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Why is communication important?

Communication means common, 
commonality, sharing …..
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What are we sharing?
 Our ideas, opinions, feelings, knowledge with others
 Now, most communication actually happens non-verbally… 

70% to 93% of all communication is nonverbal.

 Through body language, the gesture we make, the expression on 
your face, and our tone of voice…. 

Think about it you have been communicating since the day you 
were born…
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What we will focus on here is

 1. how to structure our 
communication

The person we are communicating 
to (the receiver) interprets the 

message in a manner that is 
understood in accordance with our 

values and intended meaning 

We will also learn to 2. interpret other communicators’ messages so that we 
understand the reason the message is delivered in its manner and how to 
respond in a manner that moves the interaction into a productive manner
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Let’s talk about some of the biggest benefits of 
implementing effective communication strategies in 

your workplace

1. Better Productivity_ people working in synergy
2. A Positive Atmosphere
3. Greater Innovation
4. Enhanced Loyalty to the Company
5. Increased Customer Satisfaction
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Here are 4 main problems that come with poor 
communication

1. A lack of knowing leads to negativity. 
When people don’t have the information or 
knowledge, they feel they need, low 
productivity results
2. Employee mistrust, absenteeism and low 
morale
3. Bad interpersonal relationships
4. The “Grapevine Effect”
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Tools to be a good 
communicator
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Body language
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The many different types of nonverbal 
communication or body language include

• Facial expressions. 
• The human face is extremely expressive, able to convey countless emotions without 

saying a word

• Body movement and posture
• Gestures
• Eye contact
• Touch
• Space
• Voice
• Pay attention to inconsistencies
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Nonverbal communication can play five roles
• Repetition: It repeats and often strengthens the message you’re making verbally.
• Contradiction: It can contradict the message you’re trying to convey, thus indicating 

to your listener that you may not be telling the truth.
• Substitution: It can substitute for a verbal message. For example, your facial 

expression often conveys a far more vivid message than words ever can.
• Complementing: It may add to or complement your verbal message. As a boss, if 

you pat an employee on the back in addition to giving praise, it can increase the 
impact of your message.

• Accenting: It may accent or underline a verbal message. Pounding the table, for 
example, can underline the importance of your message.

Source: The Importance of Effective Communication, Edward G. Wertheim, Ph.D.
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https://www.youtube.com/watch
?v=1sfM-xx7tHI
Body Language by JCG Global
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Customers and team members 
see more than you think
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Teams
• A team is a group of individuals, all working together for a common purpose

• The individuals comprising a team ideally should have common set of values, goals, common 
and objectives however they can have completely different roles

• Individuals who are not compatible with each other can never form a team
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People see more 
than you think

• Just like you can sense how someone feels about you based 
upon their tone, body language and choice of words, so can 
your customer

• Customers are Employees and Business Owners just like you

• They are smart and they know when someone is talking crap

• Always be professional and cautious around customers, you 
never know you maybe talking to your future employer or 
Business Partner or someone that has the ear a every 
influential person

• Being attentive and present in your role, will ensure that you 
are giving your best
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Understanding your team 
members
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Psychographics

Let's borrow..

Psychographics in marketing focus on understanding 
the consumer's emotions and values, so you can market 

more accurately

Specific characteristics
• Interests
• Lifestyle
• Opinions, attitudes, and 

beliefs
• Values
• Success factors
• Challenges

What do you RESPECT about 
your team members?

What do you in common your 
team members?

Understand the person, understand their actions

What can you learn from your 
team member?
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Take a moment 
and reflect on 
what you have 

in common 
with your team

You all work at the same company!!!
What about career paths of goals?

Sports

Sense of humour

Nationality

The pandemic……

Parents

Siblings
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Workplace culture dictates 
business success
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Workplace culture dictates business success

Values and behaviors that contribute to the unique
social and psychological environment of a business. 
Every Business has a culture, whether its purposely 

designed or organically created. 

“Culture eats strategy for breakfast” 
-Peter Drucker. 

