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The following icons used throughout the workbook indicate activities and opportunities for reflection.
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Group discussion
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Recommendations

Key learnings

Commitments

Decisions

Acknowledgement

Networking

Follow up

Achievements

Online Video

Tips for the reader
Please check our website www.profoundleadership.com.au for additional tools (including free
downloads), online training, resources, educational blogs, forums, workshops and many more
valuable products and services that we offer.

Reflect on your learnings
Please keep an eye out for these online video symbols, indicating that there is a short, sharp
and powerful online training video available for this topic.
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EFFECTIVE COMMUNICATION

…is our fundamental software.
It is the operating system
that supports our thoughts and actions.”
Robert Tennyson Stevens

© PROfound Leadership // Legend

Page |3

EFFECTIVE COMMUNICATION

Table of content
LEGEND ....................................................................................................................2
TODAY’S FOCUS ..........................................................................................................5
Introduction ...............................................................................................................5
Start with the end in mind .............................................................................................7
1. IDENTIFY COMMON COMMUNICATION BARRIERS .................................................................9
Frequent communication barriers ....................................................................................9
Overcoming communication barriers .............................................................................. 10
2. THE LANGUAGE OF LEADERSHIP ................................................................................. 12
Overcoming our universal fears ..................................................................................... 12
Negative vs positive language ....................................................................................... 14
Necessity vs possibility ................................................................................................ 16
3. COMMUNICATE WITH POSITIVE IMPACT ......................................................................... 21
3 Vs of communication ................................................................................................ 21
Delivering a powerful message ...................................................................................... 22
Contrast frame ......................................................................................................... 23
Metaphors ............................................................................................................... 24
Engaging with different personality types ........................................................................ 26
Milton Model ............................................................................................................ 27
Chunking model ........................................................................................................ 31
To finish off: 9 simple tips to ensure effective communication .............................................. 33
Before the next topic ................................................................................................. 36
RECOMMENDED READING AND VIEWING FOR THIS TOPIC ....................................................... 37
REFERENCES............................................................................................................. 38
NOTES .................................................................................................................... 39
CONTACT PROFOUND LEADERSHIP .................................................................................. 40

Disclaimer
The information contained herein is provided on the understanding that it neither represents nor is intended to be
advice and that neither the publisher nor author is engaged in rendering legal or professional advice. The intent is to
offer you, the reader, a variety of information to provide you with a wider range of choices both now and in the
future, recognising that we all have widely diverse circumstances and viewpoints. While all attempts have been
made to verify information provided in this publication, neither the author nor the publisher nor the marketing
agents assume any responsibility for errors, omissions or contrary interpretation of the subject matter under any
condition or circumstances. If expert assistance is required, competent professional advice should be obtained.
PROfound Leadership, its directors and authors or any other persons involved in the preparation and distribution of
this publication, expressly disclaim all and any contractual, tortuous or other form of liability to any person
(purchaser of the publication or not) in respect of the publication and any consequences arising from its use by any
person in reliance upon the whole or any part of its contents.
All our materials are copyrighted. You are welcome to share the valuable information with your team, but you must
not remove our business information. And please do not electronically share information that is being sold by
PROfound Leadership.
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Today’s focus
Even though we communicate all day long, communication is not as simple as it seems and what we say
can easily be misunderstood. Therefore, effective communication is about the response we get.
In this session, participants will identify and practise powerful techniques to successfully overcome
communication barriers. They will be equipped with tools for clear, confident and concise
communication, and learn how to communicate with positive impact.

Introduction
Effective communication skills are important not only in a business environment, but in
all aspects of our lives, be it in family settings, social situations, and many more. It is a
vital life skill and cannot be overlooked.
Today’s hectic world demands from us good communication skills, so that we can deliver information
quickly and accurately, and that we are clearly understood by the recipients of our verbal and written
messages.
Poor communication skills can have negative impacts on stakeholder and personal relationships. If badly
delivered messages are being misunderstood, it can lead to frustration and in severe cases even disaster.
By contrast, good communication skills play an important part in creating a positive work environment for
you, the team, and the business in its entirety. There are of course many more benefits of applying sound
communication strategies.
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If you just communicate, you can get by.
But if you communicate skilfully, you can work miracles.
Jim Rohn

Activity
“Do you recognise the song?” The ‘tapper’ or ‘listener’ experiment.

Recommendations
For further insights into this topic and research, read and watch:
 “The Curse of Knowledge” by Harvard Business Review: https://hbr.org/2006/12/thecurse-of-knowledge
 “Refine Your Communication; To Reach Your Desired Goal!” by Gaur Gopal Das
https://www.youtube.com/watch?v=sahOWCzgFvQ
© PROfound Leadership // Today’s focus
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Start with the end in mind
If you don’t plan your life, somebody else will plan it for you. Therefore, it is imperative to know where
you are heading and what you are trying to achieve today.

Group discussion
Please share with the other participants:
 What you hope to get out of this session

Goal #1:

Goal #2:

Goal #3:
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1. Identify common communication barriers
Communication, in simple terms, is a process beginning with a sender who encodes a message and passes
it through a channel to the receiver who decodes the message. No two humans interpret situations in the
exact same way, which is the reason why we so often experience communication breakdowns.
There are several barriers that affect and interrupt the flow of communication, and essentially render it
ineffective. It is essential for successful leaders to recognise and overcome these barriers.

