Contents

FOr@WOI Q... et v
CHAPTER 1: BUILDING BRIDGESON A SOLID FOUNDATION................ 1
Build a Solid Foundation ............c.ccccevveiii i 1
What is CommuniCatioN?........cccovveeiieiiie e 1
Communication is SIMUItaNEoUS ...........ccoocevvereiiiiine e 3
Messages are INterpreted ........ccovevveeeeiecie e 3
Communication is contextual ..o, 4
Communication IS distorted..........ccevviveiieiiesese e 5
Communication is the Taproot of Effective Relationships............... 11
Successful Leaders Focus on the BasiCs.........cccovvevveeniniiniienieennn. 11
“Can DO” ATITUTES ....cc.veeevee e 16
ATLTUTES ..o 18

Don’t Be a Communication BUSEEr ...........cccccvveveeveeieeieecieenne. 20
General CommuniCation TIPS ....eoveeieiierie e 23

TaKe ACHION ... e 24
CHAPTER 2: BUILDING BRIDGESWITH PROFESSIONAL TOOLS.......... 25
Listening SKills for Leaders ..., 25

SO HISTEN UP! o 25
Listening is fundamental ................cccooeiiiiiiic i, 26

Top ten listening SKillS..........ccooiieiiiiiii 27

And don’t be fooled! .........ccoeeiiiii 28

The Business of LiSteNing ........ccccoevevveveeie i, 29

Using Voice Mail Effectively ... 31
Leaving a message on someone else’s voice mail ..................... 31
Managing your voice mail SyStem...........cccceeevivevieeieesieeseeseene 32



THE LEADER’S COMMUNICATION TOOLKIT

E-Mail for Corporate SUCCESS ........ccveiveeiveeiieeiieerie e ecieesie e,
“TO USE OF NOL L0 USE™ ...
Guidelines for content, format, and management ......................
Hazards of e-mail ...

Video CONTEIENCING .....veivveiieiie e
Video conferencing advantages..........cccovveveeneeiieniesessee e
Guidelines for video conferencing .........ccccvevveveeveeseeseeseennen,

“Cell PRONE PESIS™ ...ttt
Communication SKillS TIPS ......ccooviiiiiiiiiec e
TaKE ACHION ..o

CHAPTER 3: BUILDING BRIDGESTO CODE.......ooooiiiieeiieeeeeeeeeeeeeeeeeee
Communication Methods for Leaders..........ccccoeevvvieeiiiiiineeiiiiieeeenns
Face-to-face commuNICatioN .......c.eevveiviiiiiee e,
AUdIO COMMUNICALION ...ttt e e s e e
Print only communiCation ..........cccovverieriiniie e
Multimedia COMMUNICALION ......vvvvveiiiieeeeeeeeereeeee e
Blended cOmMmMUNICALION.........ccoviieviiieiiiiieee e
Choosing the Right Communication Method ...........c.cccooveiieieenen.
Communication Situations and Their Preferred
Communication Method............c.oeevviviiie i
Choosing the Right Communication
Method Analysis FOrM ...
Communication Method: Analysis DesCriptors...........ccccceveenee.
Guidelines for Interviews with Media............ocoveeveiviiiieeeeieneeen,
Business Writing GUIdelings...........ccccovvveeveeiie v
I LG Ao £ 0] o O

CHAPTER 4: BUILDING BRIDGESWITH A BLUEPRINT FOR ACTION....
Communication ACHION Plan........ooo oo
TAKE A CTION ettt et e e e e e e e e e e eeeeeeeeeeeeeennnnns

ADOUL TRE AULNON ...t

1



