presence refers to the overall
impression and aura of confidence, authority, and professionalism
that a leader exudes.

Karthik nodded in agreement and said, ‘Executive presence
is about how we carry ourselves, communicate, and command
respect and influence as leaders.

Smita said, ‘Exactly, Karthik. Executive presence is about
making a lasting impression and inspiring confidence and trust in
those around you. Improving executive presence involves honing
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various skills, including self-awareness, communication, and
emotional intelligence. Leaders must cultivate a strong personal
brand and consistently demonstrate leadership in their behaviour,
communication style, and decision-making’

Karthik said, ‘Smita, we have discussed executive presence
before among ourselves. Your insights are helping us to further
our understanding. Could you provide some examples or specific
techniques for enhancing executive presence?’

Smita replied, ‘One effective strategy is to work on your verbal
and nonverbal communication skills. Pay attention to your tone of
voice, body language, and facial expressions during interactions.
Maintaining eye contact, speaking clearly and confidently, and
using assertive yet respectful language can all contribute to a
commanding presence.

Priyaadded, Thave also found that being authentic and genuine
in our interactions can greatly enhance executive presence. People
can sense when someone is sincere, fostering trust and credibility’

Rajesh asked, ‘So, it’s about finding that balance between
projecting confidence and being authentic?’

‘Right, Rajesh, said Smita. ‘Executive presence isn’t about
putting on a facade or trying to be someone you are not. It’s about
embodying your values, strengths, and leadership qualities in a
way that resonates with others.

Karthik said, ‘We can enhance our executive presence and
inspire trust and respect in our teams by being confident in our
communication, body language, and behaviour’

‘Precisely, said Smita. ‘Remember, executive presence is a skill
that can be developed and refined with practice and self-awareness.
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IL,

Body language creates the first impression and sets the tone
for future interactions, influencing how others perceive you.
Stand tall, maintain an open posture, and make eye contact
to project confidence, credibility, and authority.

Cultivate executive presence through self-awareness,
effective communication, emotional intelligence, and
professionalism.

4. Align verbal and nonverbal cues to inspire trust and
credibility and build rapport with team members.

Mirror Exercise: Practise mirroring the body language
of confident leaders in videos or presentations. Pay
attention to posture, gestures, and facial expressions.
Record yourself to assess your own body language and
make adjustments accordingly.

Role-playing Scenarios: Partner with a colleague
or friend to role-play various leadership situations.
Experiment with different body language cues, like

posture, gestures, and facial expressions, to convey
confidence and authority.

Visual Feedback Session: Request feedback from
trusted colleagues or mentors on specific aspects of
your body language, like eye contact, hand gestures, and
overall demeanour. Use the feedback to improve your
body language.




17.
Networking Like a Pro

(€8

Networking is not about attending events or
collecting business cards but building genuine
relationships based on mutual respect, trust,
and shared interests.

)

As they continued their discussion in the office lounge, Rajesh
confessed hesitantly, 1 must admit, networking has never
been my strong suit. 1 always feel a bit out of place at networking
events.

‘Networking can indeed be intimidating, Rajesh, Smita
acknowledged, ‘but it’s also an invaluable skill for professional
growth. You can build genuine connections and expand your circle
of influence through networking’

Karthik nodded in agreement. ‘Absolutely. Networking opens
doors to new opportunities, insights, and collaborations. It’s not
just about exchanging business cards but also about fostering
meaningful relationships.

Priya added, ‘Networking doesn’t have to be daunting. It can
be enjoyable and rewarding with the right mindset and approach.

Rajesh felt a glimmer of hope. ‘1 suppose you are right, he
admitted. ‘I just need to overcome my fear and give it a shot”

187
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By the Numbers: Significance of Networking at Work

80 per cent of B2B customers make decisions based on their
experience with each other.+

Executives believe they will lose 28 per cent of their business
if they stop networking.*

Over 70 per cent of participants in a LinkedIn survey were
hired by a company where they had connections.®

46 per cent of freelancers find jobs through friends and family
members;+ 85 per cent of jobs are filled through networking.+

How do | build my network in the company?
‘Building my network within the company seems daunting,
admitted Rajesh.

Smita said, ‘You may want to start by actively participating
in company events, such as team meetings, training sessions, or
social gatherings. These provide opportunities to interact with
colleagues across different departments and levels’

Karthik said, ‘You can also consider joining internal
committees or task forces. Not only does this showcase your skills
and expertise, but it also allows you to collaborate with colleagues
from diverse backgrounds’

‘Don’t forget the power of informal networking, Rajesh, added
Priya. ‘Drinking coffee with a colleague or having lunch with
different teams can lead to meaningful connections and insights’

Smita said, ‘Building your network is about being proactive,
genuine, and open to new relationships. It’s an investment in your
professional growth and development.

‘Another effective strategy is to seek out mentorship or
coaching opportunities within the company, continued Smita.
‘Connecting with experienced colleagues who can offer guidance
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and support can be invaluable in building your network and
advancing your career.

Rajesh nodded and said, “That makes sense. But I am not sure
of how to approach someone for mentorship.

