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Unit 2: Verbal Communication

Chapter 1 - Building Rapport & Trust

(Empathy - Respect - Open Communication)

1 Why Rapport & Trust Matter

e Rapport is the immediate sense of connection that makes interaction natural and relaxed.

e Trust is the ongoing confidence that the other person’s words and actions are credible, reliable, and benevolent.
e Together they

1. Accelerate understanding — people share richer information sooner.
. Reduce conflict — goodwill tempers disagreements.
3. Boost collaboration — teams with high trust outperform by up to 50 % in productivity studies.

N

Rapport ignites the conversation; trust keeps it burning.

2 The Three Pillars

Pillar Core Meaning Observable Behaviours Immediate Impact
Feeling with another, seeing Active listening, reflecting feelings, Person feels understood
Empathy ; 7 X .
through their eyes validating experiences and safe
Respect Valuing the other’s dignity, Polite language, punctuality, crediting Person feels valued and
P rights, and uniqueness ideas, honoring boundaries equal
Open Sharing thoughts transparently  Clear language, honest feedback, Person feels informed
Communication and inviting the same appropriate self-disclosure and included

These pillars reinforce one another: empathy without respect can become intrusive, respect without openness remains
distant, openness without empathy may feel blunt.

3 Empathy

3.1 Two Facets

Type What It Involves Example Phrase
Cognitive Empathy Accurate]y understanding another’s | see why the 'c’jeadllne feels overwhelming given
perspective your workload.
. . . . . “l can feel how disappointed you are by the
Emotional Empathy Sharing their feelings at a visceral level rejection.”

3.2 Practical Techniques

1. Mirror & Match - Subtly align posture or pace of speech.
2. Paraphrase Plus Feeling - “You're frustrated because the process is unclear.”
3. Empathy Mapping - Note what the person says, thinks, does, feels in a quadrant chart.
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4 Respect
Dimension Everyday Practice
Autonomy Offer choices rather than directives (“Would you prefer 2 p.m. or 4 p.m.?").
Acknowledgement Use names correctly; reference prior contributions.
Equity Share airtime in meetings; rotate roles like note-taker.
Civility Maintain courteous tone even in disagreement; avoid interruptions.

5 Open Communication

5.1 Ingredients

Transparency — Explain reasons behind decisions.
Honesty — State facts without distortion; admit limits.
Assertiveness — Express needs firmly yet politely.
Receptivity — Welcome questions; avoid defensiveness.

il

5.2 Open vs. Closed Style

Feature Open Style Closed Style
Information flow Two-way, free One-way, controlled
Risk-sharing Acknowledged Hidden

Typical phrases “Here’s what I'm thinking—does it make sense?” “Just do it because | said so.”

6 Rapport-Building in the First Five Minutes

Positive First Impression - Warm greeting, eye contact, relaxed smile.

Personal Hook - Comment on a shared context (“I noticed you also use Sketch-Notes—love them!”).
Open-Ended Starter - “What sparked your interest in this project?”

Micro-Affirmations - Small nods, “mm-hmm,” or “l see.”

Small Disclosure - Share a relevant, low-risk fact about yourself (weather, commute anecdote).

uewnNheE

7 Trust-Building Continuum

Credibility —» Reliability » Intimacy - Self-Orientation (low)

Stage Key Question the Other Person Asks How to Answer Through Behaviour
Credibility “Do you know what you’'re talking about?” Demonstrate expertise with clear evidence.
Reliability “Can | count on you?” Meet deadlines consistently; follow through.
Intimacy “Is it safe to share with you?” Keep confidence; respond non-judgmentally.

Low Self-Orientation “Are you acting for us or for yourself?” Frame benefits mutually; listen more than speak.

8 Common Barriers & Remedies

Barrier Example Remedy

Assumptions Believing a quiet teammate is disengaged Ask their viewpoint directly; avoid mind-reading
Status Gaps Manager dominates talk time Invite junior voices early; set ground rules
Cultural Misalignment Direct critique seen as rude in high- Use indirect feedback methods; learn norms

context culture
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Use brief check-ins; vary formats; encourage video

Virtual Fatigue Camera-off meetings hinder cues
for key moments

9 Practical Toolkit

Situation Quick Action
First meeting with a client Use the “90-second empathy scan”: ask one personal, one project question; mirror tone.

Apply SBI + Empathy: describe Situation, Behaviour, Impact, then express understanding of
feelings.

Send agenda beforehand; during call, summarise and invite written follow-ups.to bridge
language gaps.

Post-conflict repair Acknowledge emotion (“Yesterday’s debate got heated”); restate shared goal; propose reset.