Research shows that organizations with performance-
centric cultures experience better financial growth

Company culture has a major influence on 
employee behavior and turnover, with potential 
effects on productivity, growth, and overall 
performance.

COMMUNICATION IS THE FOUNDATION FOR 
A THRIVING CULTURE

How does culture improve performance?

There are three ways culture directly affects performance: productivity 
rises, business goals are supported, and business performance is 
improved. 

People develop positive relationships with their workplace if they feel 
they are a part of the culture. People will stay on track, striving towards 
overall company goals.
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Team building
Exercises to build trust and 
communication paths
1. No funds! No Problem! Ask 

the team to eat lunch together 
2. Poncho - great exercise for 

recognition
3. Play charades 
4. Build a puzzle together

ANY NON-WORK-RELATED SOCIAL EVENT AND 
GAMES CAN BE A TEAM BUILDING

To increase productivity and improve teamwork
Create trust and communication into the workplace 
conversation
1. Tone of voice
2. Body language
3. Choice of words

TIP: In meetings
• Check-ins/outs
• Share learnings
• Recognition of team members
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How values impact productivity, sales, and 
service
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Values and productivity • Values are a key component of a 
healthy workplace culture because it creates a 
common ground for the organization. 

• It communicates the purpose and WHY of that 
organisation. 

• When a business is new or growing, it will have a 
new product, service and people and it could be in 
the process of creating or changing processes and 
an unplanned situation occurs, the values of an 
organisation will guide decision making for team 
members and leaders.

• Finding leaders and team members with the right 
values is the long-term path to success. 

• When working in a team or leading it, its very 
important that we clearly communicate the tasks, 
activities and expectations to team members 

• And when we have many people working together, 
we need a structure, processes and controls in 
place to monitor our progress toward our 
business goals

• The risks of not having a structure and controls 
in place would lead to issues with customers, 
employees, financial problems and possibly lead to 
close the business. 

values and communication are the 
foundation of building a productive 

and happy workplace culture 

Being productivity means that you are spending your time on task and 
activities that are linked to your business goals

Values Productivity Success
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Why do we want the 
right values in our 

business ?  

*Sales & service link*
• Customer service represents a business’ brand image, mission, and 

values.

• In fact, 73% of customers say they stay loyal to brands because of 
friendly customer service

• 77% of customers are likely to refer your business if they have a positive 
brand (service) experience 

• Repeat customers are likely to spend 67% more, with your business-
which then results in your business having to spend less on operating 
and marketing costs

• An increase in customer retention of merely 5% can equate to an 
increase in profit of 25%.

• Yes, so if you usually make 10 000 in profit in a time period, and 
you add 25% to that

• which is  2 500  

• * 12 500 *  Profit = bonuses = clear debt = growth

values = good workplace environment = happy employees = 
good service = returning customer & referrals = thriving 

business

The main key to increasing repeat customers and having a great 
brand experience is through employees

87% of employees who are happy at work, automatically are more 
engaged and productive.
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Scenario: service experience
Scenario 

 You are a new employee and  technician

Working for a small company that installs entertainment 
equipment like TVs and stereos

 Your company values are customer service, quality and honesty

 You arrive at a customer’s house to install a top of the range TV

 The customer is very excited and as you finish, he asks you if he 
should upgrade his speakers to the same brand as that of the  new 
TV

 Now during the instillation of the TV, you noted that the speakers 
are  in excellent condition and work 100% fine with the new TV

 In fact there was no added benefit to this customer in changing at 
this time, however you do earn a commission on any items that 
you sell customers

What do you do?

What you should do….

 Advise the customer that their current speakers are 
in perfect working order 

 And that there is no technical advantage to 
changing to the same brand as the TV

 However, if he did choose go ahead and install new 
speakers that you could order them and comeback 
and install them for him.

 By being honest about the state of the current 
speakers, the customer will respect and trust you 
and your company, which can lead to future 
business and referrals

As we know  77% of customers who 
have a positive experience talk about it 

and referral people to that same 
business
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Teamwork and 
communication
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Is every group of people that 
work together a team?

