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What is Communication?

Everything we do when we interact boils down to communication. 

Different types of interactions like conversations, classes, customer 

support and sales sometimes require different types of 

communication, but it’s all still communication. 

There are several strategies for improving communication and 

insuring that your interactions with others are a success. Four 

secrets that you may not have considered follow. 

 

Listen

Your first thought when communicating may be about speaking, but 

a true key to successful communication is listening. 

Listening - Really Listening, is an art. This one may seem obvious, 

yet how often are you really listening when someone is speaking? 

Many times we’re just waiting until it’s our turn to speak. When you 

completely listen and stay in the moment taking in what the other 

person is saying, you deepen the connection between yourself and 

that person and open yourself up to successful communication. 

How can listening increase sales?  

There’s actually a saying in some sales circles, “Speaking is 

educating. Listening is selling.” Why would that be the case? 
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Only through listening mindfully and thoughtfully to the prospect’s 

pain points, can you formulate the solution you offer so that when 

you do speak, you provide the right solution. 

How can listening improve customer service? 

At the heart of a customer service call, the truth is that many 

customers just want to be heard. This is particularly true when 

handling a customer complaint. They want to hear that someone 

truly listens to and understands their concern - even if it can’t be 

fixed. 

Understand Different Styles

Understand We Aren’t all Alike.We don’t all communicate in the 

same style. This is linked to our personality as well as how we 

process information. Look at the following examples to see if you 

recognize yourself or others. 

In a Monday Morning Meeting, I… 

❖ Want to get right to the agenda and set the plan for the week 

❖ Like to hear about other’s weekends before starting 

❖ Try to make sure everyone is heard and that we have agreement 

before moving forward 

This particular scenario has some opposing desires that can lead to 

miscommunication and even anger, if not addressed. 
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To Start a Project I need… 

❖ An idea. I can jump in set the tasks and get them completed as I 

go. 

❖ To collect as much data as possible and set the steps in order 

before starting on the tasks 

The above scenario details what is often seen between team 

members tasked to complete a project together. Both have great 

skills, but without understanding themselves and each other, and 

then taking the effort to adjust to meet the needs of both, the whole 

project could fall apart. 

As a business owner, if you are one style and your client is another 

you might have some frustrating meetings. 

In a Brainstorming Session, I 

❖ Hesitate to put forth an idea because people may not like it 

❖ I am quick to jump in, enthusiastically 

❖ I need to capture all information and process it 

We want to take our style and the styles of those around us into 

account when we are working with our customers and we are 

creating our content. 

Follow the Platinum Rule
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You have probably heard of The Golden Rule - Treat others as you 

wish to be treated. Sounds nice at first, but the reality is we don’t all 

want to be treated the same way.  

For example, some people are touchy, feely. They greet everyone 

with open arms and a hug. Others aren’t comfortable with touching 

- sometimes even with people they know well.  

Instead of The Golden Rule, for great communication, follow The 

Platinum Rule. The Platinum Rule says Treat others as they wish to 

be treated. This takes into account that not everyone is like us.  

Success in following The Platinum Rule ties into number 2. 

Understand your style and the styles of those around you. 

Some of us are very direct in our approach to problems, meetings 

etc... while others want to build consensus.  

Think about the meeting example in the previous section. Some 

people want to get right to the agenda, finish up and end while 

others want to chat and exchange pleasantries before getting 

started. Some want to dictate their ideas and how solutions should 

be approached while others want to make sure everyone is heard 

and that consensus is built.  

Understanding these different approaches allows the person 

managing the meeting (whether an internal corporate manager or 

an entrepreneur working with clients), to approach in a way that 

allows everyone to be heard/understood while still making sure 

things get done. For example, a possible solution for the meeting is 

to set and keep to an agenda, and have the first 3 minutes include 
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time for pleasantries and social exchanges - if that is needed for 

your team. 

To keep peace between those who want to directly affect how 

things are done and those who want consensus, make sure there is 

room for both. Allow those with the strong options to start and get 

them on the table, then go around and give everyone a chance to 

weigh in, make suggestions etc... You may well find you come out 

with a much stronger solution in the long run.  

If possible, face the direct and consensus builders across from each 

other not directly next to each other. This helps encourage them to 

actually hear what the other is saying as opposed to planning what 

they will say next.  

Understanding Styles Helps with The Platinum Rule  

If you invest in discovering your personality and communication 

style and learning to identify the styles of others, following The 

Platinum Rule becomes easier. You can identify how others want to 

be treated and work this into your interactions. 

Use the Repeat Back Technique 

Some miscommunication is more problematic than others. 