Smita said, smiling reassuringly, ‘Most people are willing to
help if you are respectful and sincere. Start by identifying potential
mentors whose experience aligns with your career goals. Then,
reach out with a thoughtful message expressing your admiration
for their work and explaining why you are interested in connecting
with them!

Karthik added, ‘Don’t forget to be specific about what you hope
to gain from the mentorship. Whether it’s advice on navigating
the company culture or insights into a particular industry trend,
clarity can help establish a fruitful mentoring relationship.

Priya said, ‘Show gratitude to these people for their time and
expertise. A thank-you note or a small gesture of appreciation can
go a long way in fostering a positive mentorship dynamic.

‘You should also consider participating in company-sponsored
events, such as workshops, seminars, or team-building activities,
advised Smita. ‘These events provide valuable networking
opportunities and offer a chance to connect with colleagues from
different departments or levels within the organization.

Rajesh said, ‘That sounds like a great way to meet new people
and expand my network. But what if I am not naturally outgoing
or comfortable in social settings?’

Smita smiled and said, ‘Building your network doesn’t
necessarily mean attending large social gatherings. You can
start by cultivating relationships with your immediate team
or department colleagues. Take the time to get to know them
personally, ask about their interests and experiences, and find
common ground. Authentic connections often begin with small,
genuine interactions.
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‘Be proactive in maintaining and nurturing your connections,
said Karthik. ‘Follow up with colleagues you have met, share
updates or insights relevant to their interests, and offer support or
assistance when needed. Consistent communication and genuine
engagement are key to building lasting relationships’

Smita concluded, ‘Building your network within the company
is an ongoing process that requires patience, persistence,
and genuine interest in connecting with others. You can
expand your network and create opportunities for growth and
collaboration by taking initiative, demonstrating authenticity, and
nurturing relationships.

How do | increase my network in the industry?
Rajesh asked, ‘Building a network within the company seems
manageable, but how do we expand our network in the industry?’

Smita replied, ‘You are voicing the concerns of many here,
Rajesh. Expanding your network in the industry requires a
broader approach and a willingness to step outside your comfort
zone. One effective strategy is to attend industry conferences,
seminars, or networking events. These gatherings provide valuable
opportunities to connect with professionals from other companies
and sectors with similar interests or expertise.

Karthik added, ‘Besides attending events, consider joining
industry-specific associations, forums, or online communities.
These platforms offer networking opportunities, professional
development resources, and industry insights. You can establish
yourself as a thought leader in your field and expand your network
organically by actively participating in these groups.

Priya said, ‘And don’t underestimate the power of social
media in building your industry network. Platforms like LinkedIn
allow you to connect with professionals worldwide, engage in
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industry-specific discussions, and showcase your expertise and
achievements. By curating a strong online presence and engaging
with relevant content, you can attract like-minded professionals
and expand your network exponentially’

‘It makes sense to leverage multiple channels for networking,
but how do we ensure that our interactions are meaningful and
productive?’ asked Rajesh.

‘Great question, Rajesh, said Smita. “The key is to approach
networking with authenticity and intention. Before attending an
event or reaching out to someone new, take the time to clarify
your goals and what you hope to achieve through the interaction.
Whether seeking mentorship, exploring new career opportunities,
or simply expanding your professional circle, having a clear
objective will help guide your networking efforts’

Karthik said, ‘Apart from setting goals, being genuine and
approachable in your interactions is important. People are more
likely to connect with you if they perceive you as authentic and
sincere. Take the time to listen actively, show interest in others,
and offer value whenever possible. Building rapport and trust is
essential for fostering meaningful relationships.

Priya added, ‘Don’t forget the power of follow up. After making
an initial connection, follow up with a personalized message or
email to express gratitude for the interaction and reinforce the
connection. Maintaining regular communication and staying top-
of-mind can help solidify relationships over time’

‘Absolutely, agreed Smita. ‘Networking is not about attending
events or collecting business cards but building genuine
relationships based on mutual respect, trust, and shared interests.
Approaching each interaction with authenticity and intention will
open up new professional opportunities for you.’
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How do | best represent my organization at

public events?

Rajesh said, ‘1 have often wondered how best to represent our
organization at public events and conferences. How can we make
sure we leave a positive impression and effectively network on
behalf of our company?’

Smita replied, ‘It’s a valid concern. Representing your
organization at public events requires a blend of preparation,
professionalism, and interpersonal skills

Karthik said, ‘It’s essential to understand the goals and
objectives of attending the event, whether to network, showcase
our products or services, or learn from industry experts.

‘It’s not just about promoting our organization, added Priya.
‘It’s also about building relationships and fostering connections
with potential clients, partners, or industry peers.

Smita said, ‘Exactly. To best represent your organization at
public events, conferences, or networking functions, you must
focus on preparation, professionalism, and relationship building.

Preparing adequately before attending any public event or
conference is crucial. This includes researching the event agenda,
understanding the attendees, and setting clear objectives for what
you hope to achieve’

Rajesh asked, ‘But how can we make a positive impression and
effectively communicate our organization’s message?’