Difficult feedback session

Multicultural team update

10 Self-Practice Corner

1. Empathy Walk: Spend ten minutes imagining a colleague’s workday stresses; jot assumptions, then verify with
them.

2. Respect Journal: For one week, note moments you felt respected or disrespected; identify patterns to replicate or
avoid.

3. Openness Scale: Rate upcoming messages 1-5 for transparency; rewrite any below 3 to add reasoning or context.

4. Role-Play Lab: Pair up—one plays a frustrated customer, the other practises empathy-respect-openness cycle;
switch roles and debrief.

Chapter Takeaways

e Empathy shows you feel with the other; respect shows you value the other; open communication shows you
include the other.

e Applying all three creates rapid rapport and lasting trust, the bedrock of any productive interpersonal
exchange.

e Small, consistent behaviours—names, paraphrases, punctual follow-through—compound over time into powerful
relationship capital.

Master these habits now, @and you will navigate the remaining units—conflict management, teamwork, leadership—with
confidence and authenticity.

Chapter 2 - The Central Role of Trust in Human Interaction

1. Defining Trust From Multiple Angles

Perspective What It Really Means Everyday lllustration
Cognitive / A confident expectation that the other party will “I'm sure you'll keep my idea
Psychological protect (or at least not damage) your interests. confidential.”

A willingness to be vulnerable—to share resources,

Handing your personal laptop to a

Behavioural feelings, or control—based on that positive teammate so they can finish the slides.

expectation.

An invisible “credit line” built through past
Relational / Social interactions that smooths future ones and cushions
occasional slips.

Friends overlooking a late arrival
because “she’s proven reliable before.”
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A pattern of brain chemistry (notably oxytocin and

Neuro-Biological dopamine) that rewards cooperation and flags

betrayal.

Key Insight - Vulnerability Test

Feeling a genuine warmth during a
sincere handshake; feeling a gut
“warning” when a promise sounds
hollow.

If no meaningful risk is exposed, trust is not actually required; politeness alone can suffice.

2. Why Trust Is the Engine Oil of Human Collaboration

Function of Trust

Allows emotional openness, facilitates mutual
support.

Makes knowledge-sharing safe; fuels
cooperative problem-solving.

Confers informal authority that transcends job
titles.

Lowers anxiety; increases compliance with
advice or treatment.

Lets parties confront issues without fearing
retaliation.

Life Domain

Personal Relationships
Teams & Workplaces
Leadership Contexts
Customer / Patient Care

Conflict Resolution

Tangible Pay-Offs

More honest conversations, deeper intimacy,
resilience during stress.

Faster decisions, less duplication, higher
creativity.

Willing followership, elevated morale,
discretionary effort.

Improved health outcomes, stronger loyalty,
positive reviews.

Shorter disputes, durable agreements,
restoration of relationships.

When trust is missing people hoard information, seek confirmation, and second-guess motives—all of which inflate cost,

time, and stress.

3. The Five Pillars of Interpersonal Trust

Pillar Internal Question Observers Ask
. “Will you live the shared values even when no one
Integrity . . "
is watching?
Competence “Are you actually capable of delivering?”
Reliability “Can l'count on you again and again?”

“Do you genuinely care about my interests as well
as your own?”

“Will you keep me informed—especially when
things go wrong?”

Benevolence

Transparency /
Openness

A Practical “Trust Equation”

High-Impact Behaviours

Keep promises, act consistently across
contexts, admit and correct mistakes.
Demonstrate expertise, prepare thoroughly,
update skills.

Meet deadlines, show up prepared,
communicate delays early.

Offer help unprompted, give credit, listen with
empathy.

Share reasoning, disclose limits, invite
clarifying questions.

Perceived Trust = (Integrity + Competence + Benevolence + Transparency) + Self-Orientation
The more self-centred you appear, the more each positive factor is discounted.

4. The Trust Development Cycle

PN

prior balance.

Baseline Assumption — Cultural norms, personal history, and role expectations provide an initial trust “credit.”
Micro-Tests — Early low-risk exchanges (returning a call, minor delegation) confirm or erode that credit.
Reinforcement — Consistent behaviour steadily compounds trust like interest; inconsistency triggers monitoring.
Breach — A broken promise or perceived betrayal creates a trust debt. Magnitude depends on intent, impact, and

5. Repair — Acknowledgement + Responsibility + Remedy + Future-proofing can slowly rebuild credit. Silence or
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defensiveness accelerates erosion.

Ignoring a breach rarely keeps you in a neutral zone; unaddressed distrust silently spreads through gossip and
observation.

