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Communication Strategies 
Quick Reference Guide 

 
 
 
 

Ten Ways to Build Positive 
Relationships  

Probing Techniques 

One winning communication strategy is to always 
develop positive relationships with people. If you add 
these ten tips to your toolkit, you will build stronger, 
positive relationships.  
 
1. Speak to people: There is nothing as nice as a 

cheerful word of greeting. 
2. Smile at people: It takes 72 muscles to frown, but 

only 14 to smile. 

3. Call people by name: The sweetest music to 
anyone’s ears is the sound of their own name used 
properly and positively. 

4. Be friendly and helpful: To make a friend, you 

have to be a friend. 
5. Be cordial: Speak and act as if everything you do is 

a genuine pleasure. 
6. Be genuinely interested in people: You can find 

things to like in almost anybody if you try. 
7. Be generous with praise, cautious with criticism. 

8. Be considerate of the feelings of others. There are 
usually three sides to a controversy: yours, the 
other person’s, and the truth. 

9. Be alert to give service: What counts most in life 
is what we do for others. 

10. Practice your positive sense of humor: The kind 
that is about telling funny stories about yourself, not 

other people. 

 
These techniques are not rocket science, but we need to 
make an effort to use them. To help you make these 
changes, think about the benefits that positive 
relationships can have in your life.  

One of the most common ways of probing is to ask an open 
question, such as:  
 “Can you describe that more clearly?”  
 “Would you give me a specific example of what you 

mean?”  
 “What do you think we should do?”  

 
The difficulty here is that if you ask too many of these 
probing questions, the other person begins to feel like they 

are being interrogated. Be thoughtful about what and how 
you ask. Consider how many probes you really need to 
offer.  
 

A second, very effective way of probing is a pause. Stop 
talking. Let the other person fill the silence. 
 
A third way is to ask a reflective or mirroring question. 
For example, let’s say the person has just said, “What I 
really want is more variety in my work.” You may respond 

by just reflecting back to them, “Variety?”  
 
A fourth method to help ensure you are clear about what 

has just been said is paraphrasing in your own words. An 
example: “So if I understand you correctly, you…” 
 
The last method, most often used as a conversation is 

winding down, is the summary question. Example: “You 
have tried ignoring the scent of your colleague’s cologne, 
you have talked with him about how it affects your 
allergies, and you have tried shutting your door to keep the 
scent from your workspace. None of these has worked and 
now you are asking me to intervene. Have I got it right?” 

What is Said and What is Heard 

What we say isn’t always what the other person hears. Our message goes through a complicated system of filters and 
outside influences before it reaches the recipient. We must always clarify that the person has received the message 
that we intended to send. 
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You Can Do It! Six Ideas for Becoming a Better 
Listener 

When it comes to communicating, we can be 
hampered by our own fears of failure or 
embarrassment not necessarily because we lack 

expertise in communication, but because we lack 
confidence in ourselves. Try these tips to boost your 
self-confidence. 
 
Fake it until you make it 
Be confident, even if you aren’t. Don’t fabricate the 
truth to cover what you don’t know, but act braver 

than you feel. Your brain won’t know the difference, 
and after a while you will find yourself feeling 
braver.  

 
Be well prepared 
If you are speaking to someone, fear of 
embarrassing yourself might make you stumble. 

Make sure you have all the facts, figures, and 
details that you need.  
 
Learn how to relax 
Whether you are going into a conversation or 
presenting at a meeting, learn how to relax so that 

you can enjoy what you are doing. Visualization 
techniques, deep breathing, practicing your 
material, and a good brisk walk can all help us 

unwind.  
 
Be consistent 
If you want to develop credibility among your peers, 

they must be able to trust you. Make sure that your 
non-verbal messages (your body language) support 
what you are saying, and that your face and voice 
match your messages. Saying, “It’s nice to meet 
you,” with your eyes downcast, a slumped body 
posture, and depressed vocal tone will not make 
anyone feel welcome.  

1. Make a decision to listen. Close your mind to clutter and 
noise and look at the person speaking with you. Give them 
your undivided attention.  

2. Don’t interrupt people. Make it a habit to let them finish 
what they are saying. Respect that they have thoughts they 
are processing and speaking about, and wait to ask 
questions or make comments until they have finished.  

3. Keep your eyes focused on the speaker and your ears 
tuned to their voice. Don’t let your eyes wander around the 
room, just in case your attention does too.  

4. Carry a notebook or start a conversation file on your 
computer. Write down all the discussions that you have in a 
day. Capture the subject, who spoke more (were you 

listening or doing a lot of the talking?), what you learned in 
the discussion, as well as the who, what, when, where, why, 
and how aspects of it. Once you have conducted this 
exercise 8-10 times, you will be able to see what level your 

listening skills are currently at.  
5. Ask a few questions throughout the conversation. When 

you ask, people will know that you are listening to them, 
and that you are interested in what they have to say. Your 
ability to summarize and paraphrase will also demonstrate 
that you heard them.  

6. When you demonstrate good listening skills, they tend to be 
infectious. If you want people to communicate well at 
work, you have to set a high example.  

Five Delivery Strategies for Success 

1. Use direct language and deliver a message that is clear, 

calm, and direct.  
2. Factual descriptions and relevant details are more likely to 

be heard. 
3. Use repetition respectfully and to keep things on track. 
4. Be aware of your nonverbal messages.  
5. Check for understanding. 

The Assertive Formula 
 

Step Goal Example 

Step 1 Non-judgmentally describe a specific behavior of the other person. When you… 

Step 2 Describe as specifically as possible the effect or practical problems 

this behavior is causing in your life. 

The effects are… 

Step 3 Describe how you feel as a result, without using the expression, 

“you make me...” 

I feel… 

Step 4 You describe what you want, preferably after you give the other 

person a chance to state what he or she thinks might be done. 

I prefer/would like… 

 

Example: “When you leave your papers all over my office, it causes it to be cluttered and I feel 

disorganized and upset. I would like it if you could pick your papers up when you are done.” 

 