• People working together as a group, low level 
of alignment, accountability and integration

• They are not held directly responsible or 
accountable for the results of the group
o And hence, they do not feel obligated to 

assist other members of the group
o No agreed value system
o No need to work in collaboration 

Examples

• Senior managers or executives are groups
• WHY? The organisation is 

• Highly focus on individual results
• Provide high rewards for individual results
• Inflated sense of self interested
• Praise certain people over others (favoritism)
• Attitude: Its not my area, it is not my problem - common trait

• Waiters or retail store employees
• Customers left unassisted while in a service/sales process  with a 

fellow employee, are left unassisted by other employees

• In sports
• Soccer teams – where the leadership focus is on certain star players 

performing and not the team as a whole performing

This is why values and culture are such a major part of organizational 
growth and success, as organisations who value teams over groups of 

people working together are more productive and contribute greatly to 
success
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How to build a high performing team?
• An agreed set of values and 

principles
• Common purpose and method of 

communication
• Have a structure, processes and 

regular meetings 
• Channels of communication: online 

& in person
• Have a leader (formal or informal)
• Consistency

Team members need to be
o Clear about their roles 
o Empowered
o Take responsivity for their tasks and actions
o Held accountable
o Encourage collaboration, learning and recognition

Remember the team building exercises 
that you needed to do with your team 

from section 4
Those are to build trust & 

communication paths in the team
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Build a high-performing team Forming stage
The forming stage involves a period of orientation and getting 
acquainted. Uncertainty is high during this stage, and people are 
looking for leadership and authority. 

Storming stage
The storming stage is the most difficult and critical stage to pass 
through. It is a period marked by conflict as individual 
personalities emerge. Team performance may actually 
decrease because energy is put into unproductive activities. 
Members may disagree on team goals, and subgroups may 
form. 

Norming stage
If teams get through the storming stage, conflict is resolved, and some 
degree of harmony emerges. Team performance increases during this 
stage. However, the harmony is new, and if disagreements re-emerge 
the team can slide back into storming. Here structure and effective 
communication are key

Performing stage
• Harmony and collaboration have been well-established
• The team is mature, organized, and well-functioning
• There is a clear & stable structure, and members are 

committed. 
• Problems and conflicts still emerge, but they are dealt 

with constructively. 

Adjourning stage
In the adjourning stage, most of the team’s goals 
have been accomplished. 

**When a  member leaves/new one is  added, the team may go 
through these stages again as the team dynamics change**

To get through this stage, team-members need to….
• Accept and RESPECT individual differences
• Work through conflicting ideas/tasks/ goals 
• This is when communication skills are more vital

Failure to address conflicts will result in long-term problems, 
negatively impact culture and decrease productivity

https://fortune.com/2014/04/10/6-great-teams-that-take-care-of-business/
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Recap
When we communicate there is a sender and a 
receiver

• The sender communicates the message in a verbal and 
non-verbal manner

• If the non-verbal manner (tone of voice, body language, 
gestures) does not support the message, then the 
receiver will be confused and possible not believe the 
sender.

To be effective when communicating 
• Say 1 thing at a time
• Be clear, use terms and wording that your audience can 

relate to
• Pick an appropriate time for your message
• Make sure that your body language supports your 

message

Communication is the foundation of a 
thriving business

• Its key in creating a productive and happy working 
environment 

• Great communicators make great leaders
• They experience greater career growth, they grow 

businesses and have richer personal relationships
• Teamwork is key to business success
• A customers judges a business by its people, and 

that affects if their buying decisions and 
return/recommend decisions
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Based upon the body language which interaction 
between team members looks to be more effective?

Interaction 1 Interaction 2
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Transactional Analysis

How to communication 
Assertively and be effective
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What is Assertive Communication? Why is Assertive Communication the preferred 
way of communicating in the workplace?

How can I be Assertive when I Communicate?

Assertiveness means expressing your point of view 
clearly and direct, while still respecting others.

Here are a few examples of assertive communication:
"I completely understand what you're saying but I have 

to disagree” ...

“Could you explain the reasoning behind your decision, 
so I can try to understand what you're doing” 

"I understand that you have a need to talk, and I need to 
finish what I'm doing.