5. Hidden Costs of Low-Trust Environments

Cost Category Typical Symptoms

Communication Overhead Endless email loops, mandatory “cc” lists, frequent status meetings.
Decision Velocity Multiple sign-offs, long paper (or digital) trails to cover liability.

Innovation Suppression People withhold “half-baked” ideas for fear of ridicule or theft.

Well-Being Hyper-vigilance, cynicism, burnout, higher attrition.

Financial / Time Contractual enforcement, duplicated effort, rework after misunderstandings.

High-trust interactions feel swift, light, and energising; low-trust ones feel slow, heavy, and draining.

6. Practical Playbook for Building and Safeguarding Trust

Interaction Phase Specific, Observable Actions

Arrive on time; maintain eye contact; remember and use names; focus attention (devices

First Encounters .
silenced).

Set realistic deadlines; communicate why decisions are made; document agreements; share
credit for wins.

Confront issues promptly; separate person from problem; combine data with empathy; propose
concrete remedies.

Routine Collaboration

Difficult Conversations

Schedule “pulse checks” (“How are we doing together?”); mark milestones; keep learning to

Long-Term Upkeep sustain competence.

Tip: Under-promise and over-deliver is still among the fastest ways to accumulate reliability points.

7. Reading the Signals: High-Trust vs. Low-Trust Climates

g;ig:tmsatlonal Pufge High-Trust Indicators Low-Trust Red Flags

Proactive sharing, open dashboards, “pull”

Information Flow “ "
and “push” channels.

Siloed data, knowledge hoarding, rumour mill.

Feedback Culture Timely, face-saving, focused on behaviour. ;::s,elsndlrect, or punitive feedback; blame
. . Encouraged calculated experiments, Micromanagement, punishment for mistakes,
Risk Appetite . - . -
psychological safety for failure. innovation theatre.
. . Issues framed as joint problems; focus on  Personal attacks, defensiveness, unresolved
Conflict Handling .
interests. grudges.
Emotional Tone Optimistic, collaborative, energised. Cynical, guarded, fatigued.

8. Quick-Start Toolkit: Trust Accelerators in Common Scenarios

Situation High-Leverage Move

Host “coffee chats” where each member shares a non-work story; create a shared bios

Launching a Virtual Team
document.
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Learn a local greeting; explicitly invite feedback on cultural missteps; consult a cultural
liaison.

Deliver a blameless post-mortem: what happened, why it happened, how recurrence will
be prevented.

Reveal one genuine constraint early (budget ceiling, deadline); request reciprocal
transparency.

Maintain a live project dashboard visible to all; track decisions and rationales in real
time.

Collaborating Cross-Culture
Rebuilding After Error
Hard-Bargaining Negotiation

Managing Rapid Change

9. Self-Practice Corner (Micro-Exercises)

1. Personal Trust Ledger
Write down three key contacts (colleague, friend, client). Score yourself 1-5 for each trust pillar from their
perspective. Choose the lowest score and plan a visible action to improve it this week.

2. Reliability Sprint
For seven days, log every promise—large or small. Mark each “kept,
of over-commitment.

3. Apology Drill
Craft a 60-word apology structure: Acknowledge the impact » express genuine regret - briefly explain context (no
excuses) - outline corrective steps - invite continued dialogue.

4. Daily Benevolence Boost
Offer one unsolicited, relevant help (share an article, mentor a junior, praise in public). Track how your relationships
shift over a fortnight.

”ou

renegotiated,” or “missed.” Review patterns

Chapter Takeaways

e Trust turns vulnerability into cooperative power. Without it, even trivial tasks become laborious and
emotionally taxing.

e |t rests on five observable pillars—integrity, competence, reliability, benevolence, transparency—evaluated
continuously by others.

e Low-trust contexts carry hidden but serious costs: slower communication, higher stress, reduced creativity, and
financial leakage.

e Trust is never “set and forget.” It is cultivated (or squandered) in every interaction through consistency,
openness, and genuine mutual concern.

Master these dynamics now, and the upcoming units on conflict management, teamwork, and leadership will unfold with
far less friction and far greater credibility.

Chapter 3 : Identifying Sources & Types of Conflict in Communication

1 Why Study Conflict?

Communication-related conflict is inevitable whenever people exchange ideas, emotions, or resources. Far from
being purely negative, well-managed conflict can spur innovation, clarify expectations, and deepen relationships. Poorly
understood conflict, however, drains energy, erodes trust, and derails goals. The first step toward healthy management is
an accurate diagnosis of where the conflict originates and what kind of conflict you are facing.
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2 Foundational Concepts
Term Working Definition Key Take-Away
. . A perceived incompatibility of needs, goals, values, or Conflict starts in perception; real or imagined
Conflict ; . c
expectations between two or more parties clashes produce the same tension
Source The underlying condition or trigger that sparks conflict Treat the source, not just the symptoms
Tvpe The form the conflict takes, based on the parties involved or Different types require different communication
yp the issue at stake strategies

3 Primary Sources of Conflict in Communication

The table below lists eight classic sources with behavioural clues and preventive tactics. Use it as an “early-warning

dashboard” when tensions rise.

