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Brenda Clark Hamilton is a dynamic keynote speaker who provides fresh perspectives in
leadership, communication, team-building, change management, and offering one's personal
best to life, relationships, and career. Brenda launched her speaking business in 2005, by
offering training to businesses in her northern Iowa community. Since that time, she has
become a nationally-recognized conference speaker and audience favorite, keynoting at
hundreds of events in seventeen states. Audiences are quick to note Brenda’s sense of
humor, in-depth knowledge, high energy, and skill at keeping them engaged. Brenda’s career
experience includes coordinating professional development for 1200 Iowa teachers. She holds
a Master’s degree in education.
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Rally Your 
Communication Mojo!

Iowa Podiatric Medical Society
Heartland Foot & Ankle Conference
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Brenda Clark Hamilton, MA Ed.

How important are good communication skills 
to your success (i.e., your individual success, 

and the success of your organization)?

Rally Your 
Communication Mojo!
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“Communication is the most frequently occurring 
written comment for improvement in the employee 
climate surveys that I have reviewed, and far and 

away the top issue in focus groups I have led.                 
Not just great oratory skills, though that doesn’t hurt 

one bit, but effective communication with small 
groups and individuals.  And, because leadership            

is, at the heart of the matter, a relational skill,                   
how we communicate with others is integral                                                                  

to our success.”
(Scott Edinger, Forbes, 3.20.13)

“If you’d like to substantially boost your value 
as a business professional in 2014, billionaire 
Warren Buffett has some advice: master the         

art of public speaking. Buffett once told a class 
of business students that he would pay anyone         

in the room $100,000 for 10 percent of                  
their future earnings. If they were good 

communicators, he would raise                                     
his bid by 50 percent.”
(Martin Zwilling, Forbes, 1.20.15)
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Six Strategies and a Framework…

For maximizing your                        
‘Communication Mojo’                                            

for the benefit of you personally,                       
and for your organization as a whole.

Your wisdom first, please…

Traits of Effective 
Communicators

Traits of Ineffective 
Communicators
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1.  Be ultra-clear in 
communicating your expectations.

Gallup Workplace Study                                                  
(2500 business units; 24 companies):

• Sought the most important questions you could                         
ask your employees to determine if                           
you have a strong and productive                                       
workplace

• Strongest links to productivity,                                         
retention, customer satisfaction,                                 
and profitability 

(Buckingham & Coffman, First, Break All the Rules, Simon & Schuster)

• Most powerful question:
_____________________________________?

• Research shows that fewer than                                        
50% of employees say they know                                 
what is expected of them at work!                            
(Buckingham, The One Thing You Need to Know                                                                          
about Great Managing, Great Leading, and Sustained                                                            
Individual Success, New York: Free Press)

• Many times, “big” issues develop that could’ve been 
prevented through a simple phone call to get the facts!
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• Be ultra-clear in communicating your expectations
to each other

• Be wary of, “If I told you once…”

• Be aware of style preferences 

• Be clear on how much leeway

• Explain why it is important to do                                  
it that way

• Be specific…Their idea of “ASAP” might be very 
different than yours!

2.  Build rapport with others.
The Small Talk Quiz:  

(adapted from Don’t Take the Last Donut)

• The recent thunderstorm

• A good movie you saw

• What church you attend 

• Their trip into town 

• Who you are talking to 
(to ask about their job, etc.)

• Your surroundings

• President Trump’s             
job performance

• Your                                                                                                                 
plummeting 401K plan

• A recent sporting event

• Your families

• Your recurring sinus 
infection

• A favorite restaurant

• Your recent divorce          
and bitter custody battle
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What is ‘rapport,’ and                                      
how do you build it?

Matching the pace,                                               
tone, behavior, and 

actions of the prospect                
so that he or she is 

comfortable that both             
of you see the world               

in the same way

(Brooks, Sales Techniques)

• Give a genuinely warm 
greeting or welcome; 
Smile!

• Find a connection

• Ask questions; Show 
interest; Listen and 
respond to what they 
are saying

• Use open, positive  
body language

• Be an upbeat person

• Have a good and kind-
hearted sense of humor

• Make the person feel 
appreciated and at ease

• Remember                              
them and                      
their                                
interests                                
for future              
interactions
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P.S.—
Speak loudly and 

slowly enough to be 
clearly understood, 
and articulate your 

words!

3. Carefully consider your 
audience’s point of view.

• Brenda’s beautiful letter to the superintendents!

• Great communicators design                                          
and deliver their message                                            
with their audience in mind.                                               

• Do you ever have to relay bad                                                 
news? Social Awareness                                                       
(Daniel Goleman, Emotional Intelligence)



8

Audience awareness is critical to 
being an effective communicator.

