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Communication Skills Tips

Welcome Note

Happy New Year 2022!
Communication skills is the lifeblood of any
organisation. It is an integral part of communication at
work and we constantly strive to improve our
communication skills.
In this e-newsletter, you will get tips to enhance your
communication skills. We share tips on speaking,
writing,
listening
and
anything
related
to
communicating effectively with others.
We hope you find them useful. I would love to hear
your comments or feedback. Also, do feel free to
share it with your team members.
Happy reading!
Best regards,
Sumathi Krishnan
Director | Principal Consultant
Stratford Training & Consultancy Sdn Bhd

www.stratford.com.my

ABOUT THE TRAINER

PRINCIPAL CONSULTANT | DIRECTOR
STRATFORD TRAINING & CONSULTANCY SDN BHD
BA HONS (TESL), MASTERS IN TESL (MESL),
CERTIFICATE IN TRAINING PRACTICE (CITP)(UK),
CERTIFIED EXECUTIVE COACH (UMCCED),
CERTIFIED NLP PRACTITIONER (NFNLP)

Sumathi started her career at Universiti Sains Malaysia as an English language
teacher. Apart from teaching the undergraduates, she also got the opportunity
to conduct Business English programs for some corporate organisations in
Penang.
She specializes in programs such as Presentation Skills, Customer Service Skills,
Business English, Effective Telephone Techniques, Personal Branding, E-mail
Etiquette and Business Writing.
Sumathi strongly believes in personal development and has completed a course in
training practice with the Chartered Institute of Personnel & Development, UK.
She is also a Certified Coach, specializing in Executive Coaching.
She does one-on-one and group coaching for clients. She is also a Certified NLP
Practitioner from NFNLP. Altogether, she has 25 years of experience teaching
English and she has been in the corporate training industry for the past 18 years.
As a professional speaker, she talks on a basic human need - communication
skills. She believes communications must be clear, concise and authentic.
Although the communication process is simple, yet many of us may not get it
right. This is where she shares how to simplify communication to get the ideas
across clearly and correctly.
Currently she is the Secretary of the Malaysian Association of Professional
Speakers (2021-2022). Her interests are cooking (Asian & Western), baking,
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COMMUNICATING
EFFECTIVELY AT
WORK
Communication is the lifeblood of any organisation

Communication

skills

are

important to understand others’
point of view. When we talk about
communication,

it

is

not

just

about conveying something you
feel but it is also about listening
to

other’s

perspectives.

effectiveness

of

The
our

communication depends on how
well our message is understood by
the recipient/s.

Communication skills include verbal, non-verbal and writing skills.
Mastering each component is important as we usually use them to
complement each other.
People

generally

perceive

that

verbal

communication

is

more

effective or important than non-verbal communication. Yes, some
matters are better said verbally than in writing. The impact could be
greater. Hearing a speech from the CEO, describing the company’s
performance

or

his

dreams

or

visions

are

far

compelling

and

effective than reading it.
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Words can express our feelings, thoughts and dreams, but a
single teardrop does that as effectively as well. We have heard
people saying “a picture is worth a thousand words”.
Have you ever realized how much you are able to tell about
people just by looking at them? Their facial expression, posture,
gestures, eyes or voice send some micro-messages that words
cannot convey.
Thus, understanding both verbal and non-verbal communication
is essential in our everyday lives. We can be more receptive and
sensitive to what others are saying and feeling.
Here are five tips that you should keep in mind to communicate
clearly and effectively at your workplace.
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1. Make

communication

a

priority

Take classes
If you realize that you need
help

with

communicate,

how

you

get

some

help from professionals.
Read books or magazines
Reading
helps

on
you

this

subject

widen

your

knowledge and helps you
improve

the

way

you

communicate.

2. Simplify and stay on your message

Use simple and straightforward language.
It would be easier for you to deliver your content and it
would be easier for your listener to understand your points.
3. Take time to respond

After you have listened to the person, take some time to
understand and think carefully about how you would like to
respond. This would make your message easier to understand.
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4. Make sure you are clear and understood.

Don’t blame others for not understanding what you just told
them. Look for ways to clarify or rephrase to be understood.
Look

at

their

facial

expression

to

ensure

they

get

your

message.
Avoid

using

technical

terms,

acronyms

or

jargon.