# Source of Conflict Typical Indicators g::z::‘ltefve Prevention / Mitigation Tactics
Conflicting data, Two departments
1 Information Gaps unanswered use different sales  Establish single data repositories; clarify terms;
& Ambiguity questions, figures to set summarise agreements in writing
assumptions targets
Project teams fight
Resource Competition for time, over one Transparent priority setting; rotate scarce resources;
2 X . ) ,
Scarcity budget, staff, credit  videographer’s escalate early
schedule
Two managers both
“ e o
Role & A Who’s in cha.rge. approve Nepams Write RACI charts (Responsible-Accountable-
3 Responsibility debates, duplicated  invoices, each - .
4 ,_ Consulted-Informed); communicate role changes
Overlap work rejecting the other’s
edits

A vegan employee

protests company’s Seek common higher-order values (e.qg., respect,
steak-house client  health); agree to respectful dissent

dinner

A detail-oriented
analyst clashes with Use personality assessments; assign complementary

4 Value & Belier IO O I ol
Differences judg !
language

Personality & Irritation at tone,

> Style Clashes Eace, gERolcTape, a big-picture tasks; set empathy norms
umour .
strategist
Interruptions, Senior engineer .
6 Power & Status withholding info, “turf ignores junior’s Create salfe speak rules; encourage upward
Imbalances ). feedback; leaders model humility
guarding safety concern
Misinterpretations Remote team
Communication P ! misunderstands Use plain language; back-channel summaries;
7 . language translations, . . : -
Barriers idioms on leverage visual aids

jargon overload
conference call

Bottlenecks, slow Marketing can't

Structural or launch ads until Map and streamline processes; add agreed service-
approvals, unclear :

Process Flaws legal reviews every level agreements (SLAs)
workflows word

Quick Diagnostic Tip

Ask, “If we fixed information, would tension vanish?” If yes, you likely have an Information Gap conflict. If no, probe

deeper—perhaps values or power are at stake.
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4 Key Types of Conflict
4.1 By Relationship Level
Level Parties Involved Signature Issues
Intrapersonal One individual vs. self Doubt about choices, role strain, moral dilemmas
Interpersonal Two people (peers, friends, manager-staff) Misunderstood tone, unmet expectations
Intragroup Individuals within the same team Task distribution, social loafing, identity sub-cliques
Intergroup Two or more teams/departments Resource allocation, territoriality, silo mentality
Inter-organisational Separate organisations or alliances Contract terms, market share, intellectual property
4.2 By Issue Orientation
Orientation Focus of Disagreement Potential Upside Special Risk

Can slip into personal

Task/Content Conflict Facts, ideas, methods, decisions Better solutions via debate .
attacks if ego enters

How work is done—timelines,

Process Conflict roles Streamlined workflows Paralysis if prolonged
Relationship Conflict Interpersonal dislike, value clash Low—often drains energy rSnporreae:gs quickly, harms
Status Conflict Relative power, recognition gi?:;: M§rarchy or merit Turnover, sabotage

. . . . Emotional clarity when Escalates rapidly, clouds
Affective/Emotional Conflict Hurt feelings, anger, fear Zesoived reasoning
4.3 By Duration & Visibility
Dimension Sub-Types Management Implication
Duration Acute (short-term flare-up) vs. Chronic (long-running) acgg?:é?ecsonﬂlcts demand structural fixes, not quick
Visibilit Overt (explicitly expressed) vs. Covert (hidden, Covert conflicts require trust-building to surface real

y passive-aggressive) issues

5 Conflict Source-Type Matrix

Use the matrix below to pinpoint the DNA of any conflict. Locate the row matching the likely source and the column
matching the type you observe; the intersecting cell suggests a tailored inquiry focus.

