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Introduction:

No more last-minute searches for a listeni
that you know will work. Forget late nig
exercises on assertiveness. Impress co
up-to-date training on the use of e

delivering
organisation.

With Communication Skills, you’ he essential skills of
communication covered — i ch-needed skills
development for the mod els of communication
that are becoming part day working life.

Whether you are jdeas to boost your existing
communication ions, or building a new programme
from scratch, Qyour ready-to-run goldmine of 22

communication training activities.

Contac eo

Tel: 01353 665533, Fax: 01353 663644, Email: service@fenman.co.uk

Fenman Ltd, Clive House, The Business Park
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Activity 2

Networking

Purpose

To encourage participants to identify ways of
creating and growing informal communicatio
networks.
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Introduction

Purpose

Application

What happens

Activity 2

Networking

Communication in organisations runs via two
networks: formal and informal, sometimes called the
skeleton and the nervous system.\Whatever role
people have within an organisation, there are great
benefits in creating and growing informal netwo
in the business environment, both within an

outside the organisation. This activity allo
participants to explore ways of doing V
To encourage participants to identi

creating and growing informal ¢
networks.

This activity can be used
session or as part of
communication ski
team-building ski

%ession and ask participants to
a ork is and the benefits in

ks both inside and outside the

org | ext, participants undertake an

ex help them establish their current and
ntial networking partners. They then discuss

the best networking partners act and ways of

building future networking opportunities.

nd-alone training
op on
Ing and mentoring and

You introd
discuss
creatin

Overall time required: 1 hour 20 minutes

« What is a network?: 15 minutes

« Network partners — exercise: 20 minutes

« Finding the connections: 15 minutes

« How the best network partners act: 10 minutes
« Building network opportunities: 15 minutes

« Review: 5 minutes
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Materials &
resources

Recommended
group size

How do I do it?

O

e 2 OHT masters:
2.1 Informal networks
2.2 Developing strong informal networks

« 2 Handout masters:
2.3 Finding the connections
2.4  Developing informal networks

« Overhead projector and screen

« Flipchart and stand or whiteboard
« Marker pens for trainer

« Paper and pens for participants
« Several hard-boiled eggs

A soft ball

« Space for small-group work

Eight to twelve people.

WHAT IS A NET, :
Introduce the sessi@mEXplain that in business today

there are two networks. The first are those
eated by management which

, downwards and horizontal

that takes place in an organisation.
metimes called the skeleton of the

I0n. The second are informal

muhication networks. These are the patterns of
actions which take place within and across

organisations based on shared personal or career
nterests, friendship and close physical proximity

between people. For example, you may cultivate an
informal network with a person from another
department you meet regularly at the photocopier,
the friend who works in a similar organisation, the
acquaintance you meet at a conference forum.
These are known as the nervous system of the
organisation.

Point out that informal networks work in very
different ways to formal ones. Ask participants if
they can come up with examples of how they differ.
Take feedback from the group and write this on a
flipchart. Here are some possible examples:
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« Information often travels faster via informal than
formal networks.

» Informal networks can confirm or contradict
official messages.

« Informal networks can help you get round things,
short-circuit the system or ‘pull strings’.

« Informal networks can provide you with a m
complete picture of a situation.

« Informal networks can sometimes be V
dependable than formal networks.

Show OHT 2.1
Informal networks

_—
. //( ’\\
- \' c ‘-

This OHT summarises ints and illustrates
how informal networkin work between two
departments.

Ask participan &e you examples of instances
when they sonally taken advantage of

orks. Point out that this can be with
the organisation as well as within,
s, neighbours, members of the

and professional bodies.

tion that large or small, informal networks can
offer useful information and contacts. Studies show
@(hat successful managers seem to cultivate contacts
at all levels throughout the business. One piece of
research showed that they go out of their way to
spend time with people who are outside their

direct reporting group, their colleagues or their
managers.

Ask participants to sum up what they see as the
benefits of creating effective informal networks
both within and outside the organisation. Take
feedback and write this on a flipchart. Possible
responses could be:
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- the ability to share experiences and concerns
« a wider understanding of issues

- greater availability of information and advice
« better, more informed decision making.

You will need about 15 minutes for this part of the
activity.

