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Effective Communication Skills to
Maximize player productivity

Off the Bench

“Remember that what gets talked about and how it
gets talked about determines what will happen. Or
won't happen. And that we succeed or fail,
gradually then suddenly, one conversation at a
time.”

~ Susan Scott

Susan Scott – Goodreads Link
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GOOD BAD
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The STAR/AR Feedback Model

Use STAR when you
want to deliver

positive feedback

ACTION

SITUATION TASK

RESULT
ACTION

RESULT

ALTERNATIVE
ACTION

ALTERNATIVE
RESULT

SITUATION TASK

Use STAR/AR when you
want to give constructive
feedback with advice of

what to do going forward
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Feedback is a 2-Way Street
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Delivering a difficult
message is like throwing a
hand grenade…there’s not
a way to throw a hand
grenade with tact or to
outrun the consequences.

~ Difficult Conversations
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Don’t / Do
Diffuse with Contrast

Violence
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Ask

Paraphrase

Pump

Handling Silence
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The Formula: 15,000 Leaders / 300 Companies
What the Best Leaders Do:

1) Clearly define what winning looks like
2) Spell out your “preferred culture”
3) Set stretch targets
4) Connect to the big picture
5) Develop an ownership mentality
6) Improving performance through transparency
7) Increase performance through employee engagement
8) Storytelling
9) Communication
10)Taking the time to celebrate
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Thank You
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