Source \ Type Task/Content Process Relationship Status Emotional
Information Gap Invites data audit Icnlglr;g workflow data Rare Rare Low
Resource Scarcity Prioritise scope Re-plan timelines Blame cycles Turf claims Medium
p , o
Role Overlap Decide accountabilities Re-map hand-offs f;l:letlwiﬁgssboss. High Medium
Value Difference Ethical arguments Policy redesign Moral judgement Medium  High
Personality Clash Stylle friction on Meeting-flow disputes High tension Medium  High
deliverables

Power Imbalance Decisions questioned Approval bottlenecks  Fear-based silence Very High High
Communication Barrier Translation errors Remote-tool gaps Misread tone Medium  Medium
Structural Flaw Conflicting KPIs Broken escalations Frustration spreads High High
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6 Early Warning Signals
Signal Category Red Flag Behaviours Suggested Immediate Action
Verbal Sarcastic tone, abrupt “fine.” Paraphrase content + emotion: “Sounds like you’'re worried

about timing—Ilet’s unpack.”

Pause meeting; check-in privately: “l noticed you seemed

Non-Verbal Eye-rolls, crossed arms, silence ”
concerned—can we talk?

Repeated missed deadlines, endless

Process : Convene brief root-cause huddle; realign roles/data
email loops
Relational ﬁqoeceli\ilnzf'clusmn, meeting after the Hold team retro; reinforce psychological safety

7 Practical Toolkit for Conflict Detection

1. Stakeholder-Map Scan
o List all parties.
o For each, note interests (what they want) and power (ability to block).
o Conflicts often hide where interest is high and power feels threatened.
2. 5-Whys Inquiry
o Ask “Why?” up to five times on the presenting problem.
o The 3rd-5th “Why” usually surfaces the true source (values, role, structure).
3. Conflict Journal
o After each tense exchange, jot: Who, What, Where, When, Emotion Felt, Possible Source, Type. Patterns will
emerge over a week.
4. Heat Map
o Colour-code sections of a workflow diagram by frequency of disputes.
o Hot zones often reveal process or resource clashes.

8 lllustrative Case Study

Scenario

A software team (developers, QA, UX) misses two sprint deadlines. Devs blame QA for “last-minute defect floods”; QA
blames Devs for “sloppy code.”

Diagnosis
¢ Source: Structural & Process (bug triage timing) + Resource Scarcity (not enough QA staff)
* Type: Intragroup Task and Relationship Conflict

Detection Clues

e Passive-aggressive JIRA comments (covert relationship conflict)
e Repeated defects discovered late (overt process conflict)

Remedies Applied

1. Shifted daily stand-up to earlier hours so QA could flag issues same-day.
2. Added one contract tester (resource).
3. Facilitated empathy workshop (relationship repair).

Outcome: Velocity improved by 30 % and inter-team sentiment survey rose from 2.8 - 4.1/5 within two sprints.
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9 Self-Practice Corner

1. Conflict Autopsy Recall a recent disagreement. Map source and type using the matrix. Write a 150-word
reflection on what you misdiagnosed.

2. Role-Play Radar In trios, Person A & B enact a subtle conflict (given by facilitator). Person C observes and lists
all red flags and hypothesised sources. Rotate roles.

3. Heat-Map Exercise Draw your team’s workflow. Mark points where delays or friction often occur. Compare maps
within the group; discuss structural fixes.

4. Values Card Sort Each team member ranks ten value cards (e.g., speed, accuracy, creativity). Discuss top three
overlaps and mismatches to pre-empt future value conflicts.

Chapter Takeaways

e Conflict stems from specific, identifiable sources—data gaps, scarce resources, mismatched roles, clashing
values, personalities, power, barriers, or flawed structures.

e |t manifests in predictable types—task, process, relationship, status, emotional—across intrapersonal to inter-
organisational levels.

e Early detection relies on vigilance for verbal, non-verbal, process, and relational signals.

e Accurate diagnosis via tools (5-Whys, heat maps, source-type matrix) guides customised solutions, turning
potential dysfunction into dialogue and progress.

Master these diagnostic skills now, and the next chapters—on conflict resolution strategies, negotiation, and
mediation—will feel intuitive and actionable.

Chapter 4 - Applying Conflict-Resolution Techniques

(Negotiation - Mediation - Collaborative Problem-Solving)

1 Why Conflict-Resolution Skills Matter

e Unresolved conflict raises stress, slows decisions, and erodes trust.

e Resolved well, conflict becomes a catalyst for creativity, a test of relationships, and a driver of continuous
improvement:

e Three cornerstone techniques—negotiation, mediation, and problem-solving—equip you to address disputes
proactively, respectfully, and productively.

