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Always Saying the Right Thing

It's important that you consider each communication situation as an opportunity to deliver 


your messages. Successfully delivering messages includes several steps—knowing your audience, developing motivating messages for each audience, enhancing those messages through effective delivery skills, and avoid sending a mixed message. 


Remember, you are not a successful communicator unless the message you intend to send is the message that is received by your audience. You want to “always say the right thing” when you communicate with your audiences.


Developing messages
The first step to successful communication is to follow some basic rules on message development. This up-front work is critical if you want to get your audience to retain and act upon your message.

Identify your audience(s)…and remember their perspective

Know your audience!!! That seems like a given, but many people do a poor job of analyzing their audience prior to communicating. This is especially true if your audience is diversified or you have spoken to them in the past (See Page 3-4 for a sample of an Audience Analysis Work Sheet). You should fill out an Audience Work Sheet for each major audience group you communicate with on a regular basis. Put yourself in their shoes and remember to look at things from their perspective.

Gather key information 

Key information answers the: who, what, where, when, why and how questions. What is the key information you want to communicate to your audiences?   

What is your opinion about your topic?

How do you feel about the topic? People want to know that you are passionate about what you say. Be honest with the audience.    

What action do you want people to take (or you will take)?

People frequently do a good job of communicating information. What they fail to do is tell the audience what to do with the information. The first part of a motivating message is to state clearly what action you want people (your audience) to take. Do you want the audience to practice a certain skill, witness a demonstration, visit the library, try a new software package, visit your web page, or tell an associate about something?  Never assume that people will take action on their own. You need to clearly tell them what action(s) to take. Frequently those actions change depending on the needs, expectations, knowledge level and interest level of the audience. Sometimes the action is one that you will take. Likewise, your action may change depending on the audience.

Tie these action steps to benefits and consequences

“What is in it for me?” People are more likely to pay attention to, remember and act upon something that benefits them or prevents a negative consequence. A benefit can be something as simple as saving time and money or enhancing a person’s prestige. A negative consequence could be a cutback in programs and services. Preventing a negative consequence is frequently more motivating. In either case, the more personal you can make the benefit(s) or consequence(s), the more impact they will have. Just as in actions, benefits and consequences may change depending on the audience. That is why it is important to do a message worksheet for each audience.

Develop “memory hooks”

A memory hook is a story, example, quotation, statistic, or analogy, among others. Memory hooks help you put your message into perspective, illustrate your point, expandon your message, or simplify information. Rarely can someone think of a memory hook on-the-spot. You need to prepare them prior to communicating. One way to do this is to have your staff gather memory hooks throughout the year, write them down and share them with you for future use.

Put your messages in writing

One of the best ways to develop messages is to use a message work sheet that includes

action steps, benefits and memory hooks. Putting your messages on a

work sheet will help you focus your thoughts and can also be used as reference material. (See Page 5 for a sample of a Message Work Sheet).

Anticipate questions

Another important step in preparation is to anticipate questions from your audience. Anticipate both background questions as well as difficult questions. Background questions include those that ask for the Who, What, Where and When. For example, “When will this new program begin?” or “Who will be affected?” are typical background questions. Also anticipate those difficult questions you will probably asked, especially on controversial and sensitive issues. Remember, people want both sides of an issue. Also, some people just want to challenge you, even on “good news.” After you anticipate questions, prepare your answers. Each answer should include not only the points you want to make, but also what message you want to deliver if asked that question. (See Page 6 for a Q&A Work Sheet)

Have a powerful ending ready

Always prepare a 20-30 second summary that includes your most important message.

After the last question, use it to end.
Practice out loud

Brainstorm with your staff and then practice your answers. Try to simulate the specific type of presentation you have scheduled. Tape your practice and critique your performance. Get the opinions of others.

Knowing Your Audiences

Successful communicators know their audience(s). This is critical because if you know and 

understand your audience, you will be able to develop messages that are relevant, 

interesting and motivating to them. If you don’t know your audience(s), you stand a chance

that they will not listen closely to what you are saying, and probably not take the action

you want them to take.

Spend time analyzing your audience(s) prior to communicating. One simple tool you can use is an Audience Analysis Worksheet (Page 4). This worksheet will help you determine the following key aspects of your audience(s):

· Who are they? You want to know their demographics, such as age, gender, occupations and responsibilities, family background and other personal information about them.

· Knowledge level? How much does the audience know about the topic you are communicating? Are there various levels of expertise in the audience? If so, this could present an extra challenge.

· Interest level? Will you be communicating something that is of great interest to the audience, or is their interest level low? The higher the interest level, the easier it is to get their attention and buy-in.

· Attitudes? How does the audience feel about you, your organization and your topic? People who support you and/or your position will be more receptive to what you are sharing with them, versus people who are resistant to your information. 

· Expectations? What was the audience expecting to hear you talk about? What take-away are they expecting? One way to determine their expectations is to know what information was shared with them about you prior to meeting with them.

· Needs? Does the audience have any special needs? If so, can you help meet those needs? If you are able to identify a need and them show that you can meet that need, your audience will be much more motivated to listening closely to what you are saying.