Don’t

assume others will understand them.
Use plain language. Our aim in communication is to deliver
the message as clearly as possible.
5. Develop your listening skills

Listening is the utmost important skill that one needs to
require. It shows that you are involved in the conversation and
you are ready to take in their ideas.
You can process your thoughts once they are done delivering
their thoughts. Respond, don't react.
Listen with the intention of understanding the other person.
While you are listening, don’t think of how you are going to
respond.

"To effectively communicate, we must
realize that we are all different in the way
we perceive the world and use this understanding
as a guide to our communication with others”
-Tony Robbins-
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TIPS TO IMPROVE
YOUR VOCABULARY

One of the easiest ways to strengthen your writing skills is to add
new words to your vocabulary. English language is known to be
the largest of all languages, and this means that you can never
run out of vocabulary words.
Learning vocabulary is only valuable if you can actually use your
new words in a piece of writing and to use them correctly
The key benefit to a better vocabulary is being able to use both
common and complex words with equal preciseness. To that end,
the time you spend improving your vocabulary skills is actually
time invested in your writing skills.
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Here are some ways that you can improve your vocabulary:
Develop a reading habit.

Seeing a new word in a book, report or email can be very
helpful as you can see it used “in context”. You may look up
the word in a dictionary or google it and find its meaning,
pronunciation, synonym, other uses etc. But this does not
guarantee that you will remember this word. An average
person needs to “see” a new word at least 5 times before he
is able to remember the word. The more we read and come
across the word, the better we will remember it.

Make flashcards.

When you find a new word, write
it on a card and compile it. Go
through the cards once a day.
Continue

doing

this

until

you

learn and understand the words.
This will help you remember the
word.

Keep a vocabulary book

To actively learn new words, write them down in a book.
Write their meaning and a few sample sentences. Look
through them daily and memorize them. You can start small,
even one word a day is good enough. Imagine learning 365
new words a year!
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Try out vocabulary practices.

Playing word games like Scrabble or Taboo can be a fun
way to expand your English vocabulary. Crossword puzzles
can as well play the same role. If you really want to be
efficient, follow up rounds of these word games with a
little note-taking. Keep a list of the different words you
learned while playing the game, and then study that list
from time to time. This will help you to improve your
vocabulary in a fun manner.
Practice using new words in conversation.

It’s possible to collect a huge vocabulary without actually
knowing how to use words. This means you have to learn it
all by yourself by putting in some extra effort. If you come
across an interesting word in your reading, make a point of
using it in a conversation. By doing so, you can practice
the art of word choice.

You would be learning and

improving yourself along the way.
Watch movies, listen to songs and podcasts.

Watching movies, listening to songs and podcasts would
also improve your vocabulary. Write down the new words
that you come across and look up the meaning. Not only
would you enjoy your playlist or the movie but you would
also learn new words as you go along.
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TIPS TO WRITE
GOOD REPORTS
Sometimes

reports

have

specific

requirements, and other times you can
be creative in what you include in your
report.

Regardless

of

the

specific

requirements of your report, all good
reports

should

be

accurate,

concise,

clear and well-structured.
Below are a few important points that
you should take note of when you write
a report:

1. Plan
Planning is the first stage in the writing process.
This is where we decide what goes in the report.
For those with writers’ block, doing a brainstorming session
using mind-mapping would greatly help.
Using the 5W2H framework, one can easily identify key areas
that need to be included in the report.
Note: 5W2H refers to What, Why, Who, When, Where, How &
How much
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2. Do some research.

Read up as many books, articles and journals to get your
information right.
Sometimes, you may need to carry out surveys.
Make sure you compile the notes that you have prepared. You
don’t want to have a messy pile and lose your research in it.

3. Prepare a draft

At this stage, the ideas are connected and written.
Relevant graphics like diagrams are graphs are included.
Don’t worry about typo or grammar accuracy. You can correct
them while you are editing the report.
Give yourself a deadline to complete the draft.

4.·Edit it

This is the final stage of the writing process.
Edit mercilessly!
Put yourself in the reader’s shoes and ask yourself critical
questions such as:
“Does this make sense?”
“Have I included the source?”
“Is this report convincing?”
“Have I answered the key questions for the reader?”
It would be a great idea to get colleagues to review the draft
and share their comments.
A good report that is concise and clear may require revisiting the draft several times.
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5. Format is important.

