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Introduction

Communication is always a two way process. Most people make the mistake of always trying to get their point across and are blissfully unaware about whether the other person is listening or even interested. Often a person spends too much time in trying to get their message across without considering that there are some fundamental skills that are essential in the communication process.

First impressions

You have somewhere between 5 to 45 seconds to make a good first Impression. Get it right first time - there is no second chance. Look at those areas you can alter and prepare to create the most ideal environment for two-way communication. The three areas are:

· Personal

· Office and branch lay-out

· Discussion/interview area

First impressions work both ways. Are you judging? Assume nothing. Do not allow your prejudices to influence your first impression of the other party.

Remembering names

A rose by any other name smells just as sweet, but we know it best by its name. No one is born with the ability to remember names, it’s a skill and as such it can be learned and mastered. Cover tips on how to remember names using memory techniques that are easy to use as well as creating the right environment to receive the name in the first place.

When should you use the name and how often? We are already experts in some of these fields but we don’t have an appreciation as to why they work the way they do and as such, we don’t realise when we’re doing it incorrectly.

Body language

Hand shake styles and strength.  We all do it. We shake someone’s hand when we first meet them, but what information is being transmitted at this vital stage in forming empathy and rapport with the person we’re about to deal with? There’s lots of information available if you know how to read it and then use it. 

· Techniques to make sure the handshake are correct.

· What to do if it isn’t.

· Different styles of handshakes.

· How it can add to the first impression you give off.

· What signals can you read from handshakes?

Negative gestures

Look for negative gestures and do something about them. Learn to read the body language.  Make sure your body language isn’t giving off the wrong message. Throughout your presentation and communication you’ll be sending and receiving signals. Most people have no idea how to use the information they receive to alter their presentation or how to alter their own body language to reinforce their message. What do the following mean?

· Crossed arms and or legs 

· Looking down the nose

· Tapping fingers or foot

· Supporting head

· Hand to head gestures
Active listening Skills

The single biggest concern with communication is the simple understanding that it is a two way process which means at some stage you have to listen to what the other person is saying. We all think we listen well at the moment but perhaps all we are doing is “hearing” the other person. What are the elements and characteristics that make good listeners?
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