The single biggest problem in communication is the
illusion that it has taken place.
George Bernard Shaw

Frequent communication barriers
We communicate with people each and every day through conversations, expressions
and body language, social media, email, phone etc. Since we communicate so
frequently and through a range of channels, we should be experts – but we are not.
Some of the communication barriers that create challenges in the workplace include:
 Hearing problems or speech difficulties
 The use of jargon, unfamiliar terms
 Language and cultural differences
 Lack of attention, interest and distractions
 Physical barriers to non-verbal communication
 Expectations, prejudices, assumptions or stereotyping
 When people hear what they want to hear rather than what is actually said and jump to incorrect
conclusions
 Differences in perception, viewpoint and ‘Deletion, distortion & generalisation’
• We delete all the time what we unconsciously decide is not relevant
• We distort what we experience so it fits in with what we are familiar with
• And we generalise and draw conclusions based on a few experiences

© PROfound Leadership // 1. Identify common communication barriers
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Overcoming communication barriers
There are a range of options to address and successfully overcome these communication barriers, and the
quite possibly most important one is genuinely listening to the other person (or people).
Listening is key!
Sadly, this is often overlooked. People tend to focus more on what they want to say rather than listening
to what is being said. Active listening skills help you, your team members, and your stakeholders to have
more open and fruitful conversations, where everyone is heard.

We have two ears and one mouth so that we can
listen twice as much as we speak.
Epictetus

How to listen:
 Focus completely on the other person
 Listen without interruption, judgement, or assumptions
 Listen with empathy and beyond what is said to understand the meaning behind it
If you are not sure about what is being said, then clarify what you hear and acknowledge what you
understand without assumptions or judgment.
Too often we are caught up in our own world and focus purely on how we can defend our actions. So,
don’t over prepare yourself for upcoming conversations. This will allow you to listen to what is truly said
(not what you want to hear) and will provide you with the opportunity to engage with individuals and
promote open communication rather than creating misunderstandings.

Self-Reflection
After the workshop, in your own time answer the following questions:
 Am I committing to become a better listener?
 How can I listen without presumptions and judgement?
 What can I acknowledge (or help to acknowledge) during a conversation?
 How can I clarify by reflecting back on what I am hearing and let the other person fill
the gaps?

Recommendations
Some of the elements in this chapter are derived from:
 “Foundation skills for new coaches” | The Coaching Institute, 2011
 “Master Your Mind” | Martin Probst
© PROfound Leadership // 1. Identify common communication barriers

P a g e | 10

EFFECTIVE COMMUNICATION

NOTES

© PROfound Leadership // 1. Identify common communication barriers

P a g e | 11

EFFECTIVE COMMUNICATION

2. The language of leadership
Overcoming our universal fears
More often than not, fears and doubt are what is holding us back, and these fears can
most likely be linked back to one of the 3 Universal Fears that all human beings
possess:

 Fear of being found out, or not being good enough
 Fear of not belonging
 Fear of not being loved or appreciated
Following are some more detailed examples of these:








Fear of failure, comparing yourself to somebody who has more success etc.
Fear of not belonging to a family, culture etc.
Fear of rejection because you don’t see yourself as equal to others
Fear of not being smart enough, thinking that other people are superior to you
Fear of being judged, perhaps by doing what you really want to do
Fear of stagnation, because you focus on somebody that is advancing quicker

How we deal with these fears in our internal dialogue impacts our behaviours. If we listen to them, we
can experience overwhelm, procrastination, indecision, and many other undesirable traits.
Fear, essentially, is nothing else than our Ego trying to protect us and wanting to:
 Know
 Be right
 Judge
 Look good, and
 Justify
 Get even
Are these fears illusion or reality, though? Well, the best thing about Universal Fears is in the name: we
ALL experience them. And precisely because we all share these fears, we can appreciate that they do not
need to hold us back.
To quote Will Smith from his movie ‘After Earth’: “Fear is not real. The only place that fear can exist is
in our thoughts of the future. It is a product of our imagination, causing us to fear things that do not at
present, and may not ever exist. That is near insanity! Do not misunderstand me, danger is very real,
but fear is a choice.”
Moments of fear are of course justified and warranted when we face physical danger. For example, if a
truck comes our way, we must use the fear and avoid the truck. However, when we are examining
illusional fear, the excuses scared people use are: “I’ll do it when…; I am too busy; I can’t do it now…;
Once the kids stand on their own feet…” This fear is holding us back and leads to unresourceful
behaviours.
The following statistic published by the National Institute of Mental Health speaks for itself:






60%
30%
90%
88%

of
of
of
of

things
things
things
things

we
we
we
we

fear will never take place
fear happened in the past and can’t be changed
fear are considered to be insignificant issues, and
fear are in relation to health that will not happen

 74% of the population has a fear of public speaking vs.
68% of the population has a fear of death

Therefore, we must address and overcome illusional fear in order to live a successful and fulfilled life.
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The only way to get rid of the fear of doing something
is to go out and… do it!
Susan Jeffers – Fear Truth #2

Fear can be conquered. The antidote to fear and doubt are courage and trust. Courage is said not to be
the absence of fear, but rather the decision (or judgement) that something else is more important than
surrendering to fear.
People who challenge themselves become successful. Next time you are facing a situation that you would
usually shy away from, ask yourself: “What do I have to lose? What is the worst thing that can happen?”
For most people, the answer would be that nothing would change, that everything would stay the same
anyway… Whenever you are exposed to illusional fear, take a leap of faith, challenge yourself and
ultimately achieve self-empowerment.