Each organization has a different format when it comes to
report writing.
Make sure you are aware of the preferred format.
6. Avoid using the first-person point of view.

Instead of saying “I carried out this research by using a
particular method” say “The research was carried out using a
particular method”.
Use passive voice for reports.

7. Use your own words when writing a report.

If you refer to other sources, read and paraphrase the key
points.
Ensure they are easy to understand.
Don’t just write what you see, elaborate the points to make it
easy for the readers.
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8. Write clearly and concisely

Don’t write using bombastic words or complex sentences.
Use plain language – language that your readers can easily
understand.
You are NOT writing to IMPRESS your readers, you are writing
to EXPRESS your ideas.
Don’t let your readers work hard to understand your message.
If

you

can

use

a

simple

word

like

“effects”,

don’t

use

“ramifications”.
Instead of “in the event that”, use “if”.
Write

short

sentences.

An

easy-to-understand

sentence

usually contains fewer than 20 words.
9. Trustworthy sources.

There are so many sources on the internet but make sure you
get hold of the trustworthy sources when you write a report.
You do not want to give the wrong information to your
readers, they would want to know the correct information
when you provide your report to them.
10. Check your report thoroughly.

Make sure there is no repetition of points or typo errors.
Punctuation matters! Check them too.
Given the multiple hours you spend on the report, you would
tend to miss out on certain mistakes.
Seek help from your colleagues to proofread your report to
avoid mistakes.
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EMAIL WRITING TIPS
The way in which you communicate with others mirrors your work
ethics and professionalism. Understanding email etiquette helps
you communicate with all your stakeholders more successfully
and professionally.
85%

of

written

business

communication

is

via

email.

Understanding the fundamentals of email writing will greatly help
you in communicating with others.
Here are a few tips on email writing:

Include a clear subject line

Your subject line matters the most. Try to capture the
essence of the document and write a precise subject line. Let
recipients know what the message is about immediately even
before opening the email.
Instead of “Project Update Meeting”, you can write “Northern
Region Project Update Meeting” or “Project Update Meeting
For December 2021”.
www.stratford.com.my
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2. Send email from a professional email address

If you are working, use your work email address. If you are to
use your personal email, make sure it sounds professional.
Avoid

using

“fancy”

email

addresses

such

as

cutie-pie-

2020@gmail.com or spiderman_forever@gmail.com.
3. Avoid using emojis

In a professional email, avoid using emojis. This is unless the
recipient has used emojis when communicating with you in
the past. It may look cute in your email but it would reflect
poorly on your professionalism.

4. Layout matters

Instead of writing in long paragraphs, present the contents
using point form. Using bullets and numbers makes it easy for
the readers to capture the points. If you have to write in
paragraphs,

try

not

to

have

more

than

5

lines

in

one

paragraph.
www.stratford.com.my
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5. Reply within 24 hours

One of the advantages of emails is it is sent fast, within
seconds. As such, there is an expectation that the reply
would also be fast. It is common courtesy to reply to emails
as soon as possible. We recommend you to reply within 24
hours. If the reply is delayed, apologise.
If you cannot give a firm answer to their request, you can
acknowledge receiving their email and indicate when you
can get back to them.
When you don’t reply, it shows you are not keen to do
business with them. In some cases, the reply is sent after
several days. This shows a lack of sense of urgency.
In certain cases, you may cause a bottleneck if you don’t
reply. Others could be waiting for your response before
making a decision.
6. Keep it short and simple (KISS)

Keep your sentences short (max 20 words). It will be easier
for your readers to understand the message. The longer your
sentences are, the more difficult it becomes to understand
them.
Use

plain

language

when

you

write.

Avoid

jargons

and

acronyms that your readers may not understand.
Don’t use difficult words when a simpler one will do. If you
use words such as “obfuscation”, “balderdash”, “histrionic” etc,
you will have the readers spending more time looking up
these words!
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14

7. Provide your complete contact details

In your email signature, include your full name, position,
department, division, name of your organisation and contact
number. With more people working from home nowadays,
include a contact number where you can be reached easily.
8. Don’t forget the attachments

Forgetting the attachment is a common mistake we make.
Ensure there is an attachment. Also, ensure the attachment is
the correct one. If you have several attachments, label them
for easy reference.