2 An Overview of the Techniques

Technique Core Purpose Typical Setting Who Leads? Key Success Factor
o Regch agreement tr)at Salary talks, contract The disputing Thorpugh preparation

Negotiation satisfies each party’s ) . + principled

; terms, project scope parties themselves -

interests concessions

Facilitate dialogue when Workplace disputes, . .
Mediation parties stall or emotions community conflicts, family Neut.ral third-party  Impartiality +

- . mediator structured process
run high issues

Jointly diagnose root
causes and design win-
win solutions

Cross-functional process All stakeholders in  Shared definition of
flaws, quality issues workshop style the problem

Collaborative
Problem-Solving
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3 Negotiation — Crafting Mutually Acceptable Agreements
3.1 Preparation: The 5-P Checklist

Purpose - What do you really need? (e.g., a delivery date, not “to win”)

People - Who must be at the table? What are their roles and decision power?

Positions vs. Interests - List positions (“l want X50 L) and underlying interests (“Fair pay, recognition, stability”).
Priorities - Rank issues; identify trade-offs.

Plan B (BATNA) - Best Alternative to a Negotiated Agreement. Know your walk-away option.

Al

3.2 Phases of Negotiation

Phase What Happens Helpful Behaviours

1. Opening & Rapport Exchange pleasantries, set tone Use names, express collaborative intent

2. Information Exchange Share needs, constraints, data Ask open questions, practise active listening

3. Bargaining Propose options, make concessions -(Ia—:‘?edres Ii?]vz'epr:;os”g :;inzr%;?l:%h'pr'or'ty gains; frame
4. Closing Summarise agreement, confirm details Restate terms aloud; put in writing

5. Implementation Carry out commitments Set milestones, accountability, review dates

3.3 Distributive vs. Integrative Approaches

Feature Distributive (“Win-Lose”) Integrative (“Win-Win")

Resource View Fixed pie Expandable pie

Tactics Anchoring high/low, limited disclosure Full-interest disclosure, brainstorming
Outcome One gains more; relationship risk Mutual-gains; relationship preserved

Use distributive tactics sparingly and ethically; favour integrative for long-term partnerships.

3.4 Negotiation Toolbox

e MESOs (Multiple Equivalent Simultaneous Offers) — present several packages of equal value to you; reveals
partner priorities.

e Objective Criteria — reference standards (market rates, legal norms) to justify positions.

e Concession Pattern — small-small-large encourages reciprocity; avoid large early concessions.

¢ Emotional Labeling — “It sounds like the timeline pressure worries you.” Defuses tension.

4 Mediation — Guiding Others Toward Consensus

4.1 Roles & Responsibilities

Role Function
. Neutral facilitator; manages process, ensures fairness, keeps focus on interests,
Mediator
not blame
Parties Voice concerns, propose options, own final decision

Observers/Support Persons (optional) Offer expertise or moral support under mediator’s rules

4.2 Mediation Stages

1. Pre-Mediation
o Separate intake meetings: gather histories, set expectations, sign confidentiality forms.
2. Mediator’s Opening Statement
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o Explain rules, assure neutrality, outline process.
3. Party Statements

o Each side speaks uninterrupted; the mediator summarises key interests.
4. Joint Discussion & Agenda Setting

o ldentify agenda issues; prioritise.
5. Caucus (Private Sessions)

o Optional; explore sensitive interests, test options.
6. Negotiation & Option Generation

o Bring parties together to co-create solutions.
7. Agreement Drafting

o Write clear, actionable terms: who, what, when, review clause.
8. Closure

o Sign agreement, schedule follow-up, celebrate progress.

4.3 Mediator Skill Set

Impartial Rephrasing — neutralises loaded language.

Process Control — sets ground rules, manages time.

Reality Testing — probes if proposals are practical.

Confidential Shuttle — moves offers between parties while protecting sensitive data.

4.4 Ground Rules Example

Speak one at a time.

Use “I” statements; avoid accusations.

Confidentiality: nothing leaves the room unless all agree.
Attack the problem, not the person.

5 Collaborative Problem-Solving — Fixing Systems, Not Just Symptoms

5.1 Seven-Step Model

Step Key Action Tool Suggestions

1. Define the Problem Crafta problem statement everyone accepts “How-might-we” framing

2. Analyse Root Causes Look beyond surface issues Fishbone diagram, 5 Whys

3. Generate Options Brainstorm freely, then cluster themes Brainwriting, SCAMPER

4. Evaluate & Select Score options against criteria (cost, feasibility) Decision matrix

5. Plan Implementation Assign tasks, set timeline, resources Gantt chart, RACI grid

6. Execute Solution Launch pilot, monitor KPIs Kanban board, daily check-ins
7. Review & Learn Debrief wins and gaps; update processes After-action review template

5.2 Mindsets for Success

e Joint Ownership — shift from “your fault/my fault” to “our system.”
o Data-Driven — agree on metrics before arguing about performance.
e Future-Focused — concentrate on “what now” rather than “who erred.”