· Special facts? Is there anything special you should know about your audience? Do they have any problems or concerns you should be aware of? You want to know these special facts prior to communicating with them so you can possibly address them.

Prior to communicating, complete an Audience Analysis Worksheet (Page 4)for each audience group you will be addressing. It is important that you complete a worksheet for each group because you need to meet the needs of each group. In addition, the Audience Analysis Worksheet will help you customize your messages to each different group.

Who is Your Audience?

(Complete form for each major audience group)


A.  Who are they (demographics and size)?  






B. What is their knowledge level on my subject?

  □  High

  □  Moderate

  □  Low

  □  Mixed


C.  What is their interest level on my subject?

□  High

□  Moderate

□  Low

□  Mixed

  
D.  How do they feel about my position?

□  Support

□  Neutral

□  Resistant

□  Mixed


E.  What are their expectations?


F.  What are there needs/desires?


G.  Are there any special facts I should know about them?

Message Work Sheet

ISSUE/PROGRAM:  










YOUR OPINION OF ISSUE:  








AUDIENCE:  











MAIN POINTS (Answers—Who, What, Where, When, How Questions):

· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
ACTIONS (Organization will Take and/or Audience Should Take):

· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
BENEFITS or CONSEQUENCES (to the audience from the actions):

· __________________________________________________________________
· __________________________________________________________________
· __________________________________________________________________
Memory Hooks: (Stories, examples, quotes, analogies, metaphors, etc.)

· __________________________________________________________________
· __________________________________________________________________
Visual Aids: (Videos, graphs, charts, models, etc.)

· __________________________________________________________________
· __________________________________________________________________
Message Work Sheet

ISSUE/PROGRAM:  
Research by Sarah Chippen’s Biology Class



YOUR OPINION OF ISSUE:  
Excited about results




AUDIENCE:  
Principal and other school administrators




MAIN POINTS (Answers—Who, What, Where, When, How Questions):

· First year biology students conducting research on variety of animal species
 

· Very few of the students had any knowledge prior to starting the program


· Class visited the library once a week over a 6 week period




· 95% of students now correctly citing their sources





· Students presenting their research February26 at 1pm
 at library



· __________________________________________________________________
ACTIONS (Organization will Take and/or Audience Should Take):

· Stop by the library to see their work





· Invite other school administrators to also see results





· Share results with other teachers at school





BENEFITS or CONSEQUENCES (to the audience from the actions):

· School Board will be interested in the positive results





· Students in other classes can have the same results





· Graduates from your school will have a higher success rate
in college


Memory Hooks: (Stories, examples, quotes, analogies, metaphors, etc.)

· University study cited “Lack of  college students’ ability to do research one of the
       top three reasons they have trouble in their freshmen year
· __________________________________________________________________
Visual Aids: (Videos, graphs, charts, models, etc.)

· Demonstration of students doing research at library





· __________________________________________________________________
Q&A Work Sheet

Topic:

Background questions:
Messages:
1. 





  

  
   1. 





2.  





  

  
   2. 





3.  





  

  
   3. 





Difficult questions:
Message:

1. 





  

  
   1. 





2.  





  


   2. 





3. 





  

  
   3. 





Questions you want asked:
Message:

1. 





  

  
   1. 





2.  





  

  
   2. 





Delivering Your Messages

When a person sets out to communicate with others, he or she generally focuses on content.  When you have to give a speech, you usually agonize over each word as you write the speech, but spend little time worrying about how you appear to the audience or your vocal qualities.  


There is probably no more important rule of communication than "perception is reality."  But what does it mean?  When we say that perception is reality, we simply mean that what the audience perceives they see or hear is reality to them. Therefore, perception is more important than fact, and in reality is fact to the audience.  Perception and fact may be the same thing, or they may be entirely different.  


The dilemma of mixed messages

When you communicate, you want the audience to receive the message you intend.  That is true whether you are talking to someone one-on-one, speaking before a group, talking to a reporter or appearing on radio/TV.  


What happens when someone receives a mixed message?  For example, you may be a very trustworthy individual, but if someone perceives you as being dishonest, perhaps because you don't look him or her in the eye when talking, that person will not trust you.  Likewise, you may be very knowledgeable about a subject, but because you appear tentative and indecisive when answering questions, you will be perceived as being confused.  Delivery style is critical.


One study has shown that in face-to-face communication, the message itself--what you say--impacts only 7% of your success as a communicator when there is a mixed message.  Your vocal delivery, or voice, determines 38% of your success, while a surprising 55% of your success depends on how you appear to the audience.  If appearance is taken out of the equation, such as over the phone or on radio, your vocal delivery determines over 85% of your success as a communicator.


Remember, Perception is Reality.  Whether you are making a business presentation, speaking before a community group, appearing on the 6:00 p.m. news, dealing with a customer, or speaking one-on-one with a client, your success as a communicator will depend on how effectively you practice the basics of communication. To be a truly effective communicator, you want your appearance and vocal qualities to complement what you say, not contradict it.