“Email has an ability many channels don’t:
creating valuable, personal touches – at scale.”
-David Newman-
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CUSTOMER
SERVICE TIPS
“It takes months to find a customer… seconds to lose one” -Vince Lomberdi

Customers should always be your top priority as they are the
core of every business. Happy customers can help you build
credibility and bring in more business. Research shows that 77%
of customers are likely to recommend a company to a friend if
they have a positive experience. And, that’s why you should
focus on keeping your customers happy and satisfied with great
products and excellent service.
To

provide

excellent

customer

service,

you

first

need

to

understand their needs, experiences, and pain points. You need
to ensure that you provide your customers multiple ways to
share their feedback. You can do this through telephone surveys
or a feedback form sent via email. Other than surveys, you can
also establish a complaint system, which will better enable your
customers to raise their issues.
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This will let you know all about their
good,

bad,

and

ugly

experiences

when interacting with your brand.
Through this, you gain real insights
into what you're doing well, and
which areas require improvement.
Connecting with your customers to
gather

feedback

has

another

important benefit, it makes them
feel that you value them and are
willing to resolve their issues. This
can help to establish trust, and may
even
their

prevent

them

concerns

from
or

sharing
negative

comments on social media.

Here are some useful tips when communicating with your
customers:
Listen well

Listening

is

essential

for

effective

communication.

It

allows you to understand the customers’ needs and shows
a willingness to help. Don't interrupt when your customer
is talking. Be patient when your customers are talking.
Some may find it difficult to express their needs. Listen
patiently. don’t sigh or show signs of impatience!
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Be courteous

Be polite and have respect for your customers. Always use
“please” and “thank you” and create an inviting environment
for the customers. Smile, it makes you appear friendly. Give
them eye contact.
Address the customer by his name

Ask the customer his name and pronounce it correctly. This
communicates respect for the customer and lets him know
that he is important.

Empower

Empower customers with adequate information to make
informed decisions. When there are options, thoroughly
describe each available alternative. By offering choices,
customers will be more involved in solving their problems.
This results in a higher level of customer satisfaction.
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·Ask, don’t demand

Statements can sound harsh. Asking appropriate questions
makes

the

conversation

more

collaborative.

Don’t

get

frustrated when your customers don’t get it, explain in a
respectful and calm manner.
For example, instead of beginning a sentence with phrases
like, “You have to…,” You need to…“, or, “Why didn’t you?” try
starting with words like, “Will you please?’ or, “Would you
please?”
Never refer to a matter or inquiry as, “Your problem” or “Your
complaint.” Instead, try using better phrasing and identifying
it as something along the lines of, “Your question,” “Your
concern,” or, “This situation.”
Avoid coming off hasty and unprofessional, refrain from using
expressions, such as:
“Hang on.”
“I can’t hear you, speak up!”
“I can’t help you. You’ll have to speak to someone else.”
The following sentences would be more appropriate:
“May I say who is calling please?”
“I am having a little difficulty hearing you. Can you please
speak up?”
“I need to transfer your call to (department) so that they
can answer your question. May I do so?

"“Your most unhappy customers are your
greatest source of learning.”
-Bill Gateswww.stratford.com.my
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PRESENTATION
SKILLS TIPS
In the business world, everyone is
often expected to present new
ideas to staff, clients, partners, or
even the public. Some of us are
born with the gift of the gab while
others aren’t. but all is not lost.
Presenting
developed

skills
easily

if

can
we

be

actively

work on it.
Here are some points to keep your
presentation top notch:

Managing nervousness

Most of us have stage frights but the good news is we can
overcome them. Here are two techniques to overcome
nervousness:
When you are up in the front, pull yourself together.
Observe people at the front row and start introducing
your topic. This way, you are narrowing down your
audience to put yourself together. As soon as you are
comfortable with your audience and mustered your
courage, move on by looking at the crowd in the middle
row and back row. This helps you to familiarize with
your audience.
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Another technique that works is to build rapport
with your audience. You can do this before the
presentation. Chat with as many people as you
can, find out more about their work, challenges
they

face,

their

expectations

from

your

presentation, etc. Once you start presenting, you
would

feel

more

comfortable

as

you

already

“know” them and understand their expectations.