Karthik replied, ‘One way is to present ourselves and our
organization professionally. This means dressing appropriately
for the occasion, maintaining a positive and engaging demeanour,
and articulating our organization’s value proposition clearly
and concisely’

‘Additionally, active listening and genuine interest in others
can go a long way in building rapport and fostering meaningful
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connections, said Priya. ‘It’s not just about talking; it’s also about
listening and engaging with others authentically.

‘Absolutely, Smita agreed. ‘People are drawn to individuals
and organizations that are genuine and transparent. Therefore,
it’s essential to stay true to your organization’s values and mission
while interacting with others.’

Rajesh, nodding thoughtfully, said, “That makes sense. But how
can we ensure that we leave a lasting impression on the individuals
we meet at these events?

Karthik replied, ‘One approach is following up after the
event. Sending a personalized follow-up email or connecting
on professional networking platforms can help solidify the
connections and keep the conversation going’

‘Indeed,; said Smita. ‘Following wup demonstrates
professionalism and a genuine interest in maintaining the
relationship beyond the initial interaction. We can effectively
represent our organization and build valuable connections at
networking events by being authentic, proactive, and thoughtful
in our interactions.

Join company-sponsored events or task forces to network
with colleagues from different departments or levels.

Seek mentorship and coaching opportunities to gain
insights and support from experienced colleagues.

Cultivate meaningful connections within your organization
to support your career growth.

Actively engage in industry events and associations to
expand your professional network and discover
new opportunities.

Represent your organization positively and professionally
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at public events to enhance its reputation.

Focus on developing genuine, mutually beneficial
relationships grounded in trust, respect, and shared
objectives.

Send a personalized follow-up email or connect on
professional networking platforms to reinforce connections
and keep the conversation going.
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Learning on the Go

o Informational Interviews: Reach out to professionals in
your network or industry for informational interviews.
Prepare thoughtful questions to learn about their career
paths, experiences, and insights. Practise active listening
to glean advice.

o Networking Challenge: Set a goal for expanding your
professional network by attending industry events,
joining online communities, or reaching out to new
contacts. Track and measure your progress, and reflect
on your networking experiences.

e Online Networking: Use professional networking
platforms like LinkedIn to connect with peers, mentors,
and industry leaders. Regularly share relevant content,
engage with others’ posts, and participate in discussions
to expand online presence.

LI OO OO OO OO OO OO OO
VOO OO OO OO OO OO OO OO

OO OO OO OO OO OO OO OO OO OO OO OO OO OOL



18.
Communicating as
an Introverted Leader

(q¢

Leadership isn't about being the loudest voice
in the room or constantly seeking the spotlight.

)»

‘Communication can be challenging for introverts, Rajesh
remarked, breaking the pause after concluding the subject
of networking.

Smita nodded, adding, ‘While introverts may face unique
communication hurdles, they also possess valuable qualities that
make them effective leaders. Their thoughtful approach, active
listening skills, and ability to reflect deeply can be real strengths
in leadership roles.

She continued, ‘Indeed, some introverts make for great
communicators. In fact, 1 consider myself an introvert, she
revealed, prompting surprised looks from Rajesh and Priya.

‘You don’t come across as one!’ Priya exclaimed.

Smita smiled, shaking her head. ‘That’s the thing; there’s
no typical way for introverts to come across. Our biases and
judgements make us think others should behave a certain way.
Being an introvert is no barrier to effective communication.

195
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By the Numbers: The Myth Around Introverted Leaders
05 per cent of senior leaders perceive introversion as a barrier

to leadership, with only 6 per cent believing introverts
possess the skills to run a successful team.*

71 per cent of respondents believed there was a stigma

against hiring introverts in leadership roles.*
Extroverts are twice as likely as introverts to be hired
as CEQs.%

Some of the most prominent leaders in the corporate world
- Bill Gates, Warren Buffet, Sergey Brin, Jeff Bezos, Mark
Zuckerberg, and many more - areself-identifyingintroverts.*
Introverted leaders outperformed performance expectations
as compared to their extroverted counterparts.*

Teams led by introverted leaders are up to 28 per cent more
productive vis-a-vis extrovert-led teams.*

How do | communicate more as an introvert?

Rajesh admitted, ‘1 often struggle to communicate as much as 1
would like, especially in larger group settings. How can I improve
in this area?

Smita replied, ‘It's common for introverts to feel this way,
Rajesh. The key is to find communication strategies that align
with your strengths and preferences. More than the subject, focus
on the people. Ask them questions about themselves to elicit a
response and make them feel valued.

Karthik said, ‘Remember, quality trumps quantity in



Smita Das Jain | 197

communication. Focus on making meaningful contributions
rather than forcing yourself to speak for the sake of it’

‘Don’t forget the power of one-on-one conversations, added
Priya. ‘As introverts, we often shine in these settings, where we can
truly connect and engage with others on a deeper level.

Smita said, ‘That’s right, Priya. One-on-one conversations
can be incredibly powerful for introverts. They provide a
comfortable environment to fully express yourself and build
meaningful connections’

Karthik said, ‘Leveraging written communication can also
be effective for introverts. Emails, messages, or written reports
allow you to articulate your thoughts in a way that feels more
comfortable and natural’

‘Effective communication is not about being the loudest voice
in the room, explained Smita. ‘It’s about conveying your message
authentically and genuinely connecting with others’

‘Don’t underestimate the power of preparation, added
Priya. ‘Introverts thrive when they have a clear plan and know
what to expect. Taking the time to prepare for conversations
and presentations can help introverts feel more confident
and articulate.