If someone offers you an amazing opportunity
and you’re not sure you can do it,
say yes – then learn how to do it later.”
Richard Branson

Recommendations
For further insights into how to overcome your universal fears:
 “Feel the fear and do it anyway” by Susan Jeffers
http://susanjeffers.com/home/books.cfm
 “What I learned from 100 days of rejection” TedTalk by Jia Jiang
https://www.ted.com/talks/jia_jiang_what_i_learned_from_
100_days_of_rejection

Reflect on your learnings
To reflect on this topic, please watch our bonus online training video:
Overcoming Fear
https://www.profoundleadership.com.au/overcoming-fear/

© PROfound Leadership // 2. The language of leadership
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Negative vs positive language
Because our beliefs and behaviours are heavily influenced by your personal language ‘program’, we can
effectively reprogram our self-talk (internal communication) and outcomes through our choice of
language. If we ‘upgrade’ and change vocabulary and language choices, we can upgrade the way we feel,
how we think and how we make decisions.
We can build positive emotions through positive thinking because experiencing positive emotions fuels
our resilience, builds resourcefulness, and triggers an upward spiral toward optimal performance and
results. It also improves our health and is contagious (especially those of the leader).

State it as you want it, not as you don’t want it
People often know exactly what they no longer want. For example: “I no longer want
to be angry”, or “I don’t want to always miss out.” Even during small talk, we often
indicate what we are not. For example: “How are you?” – “Not bad.”; “What are you
up to?” – “Not much.”; “Where are you going?” – “Not far.”
Even though this might be a cultural thing, we must understand that it can easily lead to
misunderstandings. So, say it as you want it to ensure clear communication. Words are a self-fulfilling
prophecy, and where your words lead, your mind and body will follow.
Stop labelling yourself in negative ways, because the labels you use to describe yourself are a reflection
of where you are right now and have consequences. Whenever you say the words “I am” the words that
follow are experienced by your unconscious mind as a direct order to shape your personality, ego, and
confidence.
Statements like “I’m stupid”, “I’m confused”, “I’m always late” or “I’m hopeless” get manifested and
reinforced every time you say them and ultimately create your identity. Choose to say only positive
expressions of who you are and let go of any negative, limiting talk that isn’t in line with who you want
to be.
If you hear yourself say something negative or limiting out loud, for example “I can’t stay calm when
someone ticks me off” then reframe it. Instead, say “I am in control of my emotions and behaviours, and
choose to be better each day!”

Our language creates our experience
What you say has meaning, energy and creates neural pathways in your brain. The more you say
something, the stronger the neural pathway becomes. The words that you regularly use determine how
you feel and experience your life. They can be empowering or disempowering.
The language of disillusion, disappointment, and depression is like gravity and will bring you down. If you
continuously focus on words that evoke lack, pain and despair, then that’s what you are experiencing.
If you on the other hand consistently describe your life as something multi-coloured, vibrant, loving, fun
and adventure filled, then that is how you are experiencing it. Choose to speak an empowering language!

© PROfound Leadership // 2. The language of leadership
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Choose your language to match the experience you desire
If you express your experiences with extraordinary language, you influence how you will and want to
remember an event or situation.
Some people could have the best time of their lives and would describe it as “good” or “yeah, it was
alright”. Other people could experience the same wonderful event and yell: “That was phenomenal!”.
We can intensify our experiences simply by improving some of our expressions with better, more
energised alternatives. We could for example say ‘awesome’ instead of ‘good’. Or ‘fabulous’ instead of
‘fine’. Or ‘love’ instead of ‘like’.

Activity
How can we swap negative for positive expressions?

NEGATIVE

POSITIVE

Confusing
Sorry about the wait
No worries
Do not hesitate to contact me
I can’t / I’ll never
Frustrated or terrified

Please remember: What you focus on is what you get to the exclusion of everything else.
If you focus on the negative, then the positive fades away.

If you focus on the positive, then the negative fades away.
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Necessity vs possibility
If you want to manage self-talk effectively, start today with swapping positives for negatives, and moving
your language from necessity to possibility. The clearer and more outcome-driven your language
becomes, the closer you get to your goals.
A lot of negative talking, or in other words energy and time, goes into the PROCESS without any actual
outcomes. Followers use the language of and are acting upon necessity. They are at effect and let things
happen to them.

 Must, must not, have to, need to, it is necessary. For example: "I have to work overtime again and
there is nothing I can do. It really annoys me; I am not supposed to be working these many hours."

Inspirational and successful leaders use the language of and are acting upon possibility. They cause things
to happen in their career and life.

 Can, will, may, possible. For example: "I can work overtime tomorrow if I want to; I want to take on
a project that interests me. No one can make me do it though, it’s my choice."

As long as we can’t say “YES, I DID IT!”, we are still in the process. We must: Start – Maintain – FINISH.

Self-Reflection
“What level have I reached today?”

© PROfound Leadership // 2. The language of leadership
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Speak the other person’s language
An excellent way to improve our interpersonal communication is the use of the
‘Primary Representational System’, which is essentially our personal learning style and
situational response approach, meaning how we best absorb information and/or
respond to an event. It is beneficial to recognise your team members’ and
stakeholders’ representational system and begin to ‘speak their language’.
Representational Systems
What we see

Visual (V)

What we hear

Auditory (A)

What we sense / feel

Kinaesthetic (K)

What we tell ourselves

Auditory Digital (Ad)

What we smell

Olfactory (O)

What we taste

Gustatory (G)

