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1 Key 
Communication Tools

Questions

The value of Questions

Information gathering

Dialogue/rapport

Gaining Commitment or 
agreement

Controlling the meeting

Types of Questions

Open Who? What? Where? When? 
Why? How?

Closed Demands a Yes/No answer

Catch-all To ensure we have covered all 
points before we move on

Value
Insightful questions designed 

to demonstrate the value I 
bring

Listening

No point asking good 
questions if you don't listen to 

the answer

Listening is really hard

Easy to get distracted

Concentrating on what I will 
say next not listening 

thoroughly to what is being 
said

Anticipation - I know what you 
are going to say, so I don't 

need to listen

Active Listening

Paraphrasing

Summarising what you have 
just heard so the speaker can 
validate you have understood 

what they intended

Demonstrates you care

Builds Trust and Rapport

Reduces communication 
misunderstandings

Often earns you further 
information

Silence

Better to remain silent and be 
thought a fool than to speak 

out and remove all doubt

Pauses can add credibilty to 
what you say.  Rushing looks nervous

Lack of patience with the 
pause can lead to:

Asking multiple questions 
when the first one was good

Interupting (either their answer 
or their thought processes)

Getting the answer you wanted 
rather than the one they 

believe