‘Leverage your strengths as an introvert, such as active listening
and empathy, advised Karthik. ‘These qualities are valuable in
building trust and rapport with your team and colleagues.

Rajesh said eagerly, ‘These tips are invaluable. 1 see now
how to leverage my inherent strengths as an introvert while
communicating with others.

How do | communicate with impact as an

introverted leader?

Rajesh asked, ‘As an introverted leader, how do 1 communicate
with impact?’
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Smita replied, ‘Authenticity is key. Introverted leaders often
excel in communicating with impact when they stay true to
themselves and their values. Introverts can convey sincerity
and build trust with their audience by embracing their natural
communication style.

Karthik said, ‘We spoke about preparation earlier. Introverts
thrive when they reflect and organize their thoughts before
communicating. Take the time to prepare to articulate your
message clearly and confidently.

‘Storytelling is a powerful way for introverted leaders to
connect with their audience and leave a lasting impression, added
Priya. Introverts can engage their audience and make their message
more memorable by sharing personal anecdotes or illustrating key
points with relevant stories.

‘Absolutely, Priya, agreed Smita. ‘Storytelling captures
attention and helps introverted leaders convey complex ideas in a
relatable and accessible manner.

Another strategy for introverted leaders to communicate with
impact is to focus on clarity and conciseness. Introverts often excel
at delivering precise and well-thought-out messages, which can
resonate strongly with their audience.

Karthik said, ‘Introverted leaders can maximize their impact
by avoiding jargon and unnecessary details and instead focusing
on delivering their message in a straightforward manner’

‘It’s also crucial for introverted leaders to actively seek
feedback and incorporate it into their communication approach,
added Priya. ‘Introverts can gain valuable insights into their
communication style and continuously improve their impact by
soliciting feedback from colleagues and stakeholders’

Smita smiled. ‘Well said, Priya! Feedback is a valuable tool
for growth’
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How do | effectively communicate as an

introverted leader?

Rajesh said hesitantly, ‘1 am still curious about workplace
communication, specifically for introverted leaders like us. How
can we become more effective in this aspect?’

Smita replied, ‘That’s a great question, Rajesh. Workplace
communication can indeed pose unique challenges for introverted
leaders, but there are several strategies we can employ to navigate
them effectively’

Rajesh said, ‘1 am eager to hear your insights on this, Smita’

‘First, introverted leaders need to leverage their strengths in
listening and observation, said Smita. ‘They can gain valuable
insights and understand the needs and concerns of their team
members by actively listening to others and observing the dynamics
in the workplace’

Rajesh said, ‘That makes sense. What else can we do to enhance
our workplace communication as introverts?’

Smita replied, ‘Introverted leaders often excel at thoughtful,
well-structured communication, so we should capitalize on this
strength by delivering our messages clearly and concisely. This
helps ensure that our colleagues understand and appreciate
our ideas.

Additionally, introverted leaders can benefit from proactive
communication, initiating conversations and openly expressing
their ideas or concerns. While it may feel uncomfortable at times,
taking the initiative in communication can help build trust and
strengthen relationships within the workplace.

Karthik said, ‘It’s about finding a balance between leveraging
our strengths as introverts and stepping out of our comfort zones
when necessary.

‘Preparation can make a difference in how we come across in
meetings or discussions, added Priya.
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‘Absolutely, Priya, agreed Smita. ‘Along with preparation,
introverted leaders can also benefit from embracing opportunities
for continuous learning and skill development in communication.
This could involve attending workshops, seeking feedback from
colleagues, or even working with a mentor or coach to refine their
communication style.

Rajesh concluded, ‘Our communication skills can improve
over time, provided we work on them.

‘Exactly, Rajesh, said Karthik. ‘Communication is a skill that
can be developed and honed with practice and perseverance. It’s
important to continuously strive for improvement’

‘Furthermore, added Smita, ‘introverted leaders can
benefit from creating a supportive environment where they feel
comfortable expressing their ideas and opinions. This could
involve fostering open communication within teams, encouraging
active listening, and recognizing the value of diverse perspectives.

How do | lead as an introvert and succeed?
Rajesh asked, ‘How can introverts like me be successful team
leaders?”’

Smita replied, ‘Being an introvert doesn’t mean you can’t excel
as a team leader, Rajesh. In fact, introverts bring unique strengths
to leadership roles.

‘Absolutely, agreed Karthik. 'Leadership isn’t about being the
loudest voice in the room or constantly seeking the spotlight.
Introverted leaders can excel by creating supportive and inclusive
spaces for their team members to shine, fostering an environment
where diverse perspectives are valued, and ensuring everyone feels
included, heard, and appreciated.

