
 
 

    Evidence based Learning and Development

   

Create connections, create trust, create growth 
 
 

“The most important thing in communication is hearing what isn't said”.  
Peter Drucker 

 
 
 
 
Communication is the foundation of all relationships – and yet effective communication is a 
low priority for most organisations.   
 
 
You can’t set KPI’s on communication, you can’t instantly assess ROI, and it doesn’t show on 
a Profit & Loss statement.  However effective communication is the most fundamental 
element of a highly successful business … and poor communication can cripple a business. 
 
 
Effective communication training contributes in driving bottom-line results, and that’s why 
successful companies invest in teaching effective communication through in-house trainings, 
team building activities, and verbal and nonverbal communication skills. 

 
 
 
 
 
 
Communication is key 
 
For a client, it starts with your Customer Service Representatives / Receptionists.  For your 
staff, it’s the daily interactions between clients, other team members and management.  
And for yourself and your management team it’s the communication with every level of the 
business both internally and externally. 
 
 
As a direct result of communication either positive or negative relationships will be formed. 
 
 
Good communication leads to happy and engaged staff; increased productivity; highly 
efficient teams; a united vision; satisfied clients who not only return but create invaluable 
word of mouth referrals; and ultimately – profit and growth. 
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3 things you can do right now to instantly improve your 
communication 

 
➢ Ask open ended questions 

 
When you are having a conversation asking questions shows that you are interested 
in the other person. Open ended questions are designed to elicit more information, 
a story or basically something that is more than a yes or a no. They are questions 
that start with something like “what”, “how” or “tell me”. 

 
A fine example of open ended questions being used effectively is the Conversations 
program with Richard Fidler on ABC radio.  

 
 

➢ Actively listen  
 
Listen twice as much as you speak, be alert and interested in the other person, 
reflect on what you’ve heard, and let them finish before you speak.  

 
Be in the space with that person by blocking out the distractions such as glancing at 
your phone, looking at your computer screen or looking past that person to see 
what else is going on in the office.  

 
This helps to create trust and a sense of worth in others. 

 
 

➢ Make time to talk 
 

A short hello in a hallway does not cut it. This is a polite acknowledgement whilst en-
route to somewhere else.  Making time to talk to your colleagues is the foundation 
around forming a connection with each other.   

 
 
While this may seem obvious. It’s not always done well. Take a moment to reflect on 
how often you use these essential skills and focus on enhancing one or two. 
 
 

Change one thing, change everything 
 

Ready to grow success? 
 

Contact us now for your Learning and Development health check 
 

michael@createlearning.com.au 

http://www.abc.net.au/radio/programs/conversations/
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