NETWORK PARTNERS - EXERCISE

Explain that a network partner is anyone yoq*
who will share their information with you and wi
whom you can share yours.

To illustrate this point in a fun Way,
that they will now take partin a
them into three teams of equal S. Ask two
of the groups to leave the r@gom. e the group
remaining in the room t a circle in their
team.The circle shoul ly 2 metres in
diameter. Issue the a soft ball. Explain
that their task is he ball to other people
in the team. As w the ball, they must shout
out the nam e erson they are throwing the
ball to.W erson catches it, they must then
throw | omeone else and shout out that
ers

|pants
Divide

irst team to start the exercise and
mue it for 2 to 3 minutes.When you stop the
cise tell this team that they are the lucky ones
because the next team is going to throw a hard-
boiled egg and the third team a raw egg. Ask them
not to mention this when they go out of the room.

Take this group out of the room, leave the third
group there with them and then bring the second
team into the room. Invite the second group to
form a circle in their team. Again, the circle should
be roughly 2 metres in diameter. Issue the team
with a soft ball. Tell them that you were going to
give them an egg to throw but that you have saved
this for the last team, Team 3, when they come in.
Ask them not to mention this when they go out of
the room after the exercise.
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Explain that the group’s task is to throw the soft
ball to other people in the team. As they throw the
ball, they must shout out the name of the person
they are throwing the ball to.When this person
catches it, it they must then throw it on to
someone else and shout out that person’s name.

Stop the exercise after 2 to 3 minutes. Take the
second team out of the room and call in the third
group. Invite the third group to form a circle in

their team, roughly 2 metres in diameter as A
Take an egg (that you have boiled previously) and
hidden out of sight until now. Explain th

going to give them a raw egg to throw
have hard-boiled this one instead.

re
you

Look for the reaction to this st - do they
believe what you have said @r not”(Normally

the people in the third g ve been told by
the other groups that oing to throw a
raw egg.)

If the group ar '
throwing exirCSf

Bring a roups back together. Ask them to
tell y, the informal networks that there are
wi isproom.Who was whose network

Invariably in this exercise someone has
Qor intimated to a member of another group
that something is up.
Point out that this activity is not designed to show
people up, rather to indicate that in any group
there are informal connections.

throw the egg, repeat the
a minute or so.

You will need about 20 minutes for this exercise.

FINDING THE CONNECTIONS

Distribute Handout 2.3

1 ‘
{:?W’ Finding the connections
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Ask participants to write on the handout the
people that they have informal contact with at
work. These can be the obvious, such as the people
they work directly with and the less obvious, such
as the receptionist or a manager with whom they
go to the gym.The objective is to discover as many
informal connections as possible. Point out that it
does not count to write the words: ‘everyone in
the company’. Encourage participants to look
outside the organisation as well as within it. Th

will probably need to draw more circles on A
handout to accommodate this. Tell them that they
will not be asked to share the informati it

anyone else. Allow approximately 15 m
this.

Now instruct them to put a tic@ names of
those people with whom they currently have the
most effective informal ¢ and a question

mark beside the ones they feel they
would benefit from

HOW THE TWORK PARTNERS
ACT

Ask par to identify the characteristics of
their 4 ns with the people with whom they
cu ve the most effective informal contact.
m 3 or 4 minutes to think about this, then
Qgr feedback. Write this on a flipchart. Examples

C be that people:

r

« Communicate regularly

« Ask guestions

« Take time with each other
« Co-operate

« Help each other.

Write CATCH on a flipchart. Explain that in other
words, the best network partners are those who
can catch information, just as people in the groups
were able to throw and catch a ball.

This will take about 10 minutes in all.
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BUILDING NETWORK OPPORTUNITIES

Point out that developing a strong informal
communication network is not all coincidence.

Show OHT 2.2

—t
_/;\\
',\JC‘ Developing strong informal networks

Explain that people should take opportunities to
make contact with others at all levels in the
organisation: don't just seek favour with ma

Other people can be a useful source of in

ormatio
and help.
%unities
Ing

Suggest that they should make use 0
I joining

to meet with external contacts,
conferences and forums for inst

leisure pursuits

birthdays and s
Encoura

ask: ‘Who can help me?’.