“Great communicators are skilled at reading an 
audience/group by sensing the moods, dynamics, 

attitudes, values, and concerns of those being 
communicated with.  Not only do they read their 

environment well, but they possess the uncanny ability 
to adapt their message to said environment without 

missing a beat. The message is not about the 
messenger; it has nothing to do with the messenger;           
it is however 100% about meeting the needs and the 
expectations of those you’re communicating with.”

(Mike Myatt, Forbes, 4.4.12)

Consider your listeners’ 
perspective…

9 What do they know?

9 What do they need to know?

9 What don’t they need to know?

9 What are their priorities?                         

9 How are they responding to my message/me?

9 What mode of communication do they prefer?
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9 Who needs to have access to this information 
(internally and externally)?

9 What is the best way to relay this information to 
them, considering                                                             
their individual                                               
perspective?

9 How can I make                                                               
this communication                                                         
clear and easy to                                                       
understand?

• Be considerate of what the other person                
needs, i.e., if they ask a question via email…                        
Did you read it carefully and thoroughly 
answer it?

• B: “I’ll be ready to go around                                                          
4:00 p.m. (to the funeral home).                                                        
I do have cards on hand.”

• C: “I don’t think so, but I                                                               
can stop and get one.”

• Am I communicating in a way that fosters 
teamwork or ill-will?
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Productive 
Communication:

• “I’m worried that we’re 
going to be short-handed 
setting up.”

• “I’m concerned about the 
timing for this event.”

• “I have a question about the  
bar report.”

• “I’m in a tough spot and 
would really appreciate 
some help.”

Nonproductive 
Communication:

• “As usual, we’ll be short-
handed during set-up.”

• “This is going to be a 
disaster.”

• “Their                                
paperwork                                       
is all wrong.                               
What a joke.”

• “I’m screwed, as usual.”

• Most people have a strong aversion                                 
to communicators who…
• Ramble

• Waste their time

• They perceive as inauthentic (fake!)

• Are braggarts; Use large vocabulary just to impress

• Do not make an attempt to be engaging                         
(e.g., are monotone, give no examples                                        
or stories to capture interest)

• Do not consider what your world is like
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4. Value others by
truly listening.

• Strong correlation 
between your 
listening skills 
and people’s 
perception of  
your respect

• Do you know 
these people?

• The Faker

• The Interrupter

• The Intellectual 
Listener

• The One-Upper

• The Rebuttal Maker

• The Advice Giver

How do you 
effectively listen?

• Be committed to 
wanting to understand 
what the speaker is 
saying; Temporarily 
suspend judgments and 
agendas

• Create a physical 
environment conducive  
to conversation

• Encourage them to talk 

• Ask questions for 
clarification

• Use paraphrasing and 
statements of empathy 

• Realize that you may 
have to sift past anger           
to get at what’s really 
going on
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5. Tap the power of the 93%.

“I like your shirt!”

• 7%  Words
• 38%  Tone of Voice
• 55%  Body Language

(Albert Mehrabian, UCLA) 

Do You Want to Be 
Well-Received by Others?

• Consistent eye contact
• Smiling
• Confident, upright 

posture 
• Expressive face
• Uncrossed arms
• Open hands
• Nodding head 
• Head held high

• Avoiding eye contact
• Frowning, squinting
• Slouched, hunched 

posture
• Lack of expression
• Crossed arms 
• Hands clenched
• Shaking head
• Looking down
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--adapted from Crucial Conversations:  Tools for Talking When Stakes Are High,                
Patterson, et al, New York:  McGraw-Hill, 2002

Interpretation/
StoryEvent Emotion

Is my interpretation accurate?
Are there other, equally valid, interpretations?

Am I villainizing?  
(Yes, it is possible to villainize an entire department!)

6.  Assume the best of others’ 
words and actions.

Skills for Having 
Difficult Conversations

What the do’s and 
don’ts of having           

a potentially 
emotionally-charged 

conversation?
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A Step-by-Step Framework 
for Having a Difficult Conversation

1. Make a request of the person                               
that you find a time to talk                                                 
about the situation

2. Choose a mutually-agreeable location and time 
conducive to private, uninterrupted conversation; 
Extend the “olive branch” in finding a good time

3. Begin the meeting by thanking the person for 
taking the time to meet with you and by stating 
your optimism that you can work together 
respectfully to come up with solutions