Let’s focus on the four primary representational systems in more detail.
V: Visual or Seeing
People who are visual often stand or sit with their heads and/or bodies erect, with their eyes
up. They will be breathing from the top of their lungs. They often sit forward in their chair and
tend to be organised, neat, well-groomed and orderly. They are often thin and wiry. They
memorise by seeing pictures and are less distracted by noise. They often have trouble
remembering verbal instructions because their minds tend to wander. A visual person will be interested
in how your product LOOKS. Appearances are important to them.
A: Auditory or Hearing
People who are auditory will quite often move their eyes sideways. They breathe from the
middle of their chest. They typically talk to themselves (some even move their lips when doing
it) and can be easily distracted by noise. They can repeat things back to you easily, they learn
by listening, and usually like music and talking on the phone. They memorise by steps,
procedures, and sequences (sequentially). The auditory person likes to be TOLD how they’re doing and
responds to a certain tone of voice or set of words. They will be interested in what you have to say about
your product or service.
K: Kinaesthetic, Tactile or Feeling
People who are kinaesthetic will typically be breathing from the bottom of their lungs, so
you’ll see their stomach go in and out when they breathe. They often move and talk veeerrry
slooowly. They respond to physical rewards and touching. They also stand closer to people than
a visual person. They memorise by doing or walking through something. They will be interested
in your product or service if it feels right, or if you can present them with something they can grasp.
AD: Auditory Digital, Self-talk or Making Sense
This person will spend a fair amount of time talking to themselves. They memorise by steps,
procedures and sequences. They will want to know if your product or service makes sense! The
auditory digital person can exhibit characteristics of the other major representational systems.
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The following is an example of how to tailor the same message to the four main representational
systems.
Visual: If I could SHOW you a CLEAR and ATTRACTIVE way in which you could benefit from this
product, you would at least want to LOOK at it, wouldn’t you? - If this APPEARS GOOD to you,
we will go ahead and FOCUS on getting the paperwork in.
Auditory: If I could TELL you a way in which you could benefit from this product, you would at
least want to HEAR about it, wouldn’t you? - If this SOUNDS GREAT and RESONATES with you,
we will go ahead and DISCUSS how to set everything up.
Kinaesthetic: If I could help you GET A HOLD OF a CONCRETE way in which you could benefit
from this product, you would at least want to GET A FEEL FOR IT, wouldn’t you? - If this FEELS
RIGHT to you, we will EXPLORE this product TOGETHER.
Auditory Digital: If I could EXPLAIN to you FROM A TO Z how you could benefit from this
product, you would at least want to CONSIDER YOUR OPTIONS, wouldn‘t you? - If this MAKES
SENSE to you, we will TAKE THE NEXT STEP and PROCEED with the paperwork.

Group activity: Representational Systems
Create a list of words and phrases for the various representational systems (V, A, K, AD). Then,
present your findings.

Visual (V)

Auditory (A)

Kinaesthetic (K)

Auditory Digital (AD)

© PROfound Leadership // 2. The language of leadership
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 My preferred Representational System is… Explain why.

To bring it to the point: When we are able to speak the other person’s language,
individuals feel:
 Valued
 Understood
 …and in rapport
This means that trust can be established which ultimately is the foundation of effective communication
and long-term business relations.

Reflect on your learnings
To reflect on this topic, please watch our bonus online Training Video:
Watch your language
https://www.profoundleadership.com.au/watch-yourlanguage/

Recommendations
Some of the elements in this chapter are derived from:
 “Fears and phobias” by National Institute of Mental Health (USA), 2012
https://www.nimh.nih.gov/health/statistics/
 “Master your Mind” by Martin Probst
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3. Communicate with positive impact
Whether it is a presentation at work, a casual chat with friends, or a stern conversation with a family
member, we want to make sure that we can realise the true meaning and value of effective
communication for positive impact.
If we want to improve the way we communicate and the impact our message has on others, we must
evaluate what we say, how we say it, and how our communication is perceived by others. We need to
challenge ourselves to embrace communication excellence.

The meaning of communication is the response you get.
If you don’t get the response you are looking for,
change your communication.
NLP Presupposition

3 Vs of communication
We can be communicating with words one thing, but the listener is detecting an entirely different
message. The reason for this is that language consists of 3 components.

These 3 elements go hand in hand. If you use negative words, your body language and vocals will reflect
that. Or if your body language is negative, you cannot speak positive, empowering words with
authenticity. Because these elements are linked, we need to take responsibility for how we conduct our
body, our mind and our words.
To be an effective and successful communicator, you must bring what you think, say and feel in harmony.
Only then can you get a clear message across.
For example, if we are insecure and nervous about a conversation, we may verbally communicate well,
but our tone and timber (Vocal) is communicating uncertainty. The listener doesn’t know this and
interprets your words as misleading or unauthentic and a reason to be alarmed.
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Delivering a powerful message
Let’s explore a simple structure on how to deliver a powerful message.
When we connect and communicate with others, we often go straight into specifics
like WHAT must be done and possibly HOW things must be done if there are skill gaps
in the team. This can be perceived as off-putting and won’t usually get our team members on board. At
this point, our employees have no reason to join in the sweat and hard work due to a lack of genuine
motivation or incentive on their behalf.
In order to deliver our message and being heard and understood, we must find a way to make the other
person receptive to what we would like to convey. We must first put emphasis on WHERE we are going
which gives our team direction, and WHY we want to go there, which provides them with the big picture
and purpose. This will provide them with the motivation to join in and share the sweat and hard work.
But there is still one important information missing in our powerful message or empowering speech. The
most important point for individuals is often the selfish part that we all have to some extent. Every
person is driven and motivated by an inner voice asking, “What’s in it for me?”

It is essential for us to identify what motivates our individual team members, and to become their ‘Chief
Meaning Officer’. Following are examples of general motivation points that employees might have:












Earn more money (of course)
Looking for acknowledgement
Deeper sense of belonging
Saves me time
I get something:
• Bigger
• More exclusive or
• Cheaper…
Make my job easier
Opportunity to move up the career ladder
More work flexibility
Etc.