What is Effective communication?

When communication is understood, and the results 
align to the communication

Because assertiveness is based on mutual respect, it's an 
effective and diplomatic communication style. 

Being assertive shows that you respect yourself because 
you're willing to stand up for your interests and express 

your thoughts and feelings.

Assertive communication is direct and respectful.

Assertive communication is effective, it leads to clearer 
discussions, and understanding of processes, as well as it 

creates a more productive and positive workplace 
culture.

Now if everyone at your work was practicing assertive 
communication can you imagine how pleasant and less 

stressful the workplace would be.

Stay in the Present

Positive Body Language- Face the person speaking, make 
eye contact, stand up straight and keep your voice calm. 

Soften your face, be receptive not stern.

Think before you speak

Respond from a place of logic and try not to react from a 
place of emotion to what is happening.

Understand what you are responsible and accountable 
for in the communication and relationship you have with 

the person you are talking too.

BY ADOPTING AN ASSERTIVE BODY LANGUAGE YOU WILL LOOK AND FEEL MORE CONFIDENT WHEN YOU 
COMMUNICATE
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Transactional Analysis, understanding the 
different Ego states
Key to understanding 
communication and being effective 
at it is understanding the state of 
mind you are in when 
communication
 So transactional analysis (TA)is a theoretical 

structure by Eric Burne, and it is based on the 
understanding that our actions are not so 
much based on another person's behaviour 
but it's more based on our own State of Mind

 In transactional analysis, we analyse our 
transactions (messages/communications) and 
we analyse our interactions or transactions 
with other people. Based on the 
understanding that we have three main ego 
states - parent, adult, and child
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Transactional Analysis 
- Ego States

 In transactional analysis, we analyse 
our transactions 
(messages/communications) 

 And we analyse our interactions or 
transactions with other people. Based 
on the understanding that we have 
three main ego states - parent, adult, 
and child

 We are constantly throughout our lives 
and shifting between all three of these 
ego states
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Parent Ego State

 The first ego States and I'm going to 
speak about is the Parent ego state

 The parent ego state can be 
subdivided into two very broad types of 
parents and the first one is the critical 
or the controlling parents who would 
sort of trying to control others and get 
them to behave in a way that they 
think others should behave and then 
we also have the nurturing parent ego 
state which is when we feel very 
loving and protective and really 
wanting to help others may be a point 
of not really seeing others is a super-
competent but really wanting to 
nurture and take care of others

PARENT

NUTURING 
PARENT

CRITICAL 
PARENT

Judgemental
Critical
Angry Aggressive tone
Threatening
Nothing is ever good enough
I am Right and you are Wrong

Take care
Take over
Justify wrong doing
Total Care of a child when the 
situation warrants it
Sweet tone
Very affectionate, lots of hugs
You are right and I am therefore 
going to take care and do for you 
what ever needs to be done

The Parent Ego State. The parent ego state contains 
the attitudes and behaviour that are observed and 

copied from the individual's caretakers and 
figures. In other words, the spoken and unspoken 

rules. The “shoulds' and the 'oughts” of life.
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Child Ego State

 The second is the child ego state is 
also divided, and on one side we had 
the adaptive and cooperative Child

 Who pretty much always obeys 
authority figures and might be a bit 
more shy and is quite obedience in 
general

 And then on the other side, we have 
the spontaneous and the free child
who is a lot less reserved in what they 
do or say, they might also be a bit 
more reckless okay

CHILD

WILD 
CHILD

ADAPTIVE 
CHILD

I am free
I can do what I want
I am creative
I think out of the BOX
I WANT WHAT I WANT!!!
DO IT MY WAY
Aggressive tone
Frustration shows easily

You are right
I will do what you want
What do you think I should do
I don’t know what to do
Soft tone
Very apologetic

The child ego state is the part of the personality, which is preserved 
from actual childhood; it also contains all the impulses a person was 

born with. The child ego state is, as said above, primarily about 
spontaneous feelings, needs and wants of the child.
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Adult Ego State