Smita smiled. ‘Well said, Karthik! Introverted leaders can
leverage their strengths in active listening, empathy, and strategic
thinking to effectively guide their teams towards success.
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One key strategy is to create opportunities for structured
communication within the team. This could involve setting aside
dedicated time for team meetings, one-on-one check-ins, or
brainstorming sessions, where introverted leaders can prepare in
advance and facilitate productive discussions’

Karthik said, ‘Additionally, introverted leaders can capitalize
on their ability to provide thoughtful feedback and guidance to
team members. By taking the time to carefully consider their
responses and offering insightful input, introverted leaders can
significantly impact their team’s growth and development.’

‘Introverted leaders should strive to communicate openly and
honestly with their team members; added Priya. ‘They can foster a
culture of trust and accountability within the team by setting clear
expectations, providing regular updates, and soliciting feedback’

Rajesh concluded, ‘1 see the importance of being proactive in
our communication and engagement with the team’

‘Yes, Rajesh, said Smita. ‘Successful team leadership for
introverts involves embracing their unique strengths and adopting
effective communication strategies to engage and empower
their teams.

‘Introverted leaders should also prioritize building strong
relationships with their team members, added Karthik. “They can
foster trust and loyalty by investing time in getting to know their
team on a personal level’

Priya said, ‘It’s also important for introverted leaders to prioritize
self-care and recharge when needed. Introverted leaders can
maintain their energy and resilience in the long run by balancing
engaging with their team and taking some time for themselves’

Smita nodded in agreement and said, ‘Yes. Introverted leaders
can cultivate high-performing teams and drive success in their
organizations by prioritizing relationship building, empathy,
and self-care’
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How do | manage introverted employees?

Karthik said, ‘As leaders, we often focus on our communication
styles and preferences. But what about our team members,
specifically introverted employees? How can we ensure that we are
effectively leading and supporting them?’

Smita said appreciatively, ‘You made a great point, Karthik.
Understanding how to manage introverted employees effectively
is crucial for fostering a supportive work environment.

Rajesh asked, ‘What specific strategies can we implement to
support them better?

Smita replied, ‘Recognize and respect the unique
communication styles and preferences of introverted employees.
It’s essential to create an environment where introverts feel valued
and empowered to contribute their best work.

‘l have found that providing opportunities for introverts to
shine in their way can be incredibly beneficial, said Priya. ‘Through
one-on-one meetings, written communication channels, or
smaller group settings, introverted employees often thrive when
given the space to express themselves comfortably.

Smitaagreed, ‘Absolutely. We can foster a culture of collaboration,
creativity, and innovation within our teams by embracing and
accommodating the unique strengths of introverted employees’

‘Flexibility is key, added Karthik. ‘As leaders, we should
be open to accommodating different communication styles
and preferences, ensuring introverted employees feel heard
and respected’

Rajesh said, ‘It’s about creating an inclusive culture that values
diversity in communication styles and preferences.

‘Absolutely, Rajesh, said Karthik. ‘Leaders must recognize that
introverted team members often bring valuable qualities, such as
deep thinking, attention to detail, and strong analytical skills, to
the table!
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‘l see how, as leaders, it’s our responsibility to create an
environment where all team members feel empowered to
contribute their best work, regardless of their communication
style, concluded Rajesh.

Priya added, ‘It’s also important for leaders to communicate
openly with introverted employees, providing them opportunities
to share their ideas and concerns.

‘Yes, Priya, agreed Smita. ‘Leaders can create a workplace
where everyone can thrive by fostering a culture of inclusivity and
valuing the unique strengths of all team members.
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At A Glance

I. Recognize the unique strengths introverted leaders bring to
communication and leadership roles.

2. Use your natural inclination towards listening and
observing to gain valuable insights and build rapport.

3. Actively seek opportunities to communicate with team
members through one-on-one meetings, team updates, or
informal conversations.

4. Communicate with clarity and brevity to ensure that
messages are easily understood and resonate with
team members.

5. Foster professional networks through intentional
relationship-building efforts.

6. Lead teams successfully by empowering team members,
fostering collaboration, and creating inclusive environments.

7. Effectively manage introverted employees by recognizing
their strengths and creating supportive work environments.

8. Embrace authenticity, leverage strengths, and foster a
culture of collaboration.

FOOOOOOOOOG OO OO OO OO OO OO OGO OO OO OO OO OO OO
OO OO OO OO OO OO OO OO OO OO OO OO OO OO O

OO OO OO OO OO OO OO OO OO OO OO OO OO OOON



204 | Leading with Words

Learning on the Go

Reflective Journalling: Keep a journal to reflect on
your experiences and observations as an introverted
leader. 1dentify your strengths, areas for improvement,
and strategies that work best for you in various
leadership scenarios.

Team Empowerment: Identify opportunities to
empower your team members by delegating tasks,
soliciting their input on decision-making processes, or
providing opportunities for professional development.
Take time to reflect on the outcomes.

Feedback Exchange: Have a feedback exchange with at
least one trusted peer. Provide and receive constructive
feedback on your communication and leadership skills

from them. Use this feedback to create action plans for

your improvement.




19.
Developing Confidence
as a Communicator

(€6
Confidence is not about being perfect
but about being authentic and genuine in
your communication.