4. State as neutrally as you can what you see the 
disagreement to be about—
Start with facts, not conclusions                        
(Patterson, et al., Crucial Conversations:  Tools for Talking When the 
Stakes Are High, McGraw-Hill, 2002)

Option 1: “Lately, it seems like you’ve been 
dropping the ball sometimes in getting things 
done that need to be done.” 
Option 2: “Last week, I received a call from 
Barb Smith saying you were supposed to drop 
off a packet of materials at 1:00 but that you 
never showed up.”
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5. Tell the person you’d like to understand his/her 
position on the issue, and then listen without 
interruption as they speak

6. Acknowledge any areas of agreement between the 
two of you; Focus on common ground and mutual 
interests instead of debating opposing positions;   
Try to move from me vs. you to                                                        
us vs. the problem

7. Together, brainstorm solutions                                      
that would better meet both                                                                                            
of your needs

8. Never underestimate the power of conciliatory 
gestures, which are often the crack in the door that 
leads to a breakthrough in the conflict

Examples of Conciliatory Gestures:
• Apologizing
• Owning responsibility
• Conceding
• Self-disclosing
• Expressing positive feelings for the other
• Initiating a both-gain approach to the problem
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9. If you have reason to offer a conciliatory gesture, do 
so.  If you have offered a conciliatory gesture and it 
is met with nothing but anger and denial, realize you 
cannot force change upon the person.  Do not stoop 
to “wrestling with a pig in the mud”!

10. If you do reach some level of                                  
resolution, be very clear about                           
agreements that you come to                                           
to help solve the issues, and                                                 
make sure you both are “on board”

11. Again, express your appreciation for their openness 
to meeting with you and working together to 
achieve common goals

This process                   
is work…                         

But so is going 
around the same 
mountain over  

and over!
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De-escalation Techniques
for Taking Some of the “Heat” 
Out of Difficult Conversations!

• State your intention upfront in a positive way, 
and if things get heated, restate what your 
intention is and is not

• Check your motives upfront                                  
and check your ego at the door;                                 
Ask,“Do I really want to                                   
peacefully and successfully                           
resolve this, or do I just want                               
to be right?”

• No matter what, keep calm, respectful, and 
professional!  Be aware of the warning signs         
of emotions rising, and proceed cautiously

• Avoid charged, inflamed                                  
language (“You always”;                                                              
“You never”; “You’re wrong”);                                                     
Many times, tentative                                                
language is more persuasive                                              
(“We might want to consider…”)

• Realize that you might have                                                      
to sift by past anger to get                                                          
at the ‘real’ emotion
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• Find the midway point                                                     
between Silence and Violence:

• Masking—Showing feelings                                          
through sarcasm, jokes

• Avoiding—Changing subject; Holding back opinions
• Withdrawing—Avoiding the person altogether
• Controlling—Manipulating others to get your way
• Labeling—Labeling people or ideas to dismiss them
• Attacking—Verbally attacking through belittling or 

intimidation
(Patterson, et al., Crucial Conversations:                                                                   

Tools for Talking When Stakes Are High, McGraw-Hill, 2002)

Rally Your 
Communication Mojo!

What is one 
point that you 
will remember 

from this 
session?
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A Closing Thought… 

Strive to go “above and 
beyond” in your service 

and communications 
excellence each day!

A Closing Challenge…

“You know, there’s                                                  
something that I                                                       
could do to make                                                         
this kid’s day go                                                                
a whole lot more                                                 
smoothly.”

Challenge: What do you uniquely have that 
might help make someone else’s day go 
“a whole lot more smoothly”?
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LinkedIn: Brenda Clark Hamilton
www.facebook.com/BrendaClarkHamilton



 
How Do You Start a  

Difficult Conversation? 
 

Examples of good first words to start a tense conversation, 
i.e., with a positive intention: 

“I want you to be successful here.” 

“We’ve worked together great the last two years, and it’s important to me that 
we keep a good working relationship.  Therefore…” 

“You’ve been a valued client of ours for years, and I want to keep it that way and 
make sure that we communicate clearly with you about some of our recent policy 
changes, and address any concerns you might have…” 

“You are an important member of our team, and I appreciate the hard work you 
put in to make our division successful.  I want to make sure we keep the lines of 
honest communication open between us, so that we continue to have that 
successful working relationship…” 

“I’ve enjoyed being a member of this team at XYZ Corporation, and I’d like to 
continue to work here and be excited about what I’m contributing here.  
Therefore, there’s a couple of things I was hoping we could talk openly about…” 

“I’ve so valued that we have had the type of working relationship where we can be 
open with one another when issues have arisen.  I want to keep those lines of 
communication open…Therefore…” 

 



	