• Then thirdly we have the adult state take 
out the status quite different from the other 
two because it's not subdivided and it's 
also not pre-programmed this is a learned 
state, we are in the adult stage we look at 
each situation in the here-and-now, as it 
happens and we respond to each situation 
with maturity and respect and compromise

ADULT

Present 
Focussed on the moment
Calm tone
Thinks before they speak
Considers the situation analytically
Is considerate of others
Collaborative
Direct, not rude
Willing to compromise 
Growth mindset
You’re OKAY, I am OKAY

The Adult ego state operates in the here and now and rationally 
processes what we are thinking and feeling, which is based on facts 

without interference of unconscious contamination. We are 
thinking and responding appropriately, displaying logical and 

consistent behaviour.
This is the only ego state we can learn
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Example

Example of Joseph and Max

• Joseph- I have a work function tomorrow 
night, so I can't go by myself. I just get so 
intimidated by some of my peers I need 
you there with me

• Max thinks and says - I will I have a full 
day tomorrow and will not be able to 
make it

• Joseph says - No, you have to come with 
me

• Max – okay, I will come with you
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Example
Example of Joseph and Max

• Joseph- I have a work function tomorrow 
night, so I can't go by myself. I just get so 
intimidated by some of my peers I need you 
there with me

WILD CHILD

• Max thinks and says - I will I have a full day 
tomorrow and will not be able to make it

ADULT

• Joseph says - No, you have to come with me

CRITICAL PARENT

• Max – okay, I will come with you

ADAPTIVE CHILD

In this situation, we can see that Joseph was in a child state, and even if Max was in an adult state because Joseph 
was in a child state, he moved into a pattern state. And this happens because Max had exposure to a nurturing 
parent state… Now, this interaction could be normal for them, in their relationship is like most of the time. Now, 
none of these states are wrong, they are 100% natural, and they have their time and place.

However, in terms of a relationship - This could be very awesome for Joseph, however very tiring for Max. Max is 
always feeling like more of a parent this might happen a negative impact on their friendship because Max might 
want to stop seeing Joseph because he always has to go out of his way for Joseph and it's not necessarily 
reciprocated.

okay let's look at the arrows between Max and Joseph, we can see that they are aligned and when the arrows are 
aligned like this, they are called complementary transaction and most of the transactions and our lives are actually 
complementary transactions

Because if someone's going to approach you from the child state, you're probably going to respond from the 
Parent state and vice versa ..
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Example
Example of Joseph and Max

• Joseph- I got a work function tomorrow 
night, but I can't go by myself I just get so 
intimidated by some of my colleagues and 
need you to go there with me.

• Max- I know work functions can be 
daunting but I have a full day tomorrow and 
I'm afraid that just can't make it.

• Joseph- I really can't go alone so you have 
to come with me!

• Max- I'm sorry Joseph, I want to be a good 
friend but I've got a lot on my plate at the 
moment and I know you will be okay by 
yourself, you go to work with them every 
day. How about you give me a call on your 
way to the function and I'll give you a little 
Pep talk.

• Joseph - yeah that would be ok, thanks 
buddy
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Example
Example of Joseph and Max

• Joseph- I got a work function tomorrow night, but I 
can't go by myself I just get so intimidated by some of 
my colleagues and need you to go there with me.

WILD CHILD

• Max- I know work functions can be daunting but I 
have a full day tomorrow and I'm afraid that just can't 
make it.

ADULT

• Joseph- I really can't go alone so you have to come 
with me!

CRITICAL PARENT

• Max- I'm sorry Joseph, I want to be a good friend but 
I've got a lot on my plate at the moment and I know 
you will be okay by yourself, you go to work with them 
every day. How about you give me a call on your way 
to the function and I'll give you a little Pep talk.

ADULT

• Joseph - yeah that would be ok, thanks buddy

ADULT

Okay so now let’s see what happens to the arrows
In this example, the arrows stopped being aligned.
They stop being complementary and they cross.

This is called cross interactions because we have so many complimentary transactions 
happening with people all the time, we actually end up expecting them to carry out because 
complementary transactions are very stable and they often play out again and again and again 
and again in relationships.