Person ts can often point people in the
dire hers who can offer the advice they
ne

gthat participants should consider seeking a
mentor who can guide and advise them from within
he organisation. Explain, however, that they should

not blatantly flaunt their connections as it will only
annoy their co-workers.

Developing informal networks

@ Distribute Handout 2.4
f ( )

Ask participants to consider those people on their
charts with whom they feel they would benefit
from more contact. Ask them also to think about
the contacts that may be of benefit to them in the
future. Then they should complete the handout.
Again, emphasise that this is for their eyes only.
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Allow participants 10 minutes for completion, so 15
minutes in all.

REVIEW

Explain that in this session participants have
discussed the importance of informal networks as a
source of information and knowledge. They have
had an opportunity to consider the networks that
they currently cultivate and the need to CATC
information. Finally, participants have develop
plan of action for strengthening their networks,

now and in the future. V
Close by explaining that if there areets
participants want to raise on a basis,
you will be happy to do this aft

ession. This
review and close should onEtake

out 5 minutes.

&
Q@

&
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Informal networks

2.1

| /I——\\ |
L

These charts illustrate ternal networking
can work between t@e artments of an

organisation. @

« Informatio travels faster via informal
than for orks.

- Can confirmyor contradict official messages.

« Can ou get round things, short-circuit

th m or ‘pull strings’.

- C ovide a more complete picture of

S.
. n be more dependable than formal
networks.
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Developing strong
Informal networks

2.2

« Take opportunities to make contact with
people at all levels in the organisation.

external contacts too.

« Make use of opportunities to meetéy

ghtful
e’s interests,

« Treat everyone with respect: be
and courteous. Ask about
remember their birthda

« Ask:*‘Who can help ' Rersonal contacts
can often point youL IR\the direction of people

who can offer t e you need.

« Consider se

@a mentor who can guide and

advise yo

« Don’
on

&

antly flaunt your connections: it will
y your co-workers.

2-10
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Finding the connections

2.3

Put two-way arrows between all of the ovals.

Draw more ovals if required.
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Developing informal networks

2.4

A. With whom would you like the opportunity to build an informal
network now?

| "
Q

B. With whom would you like to build an inf@gma
future? $
| &

C. As a result of sion, what can you do to enhance your
informal netwo tionships?

N

1

2-12
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1. Assertive communication skillsy
Assertive communication is the ¢ e of
effective communication. This a
increase participants’ ability
assertively with other peo es them

practice and feedback ia dea
in an assertive man

2. Networking
Communicati
networks:
called the

inesses runs via two

d informal, sometimes
letén and the nervous system.
people have within an

ion, there are great benefits in

d growing informal networks in the
S environment, both within and outside
rganisation. This activity allows
participants to explore ways of doing this.

3. How effective a communicator are you?
If people are to communicate effectively, they
must both choose the right method and do so
in @ manner which builds positive relationships.
This is an activity which helps participants
understand the impact of their communication
method and their communication styles.

4. Listening skills
We spend nearly half our waking hours
listening but often we only hear, rather than
truly listen.To listen actively is a key building
block in developing effective relationships. This
activity will help participants to develop their
listening skills.
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5. Questioning skills
This activity will enable participants to identify
the different types of questions and the
advantages and disadvantages of their use. It
includes practical exercises and feedback to
increase the effectiveness of participants’
questioning styles.

6. Body language
Over half of the initial impression that peo
gain about other people is via their bod
language. Each individual has their own unique
‘dance’ or non-verbal language whi
a positive or a negative impact
activity allows participants to e
effect of body language and ways in

which they can improve th verbal
behaviour.

7. The voice
This is a short signed to allow
participants e how effectively they

use their & n communicating. They
receiv%vo the steps they can take to
impr oice.

8. positive rapport
@ver role people have within an
nisation, there is a high probability that
chose people with whom they have the best
working relationships are those with whom
they feel they have the greatest rapport. This
activity allows participants to identify what
creates rapport amongst people and the steps
they can take to build stronger relationships.

. Communicating on the telephone

This activity is designed to increase
participants’ competence and confidence in
representing their organisation in a
professional manner on the telephone when
receiving incoming calls. It allows participants
to practise techniques to control and manage
these calls.
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10. Communicating via e-mail
E-mail is increasingly being used as a
communications medium. This activity allows
participants to identify best practice in sending
e-mail and provides a method for prioritising
messages that they receive.

