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Session 7:
Communication
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Make or Break…

• Communication can make or break a
chapter and your year as an officer.

• Good communication engages and
motivates your members, and can create
partnerships with outside entities, such as
other organizations or volunteers.

• Bad communication can do the opposite,
causing members to feel “out of the loop”,
disengaged, and unmotivated to
participate.
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Communication is a Flawed System
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Picture a 
tree in your 

mind…

• The messages we send are interpreted
differently than the way they are intended.
Words have multiple meanings based on
the listener’s experience, perception, and
knowledge.

• Add in other distractions and “static” and
you have a recipe for miscommunication
and lack of clarity.

• There are ways to combat some of the
problems of communication however, such
as understanding styles.



5

Communication Styles

• Comprehending different communication
styles is a critical way to better understand
intended messages. It also allows you to
craft your messages in order to align
better with the way your listener
communicates.

• Understanding different communication
styles can help you deal more effectively
with difficult personalities.
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Communication 
Styles: 

Assertive

• The assertive communication style is self
confident but still respectful of others. This
is considered one of the most effective
speaking styles as it is direct, but not
aggressive.

• This style is marked by the speaker using
medium tone, a confident and relaxed
posture, good eye contact, and even hand
gestures.
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Communication
Styles: 

Aggressive

• The aggressive communication style is
generally one in which “winning” is the
ultimate goal.

• This is considered a generally ineffective
communication style because listeners will
react to the tone instead of the message.

• This style is marked by the speaker using
loud or hostile tones, domineering
postures, direct or challenging eye
contact, and big and fast hand gestures.
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Communication 
Styles: 

Passive-
Aggressive

• The passive-aggressive communication
style seems passive or nice on the
surface, however the hidden message is
one of anger or resentment.

• This style is marked by the speaker using
a nice or sweet tone tone, posture is subtly
defiant or sarcastic, and facial expressions
can be seen as condescending.

• People with a passive-aggressive
communication style are usually reacting
to feeling powerless in a situation.
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Communication 
Styles: 

Submissive

• The submissive communication style is
generally one in which the goal is avoiding
conflict at all costs.

• This style is marked by the speaker using
a quiet or soft tone, weak posture with the
person “folding in” on themselves, indirect
or no eye contact, and small hand
gestures.

• People who use this communication style
will seem to apologize for themselves
frequently and will give in immediately
when challenged.
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Communication 
Styles: 

Manipulative

• The manipulative communication style is
generally one in which the goal is the
speakers own advantage - generally
through influencing or attempting to control
the listeners actions.

• This style is marked by the speaker using
a patronizing or insinuative tone, and
emotionally manipulative language or
statements.

• An example would be a speaker who is
“fishing” for something.
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Communication Platforms

• Understanding different communication
platforms allows us to craft messages that
align better with the way the listener
understands messages and
communicates.

• Different platforms are more useful for
differing outcomes.

• Choosing how you communicate is just as
important then the message. Agreeing on
communication platforms in advance of
communication is a best practice.
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Platforms: 
Face-To-Face

• Face-to-Face communication lowers the
potential of miscommunication.
– It provides the highest level of shared meaning

because the speaker and listener can see each
others body language and hear each others tone.

• Face-to-Face is a more personal way to
communicate and should be utilized, if
possible, when the message is critically
important.

• Face-to-Face is most often two-way
communication and does not necessarily
create a record.
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Platforms: Mail

• Mail is an effective way to have one-way
communication and is considered a “formal”
method of communication.

• This method should be considered for formal
issues such as invitations to dignitaries,
requests from other entities including
government officials, and legal notices.

• You can also use mail to provide a physical
aspect to your communication, such as
sending a postcard with upcoming chapter
events.
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Platforms: 
Phone Calls

• Yes, phones make calls too. 

• Phone calls are an effective two-way
communication platform because both
speaker and listener can seek clarification
in real-time.

• Calls may not be as effective as face-to-
face, because you cannot see one
another, but they are easier to plan and
make happen.

• An occasional phone call is very powerful.
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Platforms: 
Text Messaging

• Text messages can be both two-way or one-
way communication.
– Sender and receiver can message back and forth.

– Sender can deliver a blast to multiple audiences
as an update.

• Communication does not need to happen at
the same time. Many people do not respond
instantly to texts.

