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It is 2021 and we are STILL 

having challenges with 

communication

What common challenges do 

you still experience with 

communication?

                           >Put your answers in the chat<

Communication Challenges 
& Opportunities



Causes of Ineffective 
Communication

- Past experiences
 -Stuck in our ways
- Lack of confidence
- Untapped skill/Unused muscle
- Speed and pace
- Lack of preparation
- Assumptions, Projections, and Biases





VALUE THE RELATIONSHIP

WILLING 
COLLABORATION

SELF AWARENESS & 
MANAGEMENT TIMING

SAY IT

SEEK UNDERSTANDING

CONFIDENCE & HUMILITY

Connected Conversation: A meaningful exchange that increases understanding, 
while protecting and strengthening the relationship.















Why is trust important to being 
an active listener and an inclusive 

leader?

The Role of Trust





People are "wounded" in the workplace

Lack of trust leads to superficial, shallow, and 
deceitfully polite communication

Important to restore and build employees' trust

By design or default, we are always impacting trust

What are some hallmarks of High 
Trust Cultures?

1.

What are some hallmarks of Low 
Trust Cultures?

2.





Person A: People are tired and stressed. Morale is declining. It's like there's 
something in the air that's weighing everyone down. We need to lighten the 
atmosphere. They need a break.

Person B: I'm tired and stressed also. It's called work.

Person A: I don't think you understand, our team is really worn out. They've 
been moving at an unrealistic pace for a while now. This isn't going to end well.

Person B: I tell people to take off and they don't. What do you want me to do?

Person A: Yes, you tell them to relax and take off, but you don't model it. They 
see you working and stressing and they're following your lead. You send emails 
at 10 pm at night. I even saw one you sent at 4 am.

Person B: I don't expect them to read or answer those emails.

Person A: That's easy for you to say. You're the boss. And then, the first thing 
the next morning, if they don't have a solution or answer, you criticize them. 
Some people want to disconnect after work and not be re-engaged until the 
next day.

  

Person A: Division Manager.

Person B: VP of the Division.

Person A is one of the few people who will speak directly to Person B
 

Person B: That's just who I am and how I am. My thoughts come to me at night. 
I've told them they don't have to respond.

Person A: Really? When you were on vacation last month - you called in every 
day, sent emails, and asked for updates.

Person B: So, that's how I choose to spend my vacation. Why does that bother 
anyone else?

Person A: Because you set the tone. You can tell people, "It's ok to take off. Go 
relax." But if you model the opposite, they're not going to trust that they can 
really set and enjoy their downtime. And to be honest, you're somewhat critical 
of people who don't work as hard you do. You may not say it with your words, but 
it comes across that way.

Person B: I like to work. It's what I live for. Again, they don't have to be like me. I'll 
remind them at the next team meeting. 



>What did you observe? Type your 
answers in the chat.

>What did Charles do that contributed 
to high trust? Low trust?

>Anything you would avoid/react to?



LISTENING is a core component of a high 
trust work environment, and is therefore 

a critical skill for inclusive leaders.

It's the HOW of inclusivity!



Review:  Active Listening  & the Principles 
of Connected  Conversations

The importance of active listening comes down to DOING 
vs. SAYING

Active listening is one of the foundational principles of 
CONNECTED CONVERSATIONS

Active listening is the critical skill for building trust as a 
leader

Connected Conversations are the key to high-functioning 
teams



VALUE THE RELATIONSHIP

WILLING 
COLLABORATION

SELF AWARENESS & 
MANAGEMENT TIMING

SAY IT

SEEK UNDERSTANDING

CONFIDENCE & HUMILITY

Connected Conversation: A meaningful exchange that increases understanding, 
while protecting and strengthening the relationship.
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