6 Integrating the Techniques — An Escalation Ladder

Self-Negotiation — Resolve internally (intrapersonal conflict).
Direct Negotiation — Talk with the other party.

Facilitated Meeting — Bring in a neutral chair for structure.
Mediation — Engage a trained, neutral mediator.

il S
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5.

Arbitration or Legal Routes — Binding third-party decision (outside chapter scope).

Move upward only when the lower rung fails or stakes warrant.

7 Practical Toolkit — Quick-Reference Cards

Situation “First Move” Backup Technique
Team members disagree on Use interest-based negotiation: “What purpose Bring Ul lead as facilitator for a
design choice does each design serve?” mini-mediation

Vendor misses delivery twice

Schedule fact-finding call, propose MESOs (split Escalate contractually with mediator

shipment, discount, expedited courier) present
Two departments blame each Convene collaborative problem-solving If blame persists, appoint mediator
other for process delays workshop; map entire workflow for relationship repair

8 lllustrative Case Study

Scenario
A hospital’s doctors and nurses clash over a new electronic charting system: doctors call it “cumbersome,” nurses find
doctors’ incomplete entries risk patient safety.

Step 1 — Negotiation Attempt
Joint meeting: doctors request voice-to-text; nurses want mandatory fields. Talks stall over budget fears.

Step 2 — Mediation
Neutral health-informatics specialist mediates. Parties share interests: efficiency (doctors) and accuracy (nurses).
Specialist proposes pilot of voice dictation plus colour-coded mandatory prompts. Consensus reached.

Step 3 — Collaborative Problem-Solving
Mixed team analyses pilot data, refines screen layout, and develops two-minute “chart-smart” micro-lessons. Charting
time drops 18 %; error rates fall 22 %.

Outcome: Relationship warmth returns; hospital adopts the refined system hospital-wide.

9 Self-Practice Corner

1.

BATNA Drill — Pick an everyday negotiation (rent, allowance). Define your BATNA, the other side’s probable
BATNA, and a win-win option.

. Mediator Role-Play — In trios, two argue a scripted dispute while the third practises mediation stages; rotate

roles and debrief.

. Root-Cause Race — Take a recent process hiccup. In teams, use 5 Whys to reach a root cause in under eight

minutes. Present findings.

. Reflection Journal — After any conflict this week, note which technique you used, what worked, and one

improvement for next time.

Chapter Takeaways

Negotiation secures mutually satisfactory agreements when you prepare thoroughly, focus on interests, and
manage concessions strategically.

Mediation introduces a neutral process guardian who restores dialogue and guides parties toward self-crafted
solutions.

Collaborative problem-solving tackles systemic or technical conflicts by marrying diverse expertise in a
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structured, data-driven workflow.

e Selecting and sequencing these techniques wisely converts friction into forward motion—strengthening
relationships, sharpening processes, and elevating outcomes.

Chapter 5 - Enhancing Team Communication Through Roles,

Responsibilities & Collaboration Strategies

1 Why Focus on Team Communication?

When individuals become a team, complexity spikes: more perspectives, cross-dependencies, and competing priorities.
Clear, structured communication:

Aligns Purpose — members know why the team exists and how their work supports it.

Reduces Duplication & Gaps — well-defined roles prevent overlap and “That’s not my job” holes.
Accelerates Decision-making — responsibilities clarify who decides and who executes.

Amplifies Innovation — deliberate collaboration strategies surface diverse ideas and convert them into action.
Strengthens Morale & Trust — everyone sees how their contribution matters and how to seek help.

uewNE

2 Clarifying Roles and Responsibilities
2.1 Key Concepts

Term Meaning Benefit
Role A broad, ongoing set of expectations (e.qg., Project Manager) Defines primary contribution domain

A specific duty or deliverable inside the role (e.g., publish weekly
status report)

Authority The scope of decision power attached to a role Prevents endless consensus loops
Accountability Obligation to answer for results Cultivates ownership mindset

Responsibility Pinpoints accountability

2.2 Tools for Clarity

1. RACI Matrix
o Responsible: does the work
o Accountable: final decision, owns outcome
o _Consulted: gives input before action
o Informed: kept in the loop
Tip: build RACI at project kickoff; revisit after major scope changes.
2. Role Charters
o One-page doc per role: purpose, key tasks, decision boundaries, required skills, KPIs.
o Share in a team wiki for easy reference.
3. Delegation Poker (for managers)
o Cards 1-7 indicate autonomy levels—from “| decide and tell you” to “You decide and tell me.”
o Align expectations before handing off a task.