Prepare your contents well

Content should be prepared in advance and read aloud to
oneself. This will allow you to understand if your content is
too long or too short, if it needs more structure, or if you
need to revise the language.
Make sure to be well prepared before you start your
presentation. Do your research. Put yourself in your
audience’s shoes - know your audience expect from
your presentation, in terms of content and style. Not
only would your presentation be informative, it would
also be relevant for your audience.
www.stratford.com.my
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·Structure your ideas so that your audience will
understand the flow of your content. Mention the
objective clearly, state the agenda and summarise
at the end.
·Before you start preparing for your presentation,
find out the duration you are given. By doing so,
you would be able to prepare your content and
deliver your presentation within the given time.
You do not want to bore your audience with a
lengthy presentation.
·If you are presenting to a client, get to know their
company, organization, and the challenges they
are facing. Knowing these details would greatly
help you to be more convincing.
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Practice and rehearse well

Practicing

and

rehearsing

before

presenting

is

important. It gives you the opportunity to identify
any mistakes or areas that need improvement. If you
improve on these areas, then your presentation will
be more effective and persuasive.
·Many people take practice too lightly, assuming
that they will be able to wing it on the day of
their presentation. This assumption is incorrect as
there are many things that can go wrong when
giving a presentation, even if you have given one
many times before.
·Practise your presentation in front of your friends
or you colleagues and not just in front of the
mirror. Your friends and colleagues would give you
the feedback that you need. Besides, it would give
you the confidence to present in front of a crowd
and make you well prepared to face any questions
or feedback.
·Another way of practicing would be by recording
your presentation. This would help you to identify
the areas that you would need improvement and
correct yourself along the way. Remember, once
isn’t always enough. Keep practicing till you get
the hang of it.
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Strive to improve your presenting skills

Continuously

learn

and

improve

your

presenting

skills if you are serious about it. Here are some
suggestions:
Watch YouTube videos. You would be able to
watch the presenters present with confidence.
This is where you observe and take note of their
presenting style, body language and the way they
speak up. By doing so, you’ll be able to reflect
yourself as the presenter and improve your skills.
Read books on the topic. Different people have
different styles. Find out which one resonates well
with your personality. There would be tips that
you

can

attention.

learn
Learn

to

capture

what

works

your

audience’s

best

for

your

audience.
Join coaching or training sessions. To boost your
presentation skills and to present confidently, you
can join coaching sessions or trainings. You would
be able to learn how to be well-prepared, how to
present yourself to the audience, how to present
your ideas confidently and many more.

“Every successful presentation is built on four pillars:
People, idea, passion & preparations.”
- Hazinah Kutty Mammi-
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TIPS FOR VIRTUAL
PRESENTATIONS

Everyone is now working from home. Therefore, every meeting
and presentation is held online.
Here are 5 Do’s and Don'ts that you can use to presenting
virtually.

“The success of your presentation will be
judged not by your knowledge you send but by
what the listeners receive.”
- Lilly Walterwww.stratford.com.my
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THE DO'S
Always

remember

to

rehearse.

Rehearsing

doesn’t

mean

revising your notes or speaking in front of the mirror. It
requires preparing technically, from the slides to the WIFI
connection.
Test your audio, camera and internet before the meeting to
check you’re heard and seen. Your computer should be wired
to the internet, not wireless, and ask other members of your
household (if they are present) to stay off the internet whilst
you are presenting so that you have the full bandwidth. Get
some help from the tech experts if you are unsure about your
tech settings.
Keep your presentation short and effective. People’s attention
span are known to be lesser online, and they are likely to be
distracted by their surroundings, so keep your message clear
and simple.
Give breaks in between your presentation. Your audiences
need a break and so do you. Make it quick to gather yourself
up before you start again.
When you are presenting online, pause in between and slowly
change your head direction from left to right, as if you are
scanning your audience. This allows you to embrace the
pause while not causing your audience to think that you are
frozen or something is wrong with their internet.
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CONTACT US
Enquiries
Email: info@stratford.com.my
Phone: +6011 3340 6839
Follow us to get useful tips and updates of our upcoming
programs.
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