Especially during the current unprecedented times, it is important to let people know what is in it for
them, to address their fears, stress, confusion and uncertainty.
If people clearly understand the pleasure and benefits they get out of putting time and energy into the
WHAT and HOW, we get the buy-in from individuals!
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Contrast frame
Now, let’s combine a few things that we learned, and explore another simple yet
powerful strategy that draws on the audience’s emotions.
A ‘contrast frame’ is where we clearly outline WHAT IS and then build a contrast of
WHAT COULD BE. In order words, we take the crowd on a journey that swings between
reality and hope.

One famous speech that uses a Contrast frame has been made by coach Herb Brooks of the Men’s USA
Olympic Hockey team in Lake Placid in 1980. On the night the US played the Soviet Union in the medal
round, Brooks gave a speech to inspire his team to pull off the greatest upset in sport’s history:
“Great moments are born from great opportunity. And that's what you have here tonight. That's what
you've earned here tonight. One game. If we played them ten times, they might win nine. But not this
game. Not tonight. Tonight, we skate with them. Tonight, we stay with them. And we shut them down
because we can! Tonight, WE are the greatest hockey team in the world.
You were born to be hockey players. Every one of you. And you were meant to be here tonight. This is
your time. Their time is done. It's over. I'm sick and tired of hearing about what a great hockey team the
Soviets have. Tonight, when you put on your jersey, you are not just playing for yourself. No, you are
playing for your team and your country. This is your time. Now go out there and take it.”

Activity
Let’s listen to coach Brooks’ speech replicated by Kurt Russell in the movie “Miracle”:
https://www.youtube.com/watch?v=vwpTj_Z9v-c
 How do you feel?
 Can you pinpoint the continuous flow between “What is” and “What could be”?
 How about the culture he creates?
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Metaphors
Metaphors can inspire action and increase recall and understanding when communicating a complex
message. It can help to tap into prior knowledge to make a connection between what people already
understand through experience and what they have yet to discover. It connects people’s minds to a
concept and gets your audience to think about an idea in a different way. A metaphor can symbolise
some new learnings that you want to teach your audience.

Contrast frame with metaphor
Even more powerful than the Contrast frame is when you combine it with a metaphor.
A brilliant and legendary example of this is the ‘I HAVE A DREAM!’ speech by Martin
Luther King.
Martin Luther King Jr. didn’t just have a vision, instead he became a master of creating
intense imagery through metaphors. Take this paragraph, for example, from what is arguably the most
powerful speech he ever made:
“In a sense, we’ve come to our nation’s capital to cash a check. When the architects of our republic
wrote the magnificent words of the Constitution and the Declaration of Independence, they were signing
a promissory note to which every American was to fall heir. Instead of honouring this sacred obligation,
America has given the Negro people a bad check, a check which has come back marked “insufficient
funds.” But we refuse to believe that the bank of justice is bankrupt. We refuse to believe that there
are insufficient funds in the great vaults of opportunity of this nation. And so, we’ve come to cash this
check, a check that will give us upon demand the riches of freedom and the security of justice.”
Drawing the connection to the contrast frame and metaphor, we can observe the following structure:
WHAT IS: Everyone knows what it's like to not have money in their account. He used a metaphor people
were very familiar with by saying:
“America has given us a bad check; a check which has come back marked ‘insufficient funds’."
He then created a contrast frame; when he compared what currently is to what could be, the crowd
erupted and cheered him on. He added:
“We have come to cash this check - a check that will give us upon demand the riches of freedom and the
security of justice.”
Martin Luther King was an incredible man who had a big dream; for himself and for his country.
We should all have the confidence and presentation skills to share the big ideas inside ourselves with our
team, our business, and others around us. We must share them!

Recommendations
You can listen to Martin Luther King Jr.’s speech here:
https://abcnews.go.com/US/video/dream-speech-19972177
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The rule of three
Human psychology can handle three things at once before it feels a need to protect
itself. Therefore, professional speakers always speak using the Rule of Three.
If you want to learn how to craft world class presentations, learn to communicate using
the Rule Of Three. Speaking in 3’s will always make sense to the listener and ensure
that you get your point across to an attentive audience.
Here a few excellent examples:








“Life, liberty, and the pursuit of happiness”
“Blood, sweat, and tears”
“Location, location, location”
“Father, Son and Holy Spirit”
“Faith, hope, and charity”
“Mind, body, spirit”
“Stop, look, and listen”

Group discussion
What are simple ways we can share our message as a leader?

Communication must be HOT.
That’s Honest, Open and Two-way.
Dan Oswald

Recommendations
For further insights into this topic, watch:

Simon Sinek: Start with why - how great leaders inspire action
https://www.ted.com/talks/simon_sinek_how_great_leaders_inspire_action
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Engaging with different personality types
We are all different in our ways, and these diverse personality types can sometimes lead
to misunderstandings and communication breakdowns.

Inferential vs literal communication
Two important phases of communication are encoding and decoding. The definition of inferential in the
context of communication is that the message is not directly expressed, but rather based on
interpretation. The inferential model of communication proposes that despite us humans wanting to
communicate, we do not have a code to faithfully capture our message which can then be cracked clean
by others. Therefore, we resort to non-verbal symbols, like pointing, mimicry and other types of display.
The challenges of inferential vs literal communication occur in both listening and speaking of course. In
order to achieve successful conversations, we need to understand if we are talking to a literal or an
inferential person. Let’s have a look at the difference between the two.

Listening
Inferential listeners interpret what is communicated to them and act according to the meaning they give
the communication. When communicating with them, expect the inferential listener to fill in any blanks.
Literal listeners take the communication word for word and will not feel compelled to do what has not
been said. When communicating to them, ensure clarity with your instructions and expectations, and do
not expect them to pick up what has not been communicated to them.