»

ajesh hesitated for a moment before opening up to Smita. ‘1

have learnt alotin the last six months from Karthik’s leadership
insights and Priya’s invaluable support, he said. ‘But, honestly
speaking, 1 still don’t feel fully confident as a communicator.
There’s always this nagging feeling that 1 could do more’

To his surprise, Karthik said, ‘1 feel the same way, Rajesh.
Despite our progress, there’s always room for improvement
in communication.

Smita nodded empathetically. ‘It’s natural to feel that way,
she reassured them. ‘No one is born a perfect communicator, and
confidence can be developed over time’

By the Numbers: The Role of Communication in
Workplace Confidence

e 60 per cent of business leaders state that effective
communication builds employee confidence, while 72 per
cent of leaders believe it increases the team’s productivity.?
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o 506 per cent of employees say that effective communication
increases their work satisfaction, while 52 per cent believe it
enhances their productivity levels.

o 93 per cent of leaders and 8o per cent of employees say that
how well their collaborators express their needs strongly
affects their ability to work.?

o 86 per cent of employees and employers believe ineffective

communication to be a key reason for workplace failures."

How do | build my confidence as a communicator?
Smita said, ‘Building confidence as a communicator is a journey,
not a destination. It’s about cultivating self-awareness, practising
regularly, and embracing growth’

‘Confidence comes from experience and preparation, said
Karthik. “The more you communicate and put yourself out there,
the more confident you will become.

Rajesh asked, ‘But what if 1 make mistakes or stumble
during presentations?’

Smita said, smiling reassuringly, ‘Mistakes are part of learning.
Each stumble is an opportunity to improve and grow. You will
become more confident in your abilities with practice and feedback.

‘Confidence is not about being perfect, added Priya. ‘It’s about
being authentic and genuine in your communication.

Smita smiled. ‘Well said, Priya! Authenticity is key to building
trust and connection with your audience. When you speak from
the heart and stay true to yourself, it resonates with others and
enhances your credibility as a communicator’

Karthik added, ‘It’s also important to acknowledge and
celebrate your successes. Recognizing your progress, no matter
how small, can boost your confidence and motivate you to
continue improving.’
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Rajesh mused, ‘So, building confidence is about embracing
who I am and learning from every experience’

‘Indeed, Rajesh, said Smita. ‘Confidence is a journey of self-
discovery and continuous improvement.

Rajesh asked, ‘What key strategies can 1 use to build my
confidence as a communicator?’

Smita replied, ‘1 can’t reiterate this enough. Preparation is key
to confidence. Take the time to research your topic, organize your
thoughts, and anticipate potential questions or challenges’

‘Practice is also essential; added Karthik. ‘Whether it’s
rehearsing your presentation or engaging in mock conversations,
the more you practise, the more comfortable and confident you
will become’

Smita said encouragingly, ‘Embrace every setback as an
opportunity to learn and grow. With dedication and perseverance,
you will thrive as a confident communicator’

How can | improve my self-confidence

in communication?

Rajesh said, ‘Smita, you have shared some valuable insights already,
but I am eager to know if there’s anything else 1 can do to further
improve my self-confidence in communication’

‘Certainly, Rajesh, replied Smita. ‘One effective way to
boost your self-confidence is to work on your mindset. Instead
of focusing solely on the outcome of your communication, shift
your attention to the process itself. Embrace each interaction
as an opportunity to learn and grow, regardless of the outcome.
By reframing your mindset this way, you will cultivate a sense of
empowerment and resilience in your communication efforts’

Rajesh said, ‘That’s an interesting approach. Are there any
specific techniques or practices you recommend for cultivating
this mindset?’
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‘One technique is to practise mindfulness before engaging
in important communication tasks, replied Smita. ‘Take a few
moments to centre yourself, focus on your breath, and let go of
any self-doubt or anxiety. This practice can help you approach
communication calmlyand clearly,enhancingyourself-confidence’

Rajesh said gratefully, ‘Thank you, Smita. 1 will definitely give
that a try’

Smita added, ‘Another effective strategy is to be assertive in
your communication. Assertiveness involves expressing your
thoughts, feelings, and needs clearly and respectfully while actively
listening to others and considering their perspectives.

‘Yes, agreed Karthik, ‘assertive communication helps you
convey your message effectively and fosters mutual respect and
understanding in your interactions.

Smita said, ‘Visualization techniques can also be powerful tools
for building self-confidence. Take a few moments daily to visualize
yourself communicating confidently and effectively in various
situations. This mental rehearsal can help rewire your brain and
reinforce positive communication patterns.

‘Positive self-talk is another key aspect, she continued.
‘Replace negative self-talk with affirmations and encouragement.
Remind yourself of your strengths and past successes, and believe
in your ability to communicate effectively’

‘Setting realistic goals is crucial; added Karthik. ‘Break
down your communication goals into manageable steps. The
incremental progress will boost your confidence and motivation.
Building self-confidence is a journey, and it’s okay to take small
steps along the way.

Smita smiled. ‘Well said, Karthik! Building self-confidence
takes time and effort, but you will progress with persistence
and determination.
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How do | balance assertiveness and professionalism

in communication?