3 Collaboration Strategies for High-Performance Teams
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3.1 Communication Architecture

Layer Components Purpose

Core Daily stand-ups, Kanban board, shared files Synchronise immediate tasks
Strategic Weekly retrospectives, roadmap reviews Adjust direction and process
Relationship Virtual coffees, off-sites, shout-outs Deepen trust and recognition
Knowledge Wikis, playbooks, recorded demos Capture and spread know-how

3.2 Meeting Design Framework

Objective-First — one clearly stated outcome; cancel if none.
Right Attendees — decision-makers + key contributors; others receive summary.
Time-Box & Agenda — allocate minutes per topic; use parking lot for extras.
Roles in the Room

1. Facilitator: keeps flow, neutral

2. Timekeeper: monitors schedule

3. Scribe: records decisions & actions
5. Close with Action Review — who does what by when; post minutes‘within 24 h.

il

3.3 Asynchronous Collaboration

¢ Documentation-First Rule — update ticket/wiki before calling a meeting.
o Threaded Discussions — one topic per thread; summarise conclusions at top.
e “Two-Hour Rule” — if chat back-and-forth exceeds 2 hours without resolution, escalate to synchronous call.

3.4 Cross-Functional Alignment

Practice How It Works Payoff

Objectives & Key Results include joint metrics (e.g., “Launch feature L .
Shared OKRs with <2 % bug rate”) Encourages win-win mindset
Embedded Liaisons Representative from Dept A attends Dept B’s stand-up Real-time knowledge transfer
Demo Days Monthly show-and-tell of deliverables Collective learning & visibility

4 Building Psychological Safety
High-performing teams share two habits:

1. Equal Conversational Turn-Taking—everyone speaks roughly the same total time over a week.
2. Average Social Sensitivity—members notice and respond to emotional cues.

Tactics

e Begin meetings with a one-word check-in (“energised,” “overloaded”).
e Rotate facilitation so quieter voices lead discussions.
e Accept and normalise fallibility: leaders admit mistakes openly.

5 Conflict-Resilient Communication Channels

Channel Best For Guardrails

Instant Messaging Quick clarifications, alerts Use threads; no complex decisions

Email Formal records, external updates One topic per email; bold asks

Project Boards Task status, dependencies Keep cards small; include owner, due date
Video Calls Brainstorming, sensitive talks Cameras on if bandwidth allows; recap in chat
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Face-to-Face/Huddles Relationship repair, strategy resets Summarise agreements in shared doc

6 Case Study: From Chaos to Cohesion

Scenario
A software start-up’s launch team missed two critical milestones. Developers claimed marketing kept changing specs;
marketing said dev updates were opaque. Morale dropped.

Intervention Implementation Result
Roles Wrote role charters; dev lead became single technical point of Eliminated “who owns what”
contact arguments
RACI Built matrix for each launch task Reduced duplicate work 30 %
Comm Architecture Introduced daily 15-min stand-ups + Confluence wiki ;s:g;sgseurfaced 3 days earlier on
. Started “Failure-of-the-Week” spotlight with kudos for lessons Engagement scores rose from 58 %
Psychological Safety 2
learned - 87%
Next milestone hit 5 days early with 40 % fewer last-minute
Outcome fi
xes
7 Practical Toolkit
Situation Quick-Start Move
New project kickoff Run a Role Charter Workshop—each member drafts and presents their one-pager
Mid-project churn Map tasks on a Kanban board; colour-code blockers; assign owners live
Cross-team dependency Hold a Joint OKR Session to craft one shared key result
Remote onboarding Pair newcomer with a Buddy + give a checklist of key Slack channels, wiki pages

Repeated miscommunication Conduct a Team Retro focused on “Start-Stop-Continue” behaviours

8 Self-Practice Corner

1.

Role Charter Draft: Pick a current team role you hold. Write a 200-word charter covering purpose, top 5
responsibilities, decision limits, and success metrics.

. RACI Drill: Take a simple event (e.g., webinar). Draft a quick RACI table; share with a peer and refine.
. Meeting Makeover: Audit one recurring meeting. Apply the Meeting Design Framework and observe effectiveness

for four weeks. Log changes.

. Asynchronous Challenge: For one week, resolve all inquiries that can be answered asynchronously via

documented notes before scheduling any call. Record time saved.

Chapter Takeaways

Explicit roles and responsibilities are the foundation of smooth team communication; ambiguity breeds
friction.
A layered communication architecture balances immediacy with documentation, ensuring nothing slips through
cracks.

e Collaboration strategies—from shared OKRs to demo days—align diverse talents toward common results.
e Psychological safety turns communication structures into thriving human systems where ideas flow and risks are

shared.
Equip your team with clear roles, robust channels, and safety to speak, and you convert collective potential into
consistent, high-impact performance.
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