Obviously, as a communicator, you should be aware of the important role perception plays.  You want to be judged as dependable, knowledgeable, helpful, honest, professional, and understanding, among other positive perceptions, rather than the opposite.  Remember the importance of delivery style--appearance and voice--at all times.
Appearance
People usually form their first impression visually.  There are many determining factors that go into appearance, and they may not mean the same thing or have the same impact on every​one.  

· Eye contact

· Dress
· Posture/movement

· Gestures

· Facial expression

· Body language

Vocal qualities
You want to come across as being enthusiastic about what you have to say, because if you aren't, how can you expect the audience to be enthusiastic. While vocal qualities are important in all communication, they are critical when talking over the phone or appearing on radio.

· Proper vocal tone

· Vocal variety

· Proper enunciation

· Voice projection

· Effective pacing/Using pauses

· Avoid non-words and fillers

Effective Delivery Skills
It's important that you package what you say so the audience understands it with the least amount of effort.  People have very short attention spans.  If they have to work at understanding what you are saying, they may tune you out.
· Don’t Data Dump

· Use simple words/phrases

· Avoid jargon

· Get messages out early

· Repeat messages

· Have a thorough knowledge of topic(s)

· Practice! Practice! Practice!  (Preparation = Control)

Delivering an “Elevator Speech”

Another challenge we have all faced is the “elevator speech.”  The “elevator speech” is so named because we only have 15-30 seconds (the time of an elevator ride) to deliver a message. Usually we meet someone in passing, or actually take an elevator with that person, and we have only 30 seconds to communicate. Frequently this person is another senior official, a legislator or an important stakeholder. 

The conversation usually begins with greeting, and then one of you usually asks, “How are things?” or “What’s new?” The other person then asks the same question. Do you ever say to yourself, “I wish I had something important to say?” Or perhaps you did have something important to say but just were not prepared to say it.

Preparation is key. If you are prepared with a planned “elevator speech” you can deliver it rather than the usual idle chatter like most people.

Exercise: Develop an “elevator speech”

Using the form below, develop an “elevator speech” in response to either “How are things?” or “What’s new?” If you prefer, you can answer another question. Use the “Message Work Sheet” you filled out earlier to deliver a message for this exercise.

Your Opinion:  Excited about the work I’m doing with Sarah Chippen’s first year biology

      students
Key Point:  95% of her students are now correctly citing their sources. They are presenting

         their research tomorrow afternoon at 1pm




Action:  Are you available to stop by the library to see their work




Benefit/Consequence:  I think this is something the School Board will be very interested in
Elevator Speech in Practice

Scenario – Linda the LMS is joined on the elevator by her principal, Phil
Phil:    
Hi, Linda, Good to see you. How are things in the library?

Linda:    
Hi, Phil! Things are great in the library! I’m excited about the work Sarah Chippen and I have been doing together. Her first year biology students are conducting research on a variety of animal species. They sure have come a long way. Now that we’re wrapping things up, almost 95% of the students are correctly citing their sources. They’re presenting their research tomorrow afternoon at 1pm. Are you available to stop by the library to see their work? I think the School Board will be very interested in the results.

Phil: 
That’s impressive! I’d love to see the end result of the research. Could you email me a reminder? I’ll put it on my calendar.

Linda: 
I’d be happy to! 

Phil: 

Thanks.

Linda:
Have a good afternoon. I’ll see you tomorrow.

Phil: 

You bet!

Speaking Impromptu

One of the most difficult challenges facing us is to give an impromptu talk to a group of people. Usually on of two things happen. Either we are stuck for words and have very little to share, or we ramble on about things that are not important to the audience but are to us. Is the audience really listening to what you say?  Probably not. 

If this is you, then you have wasted a great opportunity to deliver a message to this audience. Instead, think of the “Message Work Sheet” you filled out earlier. You can use it as the framework for an impromptu talk. 

One important thing to remember is that you don’t have to say the information in any particular order. For example, if the audience might be resistant to your information or position, you might consider beginning with benefits/consequences. You might also consider using questions rather than just making statements.  Or you could lead off with a story or example to get their attention.

Let’s say you were asked by the principal to address school administrators/department heads about the work you have done on researching with Sarah Chippen’s class. He took you up on your suggestion and visited the library to see the demonstration, and was very impressed.

Memory Hook:  Do you realize that one of the top three reasons college students have

                            trouble in their freshmen year is their inability to research properly?

                            (Give details of 2008 study by University of Illinois)
Opinion:  I am excited about the results we have made with Sarah Chippen’s biology

                 class.

Main Points:  First year biology students conducting research on variety of animal species

                          Very few of the students had any prior knowledge on how to do research


                                       Class visited the library once a week over a 6 week period




                               95% of students now correctly citing their sources





Actions:  Visit the library to see results for yourself

                  Share the results with other teachers at our school





Benefits/Consequences:  Students in classes by other departments can have the same result

                                              Graduates from our school will have a higher success rate in college

                                              School Board will be interested in the positive results school-wide


Ask for questions  (have one ready about time commitment of teachers)   

Closing:    Who would like to come to the library and see a demonstration on how we can

                   improve the research ability of our students?

1