Rajesh said, ‘Smita, you have delved into the significance of assertive
communication. As leaders, how do we balance assertiveness and
professionalism in communication?’

‘That’s an excellent question, Rajesh, replied Smita. ‘It’s
crucial to advocate for yourself and your ideas respectfully and
diplomatically. To further refine your assertiveness, practise
assertive techniques, such as using “I” statements, to express your
thoughts and feelings while maintaining professionalism.

‘Pay attention to your body language and tone of voice, advised
Karthik. ‘Assertive communication is not just about what you say
but also how you say it’

‘Additionally, actively listen to others and validate their
perspectives, said Priya. ‘Assertiveness is about finding a balance
between expressing your own needs and respecting the needs
of others.

Smita said, ‘Finding that sweet spot requires practice and
observation. Rajesh, as a leader, you can learn from observing
other leaders like Karthik. We can refine our approach by learning
from other leaders and reflecting on our communication style.

‘Learning by observation of our role models is an excellent
suggestion, said Rajesh.

Smita smiled. ‘Thank you, Rajesh, she said. ‘Also, be open to
feedback from others to learn and grow. We can become more
effective communicators and leaders by staying committed to
personal growth and learning from every interaction.

How do | measure my communication skills?

Rajesh asked eagerly, ‘Smita, how can 1 accurately assess my
communication skills? Are there specific metrics or methods 1
should use?”



210 | Leading with Words

Smita nodded thoughtfully and replied, ‘We can consider
several effective approaches. One option is to gather feedback
from others, such as peers, supervisors, clients, friends, or even
trusted family members. Their perspectives can provide valuable
insights into our strengths and areas for improvement.

Karthik added, ‘Both positive and constructive feedback is
invaluable for growth. It can highlight blind spots you may not
have noticed and provide constructive insights for improvement’

‘Self-assessment tools can also be helpful, he continued. ‘These
assessments often include questionnaires or exercises designed
to evaluate various aspects of communication, such as clarity,
empathy, and assertiveness.

Priya said, ‘Observing your own communication behaviours
can also offer valuable feedback. Record or take notes during
interactions, and review them later to identify patterns or areas
where you can refine your skills’

‘That’s a great point, Priya, said Smita, smiling. ‘Self-reflection
is a powerful tool for improving communication skills. When you
review your interactions, pay attention to what and how you put
forth your views. Look for instances where you may have been
particularly effective or could have communicated more clearly
or assertively’

‘It’s also essential to set specific goals for improvement
based on your observations, added Karthik. ‘1dentify areas where
you want to enhance your communication skills—whether it’s
active listening, public speaking, or conflict resolution. Setting
concrete goals can provide direction and motivation for your
development journey.

‘Thank you, everyone, for your guidance, said Rajesh,
gratefully. ‘1 will keep these tips in mind as 1 continue to develop
my communication skills.
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Karthik expressed his gratitude to Smita. ‘Smita, thank you for
sharing your insights with us. Your expertise has been invaluable.

Priya nodded in agreement. ‘Absolutely. We have all learnt a lot
from this discussion. Thank you, Smita.

Rajesh turned to Smita with a warm smile. ‘It’s been a pleasure
to meet you and learn from you. Your insights have given me a lot
to think about. 1 look forward to working one-on-one with you in
the future and benefitting from your coaching, like Karthik.

Smita returned the smile graciously. 1 am glad 1 could help.
My door is always open if you need further guidance or coaching.

With these words, Smita bid farewell to all of them.

Rajesh turned to Karthik. “Thanks, Karthik, for arranging this
interaction with Smita. 1 feel more confident and motivated now,
he said with gratitude.

Karthik smiled. ‘You are welcome, Rajesh, he said. ‘Remember
to keep practising what you have learnt, and 1 will always
support you.

Rajesh’s determination shone through as he responded,
‘Absolutely. 1 am committed to continuing my growth journey
with your guidance and Priya’s support.

The trio parted ways, each feeling empowered and determined
to apply their knowledge in their communication endeavours.

At A Glance

Utilize visualization techniques, positive self-talk, and
goal-setting to bolster confidence in communication.

Regularly assess communication skills through self-
reflection, feedback, and observation to identify areas

for improvement.
Strive to balance assertiveness and professionalism
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in communication to convey confidence without
appearing aggressive.

Embrace a growth mindset, and commit to ongoing learning
and development to enhance communication confidence.
Learn from successful communicators and mentors
by observing their techniques and adopting effective
communication behaviours.

Express appreciation for the guidance and support
of mentors and colleagues in your growth in the
communication journey.

Visualization Practice: Spend s5-ro minutes daily
visualizing successful communication scenarios.

Imagine yourself speaking confidently, engaging your
audience, and achieving your communication goals.
Positive Affirmations: Create a list of positive
affirmations related to communication confidence,
such as 1 am a confident and effective communicator’
or ‘1 speak with clarity and conviction. Repeat these
affirmations daily for reinforcement.

Feedback Journal: Keep a journal to track feedback
on communication from colleagues, mentors, or self-
assessments. Reflect on the feedback regularly, and
identify specific areas for improvement.
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Epilogue
Three Years Later

ajesh confidently stood before a packed auditorium to address
Rall the employees gathered for a town hall meeting. It was a
moment of transition, with Karthik moving into a global role and
Rajesh stepping up to lead the company’s operations in India.