Speaking
Inferential speakers will expect the receiver of their communication to make sense of what they say, fill in
the blanks, give meaning to it and act accordingly.
Literal speakers will say exactly what they expect to get done, word for word.
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Milton Model
In order to deliver a powerful message, you must lead the hearts and minds of people in your audience.
You can do this by introducing ‘trance’, or in other words choosing words that connect with the audience
on a deeper level.
The Milton Model can help you achieve this. The model relates to persuasive language, and the Milton
Model language patterns allow you to be a truly outstanding presenter and communicator.
The most powerful way to drive all content home is using the following words during your presentation or
communication, in any order of your preference.

These language patterns could sound something like this:
“IF you want to present like a pro, THEN you MUST use the 4MAT system every single time. BECAUSE this
is the MOST POWERFUL tool to get the message across without notes. THAT’S WHAT MAKES IT the best
kept secret of successful presenters. WHICH MEANS you will have an advantage and can TRUST this
system to deliver any presentation without notes.”
Or another example could be:
“Today’s ‘Presentation skills’ workshop is a MUST for everybody who wants to speak in public, to move
into a leadership role, or even to expand their own business, BECAUSE you will learn how to move the
room and engage with every single person.
If you apply what you learn today, then you deliver a clear message with impact, WHICH MEANS a lot of
doors will open up for you and your business venture. BECAUSE these skills MAKE you a great
communicator, influencer and presenter.
With this in mind. you will also feel more CONFIDENT, RELAXED and in CONTROL - WON’T YOU.
THAT’S RIGHT, VERY GOOD!”
Following are further insights into the Milton Model language patterns:
 Mind Read: Claiming to know another’s thoughts or feelings without specifying how you came to
that knowledge.
“I know that you believe …” or “I know you’re thinking …”
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 Lost Performative: Expressing value judgments without identifying the one doing the judging.
“Taking a few deep breaths is a good thing.”
 Cause & Effect: Implies one thing leads to or causes another; that there is sequence of
cause/effect and a flow in time. Includes phrases such as: “If …, then…; As you …., then you …;
Because … then …”
“If you give many presentations, then you can improve your skills.”
 Complex Equivalence: Where two things are equated, implying that one thing means another or
equivalent.
“As I am standing on stage, I feel energised.”
 Presupposition: The linguistic equivalent of assumptions.
It is assumed the person will change their attitude; the only unknown is when.
“Will you be changing your attitude now or later today?”
 Universal Quantifier: Universal generalisations without referential index.
“This strategy works for all of us, every single time.”
 Modal Operator: Words that refer to possibility (should, want to, can, will…) or necessity (must,
have to, got to…) or that reflect internal states of intensity tied to our rules in life.
“You can be anything you want to be.” or “You must resolve this issue.”
 Nominalisation: Process words which are formed as nouns (freedom, peace, love, trust,
fulfilment, respect etc.)
“People can come to new understandings.”
Here, ‘understandings’ is used as a noun and is shorthand to describe the ongoing experience of
‘understanding’ or ‘making sense of something’.
 Unspecified Verb: Implies action without describing how the action has/will take place.
“He caused the problem.”
 Tag Question: A question added at the end of a statement/question, designed to soften
resistance. It is used to ratify to the listener that he has or will actually manifest the action. It
has the structure of a question and often the tonality of a statement.
“Your perception of life is changing right now, isn’t it.”
 Lack of Referential Index: An expression without specific reference to any portion of the
speakers/listeners experience.
“People can change.” or “It’s good to know you can.”
 Comparative Deletion (Unspecified Comparison): A comparison is made without specific
reference to what or to whom it is being compared.
“You will enjoy it more.” or “That one is better.”
 Pace Current Experience: Describing a person’s experience in a way that is undeniable.
“You are listening to me and taking notes.”
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 Double Bind: Invites choice within a larger context of ‘no choice’ (illusion of choice).
“Do you want to begin now or later?” or “Do you want to present now, or in 15 minutes?”
 Embedded Commands: This is a command that forms part of a larger sentence that is marked by
using subtle change in voice, tonality and/or body language and is picked up by the reader or
listener unconsciously.
“I will not suggest to you that change is easy.” or “You can learn this skill easily and
effortlessly. “
 Conversational Postulate: Are questions that operate at multiple levels. Although they require
only a simple yes or no answer, they invite you to engage in an activity in some way. Often, they
contain an embedded command.
“Can you open the door?” or “Can you choose to change?”
 Extended Quote: Is a rambling context for the delivery of information that may be in the format
of a command.
“Many years ago, I remember meeting a wise old man who taught me many useful things. I
cherished all of his advice……. I remember one particular day when he said to me……… Change is
easy and can be fun“.”
 Selectional Restriction Violation: Attributing intelligence or animation to inanimate objects.
“You can listen to the cheerful trees and sit on this proud couch while your hands decide which
of them will lift up first,” or “Your chair can support you as you make these changes.” or “Your
diary tells interesting tales.”
 Ambiguity: Lack of specificity
a. Phonological: Two words that sound the same but have different meaning. Such as hear and
here.
b. Syntactic: More than one possible meaning.
"They are visiting relatives."
 Utilisation: Takes advantage of everything in the listener’s experience (both internal and
external environments) to support the intention of the speaker.
Audience member says: “I don’t understand.” Response: “That’s right… you don’t understand –
yet. Because you’ve not taken that one deep breath that will allow the information to fall easily
and comfortably into place.”
Or perhaps while presenting, somebody mistakenly walks into the room. Instead of getting
frustrated and annoyed with them, you could say to the audience: “You may have heard a door
opening and let this be an opportunity to invite new ideas and thoughts.”
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 Future pace: At the end of a presentation, take the audience out to a time when they can see,
hear and feel themselves using the new learnings and getting those results.
1. “I want you to go out into the future 3 weeks from now and notice the new resources that
you can access by having truly embraced these changes right now. I want you to notice what
is going on around you. Notice how things have changed.”
2. “Now I want you to step out a whole 3 months from now. Notice the snowball effect that
has been created as a result of the change you have made right now. Notice what’s going on
for you. Notice how easy life has become for you, that level of certainty. And notice how it
even had a ripple effect on other areas and how good that feels.”
3. “And now, go a whole year into the future taking all of these changes with you. And notice
what it has created for you. Notice what is going on a whole year in the future. Perhaps you
start to notice even changes that you never thought possible as a result of the changes you
made right now. Notice how good it feels and what you’re telling yourself in your own mind
and the conversations you’re having with people around you. Think of all of that and the
power you have and the new momentum. The sense of direction, the certainty that you now
choose and taking all of that with you right now and coming back to now.”

