
Avoiding communication 
pitfalls 

Best practices for current 
and future leaders 



WELCOME 
• Greetings Thinkers, Readers, Talkers, Listeners & Singers! 
• ICE MOUNTAIN BREAKER 
• Something For Everyone! 

 



CLIMB EVERY MOUNTAIN 
• Let’s Think 
• What is the Center of your Communication Strategy? 

– Do you keep the internal information current? 
– Ensure consistent use of links to materials? 

• Which Teams need the same information? 
– Training 
– Technical 
– Policy 
– Users 

• Just “One Voice” 



FORD EVERY STREAM 
• Let’s Think Some More – “I Could While Away the Hours” 
• Internal Communication Planning 101 

– What does your plan rely on the most? 
– Website? 
– Paper? 
– People? 
– Email? 
– Songs? 
– Other Systems? 

 



FOLLOW EVERY RAINBOW 
• Let’s Read  
• Research Best Practices for Internal Communication Tools 
• WEBSITES Give You: 

• Consolidation 
• Document management 
• Online Discussion Groups 
• “Rolling in The Deep” with Alerts 
 



‘Til you find your 
COMMUNICATION dream 

• Let’s Listen! (You Can Talk Later, I Promise) 
• What is Your Communication Dream? 
• It’s Time to Try “Defying Gravity” 
• Insert Screen Shot 

 



CONSISTENT 
COMMUNICATION 

What If Your Internal Web Site Front Page Had? 
– Announcements 
– System Status 
– Popular Searches 
– Office Training 
– Public Materials 
– System Release Notes 
– Document Distribution Center 
– Featured Links – TO YOUR STATE CONFERENCE 

& MORE! 
 

 





 
 

• Library 
• Federal Directives 
• Policy, Training, End-User Documentation 
• FAQs Categorized by Topic   
• ONE STOP SHOP 

– Example: Credit Reporting page displays all policy, 
training, documents, and FAQs 

Program Communication 





 
 

• Activities 
• PERFORMANCE MANAGEMENT 

– Performance factors 
– Reporting 

• PEP Rates That Make You Want “To Swing From The  
Chandelier” 

 

CENTRAL Communication 





 
 

• SharePoint Platform 
• STOP! Collaborate & Listen to Partners 
• Review/Edit/Distribute Policy 
• Login Restrictions via Website 
• Discussion Boards 
• Polling for Workgroups 
• Alerts 

PARTNER Communication 





 
 

• Status Board  
• Multiple System Access 
• Partner Notifications 
• Green Good 
• Red Not Good 
• Describe Issue  

– I Got 99 Problems, But A System Ain’t One! 

• Users are Updated Immediately  
• Follow up w/Explanation via Email   

• Help Desk Can Be “A Whole New World” 

SYSTEM COMMUNICATION 





 
 

• Registration/Evaluation/Conference 
• Web-based Training   

– Tracking tools 
– Alerts 
– Certifications 

• Monthly Child Support Updates Web Conference  
– Auditory 
– Monthly 
– High level  
– Recent or Future Changes 
– Directed to Web for Additional Detail 

TRAINING COMMUNICATION 



 
 

• “We Don’t Talk Anymore…Like We Used to Do” 
• Split into 2-3 groups 
• Share your favorite communication you’ve ever 

experienced at WORK, WORK, WORK, WORK, 
WORK? 

• Or Just in General, or in Your Dreams? Why? 
• Is It Repeatable, Expandable?  
• Report your feedback to Presenters 
• Don’t Stop Believin’   

AUDIENCE PARTICIPATION  



 
 
Strategies for Effective 

Communication 
Speaker: Kathy Sokolik 



We don’t see things as they are; 
we see things as we are. 
 

-Anais Nin 



• Empathy 



 

If you just learn a single trick, Scout, you`ll get 
along a lot better with all kinds of folks. You never 
really understand a person until you consider things 
from his point of view . . . until you climb inside of 
his skin and walk around in it. 

-- Atticus Finch in 
To Kill A Mockingbird 

 



 
 

 

Listening 



 
 

To say that a person feels listened to means a lot 
more than just their ideas get heard. It's a sign of 
respect. It makes people feel valued. 

-Prof. Deborah Tannen 
 

The most basic of all human needs is the need to 
understand and be understood. The best way to 
understand people is to listen to them. 
 