11. Audioconferencing
Audioconferencing allows two individuals or a
group to hold a meeting or discussion with@ut
the need for physical contact. However,
without proper training, audioconferenci
prove ineffective. This activity allo
participants to investigate how
medium.

12. Using voice-mail effecti
In today’s business envigonment, increasing use
is being made of voi )l as a messaging
system. This activ s participants how
to use voice- ely, either when the
person is a eir desk or when they

have to le sage on a voice-mail.
13. Vid Aencing
A

of travel increases, more
ons are turning to videoconferencing
thod of communication between

| iduals who work at a distance. In this
Qactivity participants learn techniques for

making the best use of videoconferencing.

@14. Feedback skills

Letting people know how they are doing is
essential in building a committed and
motivated workforce.The way in which
feedback is given is extremely important. This
Is an activity which helps participants to
develop their ability to give feedback on
performance.

€
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15. Leading a successful meeting
In many organisations meetings are neither
time nor cost effective. This activity helps
participants to plan, prepare and lead effective
meetings; also to receive feedback on their
effectiveness in managing a meeting.

16. Presentation skills
On a formal or informal basis, the ability to
portray information in a confident, clear an
persuasive fashion is essential. This activi

resen

helps participants to plan, prepare and p

in an effective and confident manner.
17. Team communication skillsé
Communication has to be a team In

order for it to function we S activity
participants have an opportunity to diagnose
the effectiveness of thieifteam communication

There
lives

ays times in people’s business
need to exert some influence
to shape events. This activity helps
to recognise the power they have in
ing others and provides them with an
g rtunity to test their influencing skills.

19¥ Handling difficult situations
Everyone is going to encounter difficulties at
some time in dealing with customers, suppliers,
direct reports, colleagues or their managers.
This activity provides a framework which will
enable participants to tackle difficult situations
in an effective manner.

20. Letter-writing skills
The style and manner of writing business
letters says a lot about the individual and the
organisation. This activity allows participants to
identify best practice in letter writing and to
receive feedback on the effectiveness of their
letter-writing style.
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21.

22.

&

Participating at a meeting

Participants at a meeting have a responsibility
to make the meeting work as much as the
leader. In this activity delegates consider the
role of the participants and the part they have
to play in making the meeting effective.

Report-writing skills
Having to write a report can seem very
daunting to many managers. This activity all@ws

participants to identify best practice in
their report and to increase their skills and

confidence in this area. E

NS
&
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About this resource

Welcome to Communication Skills.

Research spanning several decades has consistently ranked communication
skills as crucial for managers. This is hardly surprising when experts suggest
that communication occupies more time than any other business activity. Its
effectiveness makes the difference between the success and failure Qfithe
organisation as a whole and for its individual members.

The challenge for managers now and in the future is to mak t of
the many channels of communication which technology pr rom

the telephone to the intranet. Studies shows that as the ication

options grow, greater emphasis will be placed on maj INgJpersonal face-
to-face communication.
r developing

oth small and larger
to life. All the activities
ning techniques. They are

ell as individual learning. Many
Is. Others allow the trainer and
als on the effectiveness of their

e can be improved.

This pack provides you with 22 practical activiti
communication skills. Each activity can be
groups to bring an aspect of communic
are highly participative and use experi
designed to encourage group inter
of the activities include self-assess

participants to give feedback t '
communication skills and h

All the activities have
managers and their

nally tried and tested with a wide range of

Although the activiti
their own or,
put togethe
They ra

e numbered they can be used in any order, on
bined with other modules. Many of the activities can be
lop a full half-day, one-, two- or three-day programme.
ation from 30 minutes to about 2 hours 30 minutes.

Ea ivity contains full instructions on how to prepare and run the
sess t the beginning of each activity there is a section describing:

« what the activity is about

« what its purpose is

« the approximate timing based on our experience of running the session

« materials and resources to be used
« recommended group size.
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This information gives you an overview of the activity and an idea of how
to prepare for it and use it.

Each activity also contains session notes which provide the necessary
theoretical support, material and practical tips on how to run, debrief and
close the activities.

Good communication skills are the touchstone of the effective manager.
We hope that you find this resource useful and relevant and trust t’t it

will inspire you with the confidence to run memorable communi
skills programmes.
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