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Personalising the chat

Spend some time finding out how 
the person is – don’t dive straight into 

‘the work conversation’.

Use people’s names at points throughout 
the conversation helps when face to face 

and virtual.

Remember and refer to information that 
we have about them, e.g. understanding 

their unique situation will help personalize 
your conversations.

Keep it clear and simple – by using
simple language, we are more likely 

to build rapport.

Being available 

Remember that this means being available, 
both mentally and physically.

Did you know that people are worse 
at conducting tasks, remembering 

information and paying attention, if they 
have a mobile phone within eye shot?  

Virtually it’s even more important to put 
away distractions.  Turn your camera on 

and emails and phone off.

Also, if you are in the middle of a task, 
you are less likely to listen attentively than 

if you take a few minutes to finish what 
you’re doing. 

If a people come to you for a 
non-urgent, but important chat say 

something like: ‘Can you just give me a 
few minutes to finish this email, then 

I’m all yours.’

Being open and having
chats on-demand

If you are instigating the chat, you can 
spend time thinking about when and 
where it will take place, to ensure the 

best outcomes – if it needs to be virtual, 
how can you influence the set up?

However, chats can often be ‘off the cuff’. 
In these situations, be mindful of how 
available and how open you are being. 

Think about how you present to others. 
People find it easier to chat to someone 
who makes eye contact, smiles and uses 

positive language. Even if you are chatting 
on the phone, you can tell if someone is 

smiling – matching their tone even virtually 
is important.

Did you know that you are more likely to 
show positive behaviours by thinking of 

something that makes you smile or laugh, 
before you head off for a chat?

Being future focused

Instead of commenting on things you can 
see in the rear-view mirror, how about 

looking to the road ahead? 

Great chats:
Consist of  future-oriented options and 
solutions, rather than purely positive or 

negative criticism.

Focus on precise actions, rather than 
general principles. Empower people by 

offering them opportunities for 
development. Being clear on expectations 
and outcomes and timings are even more 
important in a hybrid world.  Have mutual,  

respectful and not judgmental 
conversations about workloads and 

outcomes will help to solve potentially 
recurring negative experiences.
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