— Ralph Nichols 
 

Listen to show respect 



 
 

• Good listening is much more than being silent 
while the other person talks. 

• The best conversations are active. 
• Good listening includes interactions that build a 

person’s self-esteem. 
• Good listeners make the other person feel 

supported and convey confidence in them. 
 

 

Good Listening Principles 



 
 

• Good listening is a cooperative conversations. 
 

• Poor listeners frequently listen in competitive 
mode- to identify errors in reasoning or logic, or 
preparing their next response.  

 

Good Listening Principles 



Most people do not listen with the intent to understand; 
they listen with the intent to reply. 
 

-- Stephen R. Covey 
 



 
 

• Good listeners make suggestions. 
 

• They provide some feedback in a way others 
accept, and help the talker identify alternative 
paths to consider. 
 

 

Good Listening Principles 



Levels in listening 
• Level 1: The listener creates a safe environment in which difficult, 

complex or emotional issues can be discussed. 
 

• Level 2: The listener clears away distractions like phones and 
laptops, focusing attention on the other person and making 
appropriate eye-contact. 
 

• Level 3: The listener seeks to understand the substance of what 
the other person is saying. 
 



Levels in listening 
• Level 4: The listener observes nonverbal clues, such as facial 

expressions, perspiration, respiration rate, gestures, posture, and 
numerous other subtle body language signals. 
 

• Level 5: The listener increasingly understands the other person’s 
emotions and feelings about the topic at hand, and identifies and 
acknowledges them. 
 

• Level 6: The listener asks questions that clarify assumptions the 
other person holds and helps the other person to see the issue in 
a new light. 
 



Good listeners are like trampolines. 
 
They make suggestions. They are someone you can bounce 
ideas off of. They amplify, energize, and help clarify your 
thinking. They make you feel better by actively supporting 
you. 
 
This lets you gain energy and height - just like jumping on a 
trampoline. 
 



 
 

He did it (listened) as the world's most charming 
and magnetic people do, always asking the right 
question at the right time, never fidgeting or taking 
his eyes from the speaker's face, making the other 
guy feel like the most knowledgeable, brilliant, and 
intellectually savvy person on the planet. 

 
― Stephen King 

 

Listening 



 
Talking 

to be a good talker-  
Be a good Listener 



Writing 



The unbreakable rule 
• It has to be about the reader, not about you.  



4 basic questions: 
1. Why am I writing this? 
2. Who am I writing this for? 
3. Why will they care? 
4. What do you want the reader to do? 

 

 



 
 

Communicate exactly what you want clearly, in 
the subject line of email or the title of your 
memo, and the first two sentences of everything 
you write. 
 

Clear writing 



 
 

• Fuzzy writing allows fuzzy thinking. 
Use well-organized, active voice sentences to 

explain what is happening, what ought to 
happen, and what people need to do. 
 
Inexact and passive language reflects gaps in 

thinking. 
 

Clear writing 



 
 

• “Once a new case is created in the automated 
system, the Welcome Packet will be created and 
sent to the custodial parent.” 
 

Passive voice writing 



 
 

• “Once you have created a new case in the 
automated system, you need to click the Create 
the Welcome Packet hyperlink. The system will 
print the Packet. Then you’ll send the Packet to 
the custodial parent, through the US Mail.” 
 

active voice writing 



Challenging situations 



 
 

• Focus on common interests. 
• Don’t solve the problem FOR them. Solve the 

problem WITH them. 
• Ask, don’t tell 

– Diplomacy is the art of letting someone else have 
your own way. 

 

Problem-solving 



 
 

 
• Brainstorming 
• Crystal Ball 
• Break it down 
• View from the balcony 
• Step into the other’s shoes 
• Consult objective criteria 

 

Strategies to create 
options 



Keep calm & step to the 
balcony 



It’s not about being the best.  It’s about being 
better than you were yesterday. 
 

-- Anonymous 



MOUNTAIN CLIMBERS 

Kathy Sokolik 
Email: Ksokolik@CSFmail.org 
 
Sharon Pizzuti  
Email: pizzutis@courtlandconsulting.com 
Talk: 517-908-3943  
Tweet: @PizzutiSharon 
 
Janet Sell   
Email: Janet.Sell@azag.gov  
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