Trance is a natural
everyday experience.
Milton H. Erickson
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Chunking model
Hierarchy of ideas (Chunking Model) is a fantastic tool for a successful leader because many
communication breakdowns are caused by mismatched chunk sizes or a lack of connecting the dots.
Paul, the accountant, might for example use smaller chunks than Marketing Executive Tom, and view Tom
as unclear when he talks. Tom may see Paul as terribly boring and caught up in detail. In meetings, Tom
will talk about the vision of the company, while Paul is only interested in specific information on how to
get there.

GLOBAL / ABSTRACT
This is the ‘WHY’ – Vision, goal, purpose

LATERAL
This is the ‘WHAT ELSE’ – access other examples and
opportunities.

DETAILS / SPECIFIC
This is the ‘WHAT, HOW, WHERE, WHEN, and WHO’ needs to
do it.
It is highly beneficial to be able to ‘chunk’ when you need to improve communication. When talking to
someone using bigger chunks, you can ask the question “What specifically…?” to get more details. When
talking to someone using smaller chunks, you can ask “What is the intention of this?” to encourage larger
chunks. If an employee considers their job as unpleasant, you can chunk them up to demonstrate the
importance of this particular job in relation to the success of the entire company. This may appear more
tolerable and motivating to the employee.
Increasing your business success and efficiency comes down to your ability to think up, down and across
the communication ladder easily and effortlessly. The faster you can do this the better you become at
‘thinking outside the box’.
Executives’ and board members’ conversations and discussions on business planning, marketing strategies
and trends etc. are all very highly chunked up and talking about specifics at that point in time would not
support the company vision and create a path into the future. On the other hand, dreaming big all the
time without the ability to chunk down into specifics won’t be useful either. We would be stuck at the
ideas and unable to actually move towards desired outcomes. True communicators have the flexibility to
chunk up, down and across on demand at appropriate times.
Successfully managing conversations and resolving conflict becomes almost effortless when you
understand the power of this communication strategy. It makes it rather easy to find an agreement when
being able to ‘chunk-up’ two people with different ideas. By leading them to the ‘WHY’ (Abstract), they
will most likely quickly realise that they ultimately want the same thing (acknowledgement, recognition,
freedom of choice, respect, etc.).
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Once an agreement or common goal is reached, start to look at how the situation can be resolved by
‘chunking down’ (Specifics), and getting clear on the details. As soon as you notice negative emotions
(frustration, anger, despair etc.) creeping in from one or the other side, remind them of the common
goal and ‘chunk across’ (Lateral) to explore other opportunities.
In other words, consider different options that are available to fill the gap between: A) current situation,
and B) desired outcome. Once you established new options, it’s time to chunk down even more until you
are clear on:
• What needs to be done to achieve the desired outcome?
• How are we going to do it?
• Where, when and who needs to do the different tasks.
This technique is very simple but also very effective. Utilise it for any difficult conversation and be
surprised by the results.

The art of communication
is the language of leadership.
James Humes

Recommendations
Some of the elements in this chapter are derived from:
 “Master your Mind” by Martin Probst
 “Soviet Pre-game speech” by Coach Herb Brooks
 “I have a dream” speech by Martin Luther King Jr.
 “Hypnotic Language patterns - Milton model” by Milton H. Erickson
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To finish off: 9 simple tips to ensure effective
communication
Communication is crucial for getting all leaders, departments, and employees on
the same page and working together toward a shared goal. Communication
breakdowns can knock things off track and prevent the business from reaching its full potential.
As we explored in chapter 1 ‘Identify common communication barriers’, communication breakdowns
can occur for a number of reasons: difference in perception, distractions, information overload,
language differences, high staff turnover, complex organisational structure, stress, emotions etc.
If you want to improve interpersonal communication in your team or organisation, a safe and
supportive environment and a focus on open communication are essential.
Following are 9 simple tips to ensure effective communication, along with some hands-on suggestions
to eliminate misunderstandings and promote a peaceful work environment:
Tip 1: Be pleasant and friendly
Create a friendly atmosphere. Avoid communicating in an overly intense manner, because in a tense
environment your message might not be well understood or retained.
Tip 2: Be engaged
Keep the team informed. If the status of a project changes, or if you have an announcement to make, let
people know as soon as possible. That way, you can ensure that everyone has the same information.
Tip 3: Be approachable
Face-to-face or online video meetings. Holding regular open meetings is one of the best approaches to
communicate effectively within a group. Facilitate these meetings in a proficient manner, so that quiet
team members are not overwhelmed by opinionated co-workers.
Tip 4: Be straight forward
Stick to the basics. Time is precious, so ensure your communication is focused and only includes as much
detail as is needed to understand and engage.
Tip 5: Be clear
Use simple words. Everybody is not on the same page when it comes to vocabulary, especially when your
workforce is diverse. When complicated words are used, you can be misunderstood and/or waste precious
time having to explain yourself.
Tip 6: Be to-the-point
Avoid unneeded reiteration. Do not sound like a broken record. Only recap if the other party is unclear
about what has been said or discussed.
Tip 7: Be present
Active listening. Demonstrate undivided listening and check that the other person is actually listening and
engaged too. If not, the conversation might better be held at a later time.
Tip 8: Be diverse
Use visuals. Everybody has a different learning style and your team should not just hear the message,
they should also see it. Placing visuals around the team’s work area is a good strategy and provides better
comprehension.
Tip 9: Be attentive
Check in with the team. On a regular basis, discuss as a group how well communication is going, and
encourage feedback. Are there areas of too much information or areas where there is a void?

