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Tools for Participating in the Process:

Communications Tips

COMMUNICATING INFORMATION EFFECTIVELY

	Preparation
	· Be comfortable and confident with the topic

· Focus on the key messages or important things the person needs to know

· Make sure the information you are providing is accurate – don’t guess – if you don’t know, let the person know you will try to find the answer

· If you will be using aids/materials make sure they are ready

	Introduction
	· Start by introducing yourself

· State why you would like to speak with the person

· State the topic

· Say why you think the information may be important to them

· Clearly outline the areas to be covered

	Delivery
	· Speak in a clear voice at an appropriate volume 

· Provide opportunities for the listener to be involved in the conversation – people get bored if only you are talking

· Don’t overload the person with information – assess what might be most important to them and focus on that

· Speak slowly and pay attention to pronunciation

· Keep focused

	Summary and Conclusion
	· Review key points

· Thank the individual for their time

· If there will be follow-up, let them know about it

· Leave contact information so the person can follow up if they have more questions or ideas

	Dealing with Unrealistic Expectations
	· Be proactive.  At the first available opportunity clearly state your role

· Maintain clear boundaries.  Be firm but polite

· Recognize the consequences of deciding to do something outside of your job description.  Remember your conflict of interest guidelines

	Dealing with Resistance or Conflict
	· Try not to get defensive and argue

· Remain neutral

· Listen to what the person’s concerns are

· Ask questions to clarify

· Stay calm and centred

· Provide any information you have that may address the person’s concerns

· If it is an individual and they are not prepared to talk in a calm way, then remove yourself respectfully