Miscommunication can cause embarrassment or hurt feelings, and 

in certain cases can actually be life threatening. In 2016, a study by 
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Johns Hopkins University ranked medical errors as the third leading 

cause of death in the United States. This included errors caused by 

a mix up in medications and mentioned that it couldn’t fully track 

when communication breakdowns were part of the problem 

because the CDC (Center for Disease Control) doesn’t list this on 

death certificates. https://www.npr.org/sections/health-shots/

2016/05/03/476636183/death-certificates-undercount-toll-of-

medical-errors 

Changing Air Traffic Communication Forever 

On March 27, 1977, fog was rolling in as two 747s taxied one behind the other 

down the runway preparing for takeoff. Because of heavy traffic, the airport was 

using a takeoff where planes taxied down the runway turned 180 degrees and 

then took off on the same runway.

The KLM plane was in the lead and the Pan Am plane was to turn off to clear the 

runway before the KLM took off.

KLM

FIRST OFFICER (RADIO): The KLM four eight zero five is now ready for take-off 

and we are waiting for our ATC clearance. 

TENERIFE TOWER:  KLM eight seven zero five [sic] you are cleared to the Papa 

Beacon. 

KLM CAPTAIN: Yes. 

KLM (RADIO): Ah roger, sir, we are cleared to the Papa Beacon flight level nine 

zero until intercepting the three two five. We are now at take-off [or "uh..taking 

off”]. 

KLM CAPTAIN We gaan ... check thrust. [We're going ... check thrust]. 

[Engine acceleration audible in KLM cockpit]

TENERIFE TOWER: OK.... Stand by for take-off, I will call you. 
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[Only the start of this message could be heard clearly by the KLM crew due to a 

radio heterodyne (the screech when two radios engage over each other)] 

PAN AM (RADIO): And we're still taxing down the runway, the clipper one seven 

three six. 

[This message was not heard completely clear by the KLM crew due to a radio 

heterodyne.]

TENERIFE TOWER: Ah, papa alpha one seven three six report the runway clear. 

PAN AM (RADIO) OK, will report when we're clear. 

TENERIFE TOWER Thank you. 

The above was the last communication with the tower. Communication within the 

cockpits can be heard including a last minute realization that the Pan Am pilot 

wasn’t clear. As the lights of the oncoming plane appeared in the fog, you hear 

the KLM pilot scream and try to take off above the other plane as the Pan Am 

pilot turns to try to get off the runway.

583 people died at Tenerife that day. It is the biggest airline disaster in 

history, and it changed communication rules for towers, pilots, and airports 

around the world, forever.

Quotes from the transcript were sourced from http://project-tenerife.com/engels/

cvrtranscript.htm

One of the changes incorporated the use of Repeating Back 

instructions between pilot and the tower. The tower gives the pilot 

an instruction and the pilot then repeats that back affirming that he 

heard it, understands it, and will comply with it. 

This repeat back technique is not only helpful for keeping planes 

safe, it can help with communications between teams and 

customers. 

This technique is particularly helpful in situations where you are 

managing others or when coming to agreement for contracts.  
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If you give instructions to someone or lay out a plan of action that 

you are going to agree on, have that person repeat the information 

back to you.  

This process can help communication in two ways. First you may 

learn that the person did not understand your instructions. Note this 

could meant that your instructions weren’t as clear as you thought 

they were. Second, sometimes hearing it back, you may realize that 

indeed the person did understand what you instructed, but that 

upon further thought you realize it isn’t the best path to take. You 

then have time to adjust and move forward. 

In Summary

Understand that almost all of our interactions with others are 

communication. They may have different requirements, but at the 

core they boil down to communication. 
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Ready for a Workshop?

Are you ready to take your team or personal 

communication skills to the next level? Contact me 

about personalized workshops designed to help you 

create powerful teams, improve customer service, 

and increase sales. 

About Kim Shivler

Kim Shivler, M.Ed is a speaker, communications 

strategist, and instructional design consultant. 

Whether you need to sell more products or services or upgrade 

your customer service experience, successful communication is the 

key. 

For over 30 years, Kim Shivler has been teaching technology, 

business, and communication skills worldwide. Her current 

Convergent Conversations protocol for communication strategies 

arose out of a seminar series she developed and ran as part of an 

IBM WorldWide Team. 

Personality Style at Work Assessments are Copyrighted by HRDQ. I 

am a certified partner and use these assessments within my 

workshops and provide full workshops covering their program. 

Contact Kim

Email - kim@KimShivler.com 800-450-3121
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