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Constructive Communication

Introduction

Conflict with a colleague, client or customer is never a good thing.
Constructive communication helps you positively resolve conflicts i
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Emotional Intelligence
Use the four ingredients (below) and remember to see things from their perspective first; use the
Moccasin Approach®, as it will probably make you think about your thoughts and alter how your
gut wants you to deal with things.

1. Self-awareness 2. Self-management 3. Social awareness 4. Relationship management
Use “I” or “We” statements — instead of “you”.

“Your figures were wrong” can be rephrased as - “It caused extra time when |/we discovered the
figures were inaccurate. How do you think we can prevent this from happening again?”

“Your report was too late to use properly” can be rephrased into:

With the report arriving late, I/we couldn’t build the data into the presentation as there just
wasn’t time! How do you reckon we can ensure this doesn’t happen again?”

Be specific
Avoid generalising things such as “the whole thing was a mess and just made no sense.”

Instead, we can say something like, “With the expenditure figures being incorrect, they threw the
other numbers out, which gave the impression it was all wrong, which it wasn’t! What could we
do to make sure this can’t happen again?

Non-verbal Communication

Keep calm and use open gestures rather than flapping arms and almost KEEP
aggressive body language. Many people pick up on body language
unconsciously and consciously, so moderate when you’re frustrated or CALM
annoyed.

Keep calm! If your language says | really want to resolve this with no blame attached, then your
body language must also say that. If you realise you’ve sent a bit of a frustrated message, then be
honest and say, “Sorry, but this has got me frustrated; let me take a moment”. Ideally, the other(s)
will step in here to help cool everything down.

Domino effect!

This is where our behaviour causes others to change their behaviour, just like dominoes knocking
each other over as they fall. Take a breath, think, and, if necessary, break for 10 minutes to get
yourself calmer and rationalise your approach using these ideas.
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