© PROfound Leadership // 3. Communicate with positive impact

P a g e | 33

EFFECTIVE COMMUNICATION
So that future communication breakdowns can be avoided, these tips should be applied to all forms
of communication, including emails, phone conversations, documents, meetings etc. by all team
members. Bear in mind that improving communication within your team will take some time and
effort from your side. But implementing effective communication strategies in your organisation will
deliver positive results and be well worth it.

Self-Reflection
•
•
•

Thinking about how your teams and employees are currently communicating,
which of the above points are already being followed?
What have you overlooked so far and can implement in the near future? When?
What can be added to this list?
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Reflection | Way forward
Reflection | Way forward

The knowledge you acquired during today’s session will provide you with instant and profound results – as
soon as you apply the learnings and models.
It is important to clarify and ask any questions you may still have, reflect on your learnings, focus on the
future and take necessary steps for implementation.

Group discussion
Time
•
•
•

to share:
Your highlights and key learnings from today’s session
What specific action you will take as a result of your learnings?
Explain what difference it will make

What questions remain?

What are your highlights from today’s session?

What specific action you will take as a result of your learnings?

What difference will it make once you achieved it?
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Before the next topic
Learning benefits from reflection.
Please reflect on our session in a moment of calm which allows you to think or even spend a moment of
silent soul-searching, to ensure you get the most out of the time we had together this month.

Self-reflection
In the Progress Report & Session Journal in your binder:
 Update the two Progress Reports (Personal & Professional Development) – pages 3 & 4
 Complete the Session Journal for topic #3 – pages 9 & 10
 Log into the PROfound Academy online platform and access the content (resources,
templates etc.) relevant to this topic which will make your work more structured and
more easy https://academy.profoundleadership.com.au/
The document “Progress Report and Session Journal Capture” can be downloaded from the module
“Introduction and overview”, as well as the unit “Your support for the program”.
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Recommended reading and viewing for this topic
Below are a number of further sources on this topic for you to read or view in your own time. Please note
that links to these are available from the PROfound Academy online platform.
PROfound Video Tutorials:
 Overcoming fear
 Watch your language
Ted Talks and videos:
 Jia Jiang: What I learned from 100 days of rejection
https://www.ted.com/talks/jia_jiang_what_i_learned_from_100_days_of_rejection
 Simon Sinek: Start with why -- how great leaders inspire action
https://www.ted.com/talks/simon_sinek_how_great_leaders_inspire_action
 Karen Thompson Walker: What fear can teach us
https://www.ted.com/talks/karen_thompson_walker_what_fear_can_teach_us
 Tim Ferris: Why you should define your fears instead of your goals
https://www.ted.com/talks/tim_ferriss_why_you_should_define_your_fears_instead_of_your_go
als
 Shawn Achor: The happy secret to better work
https://www.ted.com/talks/shawn_achor_the_happy_secret_to_better_work
 “Refine Your Communication; To Reach Your Desired Goal!” by Gaur Gopal Das
https://www.youtube.com/watch?v=sahOWCzgFvQ

Blogs:
 PROfound: “Reboot communication: uncomplicated and effective”
https://www.profoundleadership.com.au/reboot-communication-uncomplicated-and-effective/
 PROfound: “A Manager’s 6 laws to master difficult conversations”
https://www.profoundleadership.com.au/a-managers-6-laws-to-master-difficult-conversations/
 PROfound: “Fear: Illusion or Reality?”
https://www.profoundleadership.com.au/fear-illusion-or-reality/
 “The Curse of Knowledge”
https://hbr.org/2006/12/the-curse-of-knowledge/
 “Good leadership is about communicating “Why”
https://hbr-org.cdn.ampproject.org/c/s/hbr.org/amp/2020/05/good-leadership-is-aboutcommunicating-why
 “How to motivate employees to go beyond their jobs”
https://hbr.org/2017/09/how-to-motivate-employees-to-go-beyond-their-jobs
 “What amazing bosses do differently”
https://hbr.org/2015/11/what-amazing-bosses-do-differently
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Other recommended books:
 Power Listening: Mastering the Most Critical Business Skill of All | Bernard T. Ferrari
 Feel the fear and do it anyway | Susan Jeffers
 Magic Words and Language Patterns: The Hypnotist's Essential Guide to Crafting Irresistible |
Karen Hand

References
 “Fears and phobias” by National Institute of Mental Health (USA), 2012





https://www.nimh.nih.gov/health/statistics/
“Foundation skills for new coaches” | The Coaching Institute, 2011
Coach Brooks’ speech replicated by Kurt Russell in the movie “Miracle”
https://www.youtube.com/watch?v=vwpTj_Z9v-c
“I have a dream” speech by Martin Luther King Jr.
https://abcnews.go.com/US/video/dream-speech-19972177
“Hypnotic language patterns - Milton Model” by Milton H. Erickson
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NOTES
Notes
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