• Texting is instantaneous and can reach or
include large amounts of people
simultaneously.
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Platforms: 
Email

• Email is an effective way to have one-way
communication. Recipients can respond, but
the response is not necessarily immediate.

• Like mail, you can send larger amounts of
information to a larger number of people. You
can also use email communications more
frequently than mail. People expect to get
multiple emails from organizations.

• Personal emails can also be sent to organize
projects or meetings.

• Email creates a record of communication.
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Platforms: Social Media

• Social media can be an effective
communication platform depending on your
members / audience. However, there is no
expectation of privacy in social media.

• Facebook events, and public social media
pages are a good way to promote your
chapter events. Just don’t over-rely on them.

• Private member-only pages can be an
informal way to pass on information, and can
also encourage unity between members, ie.
asking for member-to-member help, creating
inside jokes, etc.
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Platforms: WhatsApp

• WhatsApp is a platform that allows for
group messaging, much like a group text.

• WhatsApp uses a phones data or Wi-Fi,
therefore avoiding SMS fees. It may be an
alternative if your group does not have
unlimited text messaging.

• You can also add more people than
texting, keep different groups easily (e.g.
Board, Members, etc.), and assign names
to multiple groups.
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Platforms: Calendar

• People may not consider a calendar a
communication platform, but it communicates
dates of chapter events and projects.

• A shared or public calendar can be beneficial
to promote projects and events that you want
public participation in.

• Also consider having an internal calendar for
your members with chapter-only socials and
key dates to remember.
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Best Practices for 
Communication
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Best Practices: Find Out the 
Audience’s Preference for 

Communication.

• Find out how your audience prefers to
receive communication. People are more
likely to listen to your message by using a
form of communication that they prefer.

• Some people also have preferences for
when communication takes place. Some
people don’t like to be interrupted at
certain times of the day (ie. dinner time, or
during the work day). Make sure you are
taking this into account when reaching out.
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Best 
Practices: 
Consider 

Accessibility 
to the 

Selected 
Platform 

• Find out how your audience can
communicate. Constraints may make
certain platforms for communication
unavailable to certain individuals.
– For example, people who can’t use personal

phones at work may prefer email or
scheduled face-to-face communications.

– Using Facebook exclusively doesn’t work well
if you have members who don’t have
Facebook or don’t check it often.
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Best Practices: Use the Correct 
Platform for the Message 

• Best practice would include tailoring your
communication platform with the message
you are sending.

• Examples:
– Mail is not a good choice for short timeframes

or items that require an immediate response.

– It would be inappropriate to put formal legal
communications in a Facebook post.

– Frequent, informal communications are
generally ok when using social media
platforms.
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Best Practices: Communicate 
Early, Communicate Often

• Make sure you are not waiting until the last
minute to communicate time-sensitive
information like upcoming deadlines or dates.

• Also, consider using multiple platforms and
messages in order to communicate
information. An example may be for an
upcoming project, put a date on a calendar at
the beginning of the year, make a Facebook
event weeks before the event, send a
reminder email 2 weeks before & the day
before, send a last-minute reminder text.
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Best Practices: 
Be Clear, 

Concise, and 
Consistent

• Don’t bury the punch line of your message
in a bunch of unnecessary information.

• Answer all of your audience’s potential
questions up-front in a clear format. For
events, make sure you are answering -
who, what, where, when, and why.

• Sometimes images can help provide
clarity, however, sometimes they can
confuse the reader. Make sure to use
them appropriately.
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Best Practices: Make Sure Your 
Team Reinforces the Message

• Besides using multiple platforms and
multiple touch points, communication
should be coming from multiple people.

• Your team should all be communicating
the same messages to your audiences.

• Having it come from multiple people will
reinforce the message, as well as prevent
the audience from “tuning out.”
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Best Practices: Follow Up to Ensure 
the Message Was Received

• The best way to see if your message is
being understood correctly is through
following up and asking.

• Getting feedback can also help you to
refine your message in order to
communicate more effectively in the
future. This could be as simple as
requiring RSVP’s or checking open rates
on email newsletters.
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In Summary...

• Good communication can make or break a
chapter. Since communication is flawed,
additional time needs to be devoted for
effective messaging.

• Understanding differing styles of
communication can help you build rapport
and better understand the people in your
chapter.

• Utilizing best practices in your own
communication can help you be more clear
and can improve your relationships as well!
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Stay tuned for Session 8 where 
we will explore Public Relations!