However change is possible. Being in an adult state also helps you set boundaries in place in 
personal and professional communication transactions you feel may be overstepping  their 
parameters.
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CAUTION!!! DON’T Link Ego States & Behaviour with a blank view

PASSIVE

ASSERTIVE 

AGGRESSIVE

NUTURING 
PARENT

CRITICAL
PARENT Judgemental

Critical
Angry Aggressive tone
Threatening
Nothing is ever good enough
I am Right and you are Wrong

Take care
Take over
Justify wrong doing
Total Care of a child when the situation warrants it
Sweet tone
Very affectionate, lots of hugs
You are right and I am therefore going to take care 
and do for you what ever needs to be done

WILD CHILD

ADAPTIVE 
CHILD

I am free
I can do what I want
I am creative
I think out of the BOX
I WANT WHAT I WANT!!!
DO IT MY WAY
Aggressive tone
Frustration shows easily

You are right
I will do what you want
What do you think I should do
I don’t know what to do
Soft tone
Very apologetic

ADULT

Present 
Focussed on the moment
Calm tone
Thinks before they speak
Considers the situation analytically
Is considerate of others
Collaborative
Direct, not rude
Willing to compromise 
Growth mindset
You’re OKAY, I am OKAY

Understand the EGO state to 
understand where the 
behaviour comes from
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Download will help you examine your own 
ego states  

Quiz will help you work through examples to 
better identify ego states

Each day is a new day and a new 
opportunity to be the best version of 
yourself
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Diversity in the workplace 
and how to be inclusive
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Different types of diversity in the 
workplace:

Cultural 
diversity
Cultural 
diversity

Socio-
economic 

status

Socio-
economic 

status
Racial diversityRacial diversity

Religious 
diversity
Religious 
diversity Age diversityAge diversity Sex / Gender 

diversity
Sex / Gender 

diversity

Sexual 
orientation

Sexual 
orientation DisabilityDisability
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Here are 6 ways to 
build diversity in 
the workplace

• Leverage diverse job boards
• Offer targeted internships and 
scholarships
• Highlight diversity on your career site.
• Reward diverse referrals
• Have a diverse interview panel
• Unconscious bias training for recruiters
• Create diversity friendly policies
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How to be 
inclusive in 
the 
workplace 

• An inclusive workplace is one where people with all 
kinds of differences and disabilities feel welcome and 
valued for their contributions. It's a place where people 
with disabilities — both visible and invisible disabilities —
have the same opportunities for advancement as their 

co-workers.
1. Connect with your peers
2. Be Open-Minded. ... try to go for lunch with a 

colleague you don’t normally talk too
3. Support and Celebrate Your Employees' Differences. 

... heritages, religious holidays, taking an interest in a 
colleague makes someone else feel special and it 
strengthens the relationship and the team

4. Rethink Your Meetings. ... choice of language used, 
who you sit next too

Outside this course
• Start having a coffee every month with a different 

peer program in your business
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WHY DIVERSITY AND 
INCLUSIVENESS IS IMPORTANT IN 
THE WORKPLACE

It is important to hire people from 
all backgrounds as everyone has 
different skills that they can provide 
and help to enhance a business. By 
having an inclusive 
and diverse environment, this 
allows more wider perspectives to 
be integrated when brainstorming, 
problem solving and developing 
new ideas in business.

Murray and Roberts, founded 
1906, worth R3.6 billion

Start having a coffee every month with a different peer 
program in your business

Why work on culture & 
communication? 

Companies with happy 
employees

• Outperform the competition by 
20 percent

• Earn 1.2 – 1.7 percent more 
than competitors

• Are 2.1 percent above industry 
benchmarks

tc1
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Each day is a new 
day and a new 

opportunity to be 
the best version 

of yourself
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Confrontation
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Congratulations 
on completing 
the course

• Now claim your certificate

• Once all quizzes are complete, your 
certificate becomes available

• Should you have any issues, please contact 
support@successbydesign.co.za

• Feel free to leave a google review here, so 
that others can find our course

57