Rajesh began his speech by acknowledging the pivotal role
that Karthik and Priya had played in his journey. ‘1 want to thank
Karthik and Priya for their unwavering support and mentorship
over the years. Your guidance has been invaluable, and 1 am deeply
grateful for the opportunity to learn and grow under your tutelage’

As the room filled with applause, Rajesh shifted his focus
to the importance of effective communication for leaders.
‘Communication lies at the heart of leadership, he emphasized.
‘Leadership communication is not just about conveying messages
but connecting with people, building trust, inspiring action, and
driving results through our words. As leaders, we communicate
effectively to navigate the complexities of the business world.

Drawing from his experiences and insights, Rajesh continued
to share his perspectives on the significance of leading with words.

‘Over the years, 1 have learnt that being structured and
concise in our communication allows us to convey our messages
with clarity and impact, ensuring that our intentions and goals
are understood.

Assertiveness, tempered with empathy and respect, hasbeen my
guiding principle while communicating with others. By embracing
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assertive and NVC, we can express our needs and expectations
clearly while fostering collaboration and mutual respect.

One of the most crucial aspects of leadership communication
is effectively conveying our visions and goals to our teams.
Articulating our vision with passion and clarity inspires team
members to rally behind a common purpose and work towards
shared goals.

Active listening is a significant communication tool in our
meetings and interactions, allowing us to truly understand the
perspectives of others and foster meaningful dialogue. By being
attentive and engaged listeners, we can harness the collective
wisdom of our teams and make informed decisions to propel our
organization forward.

Our communication skills extend beyond face-to-face
interactions to encompass written words. Crafting concise and
impactful emails ensures our messages are received and understood
in a busy and cluttered inbox.

Embracing storytelling as a communication tool in
presentations and public-speaking engagements allows us to
connect with our audience on a deeper level and leave a lasting
impression. Mastering the art of persuasive communication
enables us to influence and inspire others to take action and drive
positive change.

I have recognized the importance of cultivating a strong
and authentic personal brand that reflects our values, strengths,
and aspirations. Effectively communicating our unique value
proposition helps us to stand out in a crowded environment and
attract opportunities that align with our goals.

Giving and receiving feedback is integral to a leader’s growth
journey. Providing constructive feedback with compassion
and empathy fosters a culture of continuous improvement and
development within our teams.



Smita Das Jain | 215

Asking for the promotion or higher responsibility we want
is significant for our career growth. Learn to communicate
your achievements, aspirations, and value proposition with
confidence and conviction to advocate for yourselves and seize the
opportunities that come your way.

Conflicts and difficult conversations must be faced with grace
and diplomacy. As leaders, we must seek common ground and
find mutually beneficial solutions that preserve relationships and
drive collaboration.

Effective communication is all the more crucial in times of
change and crisis. Change must be communicated to our teams
with transparency and empathy, ensuring they feel informed and
supported throughout the process. Similarly, during times of crisis,
it’s essential to maintain a calm and authoritative presence while
providing precise and timely updates to stakeholders.

Furthermore, embracing cultural differences to foster an
inclusive environment where all voices are heard and respected is
crucialinadiverse and cross-cultural setting. Similarly, in the virtual
and remote work environment, we must adapt our communication
strategies to leverage technology and maintain strong connections
with our teams, even across geographical divides.

As leaders, we must use our body language to project
confidence and authority while embracing networking as a catalyst
for professional growth and development.

We also need to recognize the unique strengths that introverted
leaders bring to the table, build our self-confidence, and balance
assertiveness with professionalism in our communication’

As Rajesh approached the end of his talk, he acknowledged the
contributions of his colleagues in his growth journey.

‘My growth journey is not mine alone; all of you have
contributed to my development.
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As we look back on our journey, we can take pride in how far
we have come and the growth we have experienced as leaders. Let
us carry these lessons for the future like beacons of light guiding
our path. Let us continue to embrace the power of effective
communication, knowing that it is the key to building strong
relationships, driving collaboration, and achieving success in our
leadership roles. Together, let us commit to ongoing growth and
learning, knowing that our journey as leaders is one of perpetual
evolution and refinement.

In closing, 1 urge each of you to invest in yourselves and
embrace the opportunities ahead with courage and conviction.
Chart a course towards a future where your voices are heard, your
visions are realized, and your leadership shines brightly for all
to see’

As Rajesh stepped down from the podium to thunderous
applause, he looked gratefully at Karthik and Priya.

‘l am so glad to have spent time in the retreat with Rajesh,
Karthik confided to Priya. “Thanks to you, this is what it has led to,
he said with pride evident in his eyes.

‘Leadership is all about teamwork, Priya remarked, echoing his
sentiments. ‘And teamwork makes the dream work.

‘Now, that’s excellent communication, Priya, Karthik chuckled.
‘And effective communication is the cornerstone of successful
leadership, he concluded with a smile.

The trio left the auditorium, their journey of mastering
leadership communication serving as a testament to the power of
collaboration, mentorship, and continuous learning.
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