MSS SUCCESS SPACES
Units 2K-2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568

0995 846 2495 0917 123 1017

info@msscorporation.com.ph

www.MSSCorporation.com.ph ‘

WORKPLACE COMMUNICATION SKILLS TRAINING IN THE PHILIPPINES
CLEAR TO CONNECT

Practical Workplace Communication for Clear Messages, Active Listening, Professional

Conversations, Assertiveness, Feedback, Collaboration, Conflict Prevention, and Better
Working Relationships

®@0e6 ©

This program is strategically developed for organizations searching for Workplace Communication Skills
Training in the Philippines, Training on Workplace Communication Skills in the Philippines, Communication
Skills in the Workplace Training in the Philippines, Training on Communication Skills in the Workplace,
Workplace Communication Training in the Philippines, Training on Workplace Communication in the
Philippines, Communicating in the Workplace Training in the Philippines, and Training on Communicating
in the Workplace in the Philippines.

The program develops communication not merely as the ability to speak well, but as the ability to create shared
understanding that enables people to work together effectively.

In the workplace, communication affects:
e Productivity;
o teamwork;
¢ leadership;
e employee engagement;
e customer service;
e problem solving;
e decision-making;
e delegation;
e accountability;
o conflict;
e safety;
e execution;
e organizational culture.

An employee may possess strong technical capability and still create problems when he or she:
¢ Gives unclear instructions;
e assumes rather than confirms;
o fails to listen;
e communicates too much or too little;
e uses the wrong channel;
e reacts defensively;
e avoids difficult conversations;
e sounds aggressive;
e sounds passive;
e gives vague feedback;
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e withholds important information;

¢ misunderstands tone;

e communicates emotionally;

e sends messages without sufficient context;

o fails to clarify responsibilities;

e or assumes that because something was said, it was understood.

Clear to Connect: Workplace Communication Skills Training in the Philippines equips employees and leaders
with practical communication behaviors that help them express themselves clearly, listen actively, ask better
questions, adapt messages, communicate assertively, give and receive feedback, manage misunderstandings,
handle difficult workplace conversations, and close communication loops.

The program introduces the proprietary MSS C.L.E.A.R.™ Workplace Communication Framework:
e C — Clarify the Purpose, Message, Audience, and Desired Outcome
e L —Listen Actively and Learn the Other Person's Perspective
o E — Express Ideas Clearly, Professionally, and Constructively
e A — Adapt the Message, Channel, Style, and Approach
¢ R — Resolve Misunderstandings and Reinforce Shared Understanding

Following MSS Corporation's EnterTRAINment methodology, approximately 30% of the program consists of
concise facilitator input and 70% consists of communication exercises, listening drills, message-

development activities, workplace scenarios, feedback practice, difficult-conversation simulations, and
practical application.

TRAINING OVERVIE

Most workplace problems are not caused by complete absence of communication.
People are usually communicating.
The issue is often that they are communicating ineffectively.

Someone says:
“l already told them.”

The other person responds:
“That wasn't what | understood.”

A manager says:
“l thought the instruction was clear.”
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The employee says:
“l didn't know you needed it today.”

One department says:
“We already emailed you.”

Another says:
“Nobody told us this was urgent.”

An employee says:
“l was only giving feedback.”

The coworker hears:
“You're attacking me.”

Communication becomes especially challenging because the workplace involves:
o Different personalities;
o functions;
e levels of authority;
e generations;
e professional backgrounds;
¢ communication preferences;
o workloads;
e expectations;
e cultures;
e working arrangements;
¢ emotional states.

The message that leaves one person's mouth or keyboard is not automatically the message that reaches another
person's mind.

A useful communication process therefore requires more than:
Sender — Message — Receiver

It requires:
Purpose

!

Message

1
Appropriate Channel

l

Clear Delivery

!
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Listening and Interpretation
!

Clarification

!

Feedback

l

Confirmation

!
Shared Understanding

l

Action

Strong workplace communication should answer:
What am | trying to accomplish?

What does the other person need to know?
What might they misunderstand?

What is the best way to communicate this?
Have | listened to their perspective?

Did we reach the same understanding?

What happens next?
This Training on Workplace Communication Skills in the Philippines develops communication as a practical
performance capability rather than simply a personality trait.

TRAINING GOAL

To equip participants with practical workplace communication skills that enable them to communicate clearly,
listen actively, ask purposeful questions, adapt messages appropriately, demonstrate assertiveness and
professionalism, give and receive feedback constructively, prevent unnecessary misunderstandings, manage
difficult conversations, and strengthen collaboration and working relationships.

TRAINING OBJECTIVES

By the end of the program, participants should be able to:
1. Explain why effective workplace communication directly affects organizational performance;
Apply the MSS C.L.E.A.R.™ Workplace Communication Framework;
Differentiate communication from actual understanding;
Identify common causes of workplace miscommunication;
Clarify the purpose and desired outcome before communicating;
Identify the needs and perspective of the intended audience;
Organize messages logically;

No ok wdN



MSS SUCCESS SPACES
Units 2K~2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017

info@msscorporation.com.ph

®@0e6 ©

www.MSSCorporation.com.ph

8. Communicate instructions, requests, updates, explanations, and concerns clearly;
9. Differentiate essential information from unnecessary detail;

10. Use appropriate verbal communication;

11. Recognize the impact of tone of voice;

12. Recognize the impact of nonverbal communication;

13. Demonstrate professional body language;

14. Listen actively instead of merely waiting to respond;

15. Identify verbal and nonverbal indicators of understanding or confusion;

16. Ask open, closed, clarifying, and confirming questions appropriately;

17. Paraphrase and summarize important information;

18. Separate facts from assumptions and interpretations;

19. Avoid premature conclusions;

20. Adapt communication according to audience, relationship, urgency, complexity, and situation;
21. Select appropriate communication channels;

22. Recognize when email, chat, telephone, meeting, or face-to-face conversation may be more appropriate;
23. Communicate assertively without becoming aggressive;

24. Differentiate passive, aggressive, passive-aggressive, and assertive communication;
25. Say no or disagree professionally where appropriate;

26. Raise workplace concerns constructively;

27. Give specific and actionable feedback;

28. Receive feedback without unnecessary defensiveness;

29. Recognize emotional triggers affecting communication;

30. Manage misunderstandings before they escalate;

31. Approach difficult workplace conversations professionally;

32. Use respectful language during disagreement;

33. Prevent unnecessary conflict caused by communication gaps;

34. Clarify commitments, responsibilities, deadlines, and next steps;

35. Close communication loops;

36. Improve cross-functional communication;

37. Strengthen communication across different organizational levels;

38. Build stronger professional relationships through communication; and

39. Prepare a practical workplace communication improvement commitment.

LEARNING DOMAINS ADDRESSED

Cognitive Domain

Participants strengthen their understanding of communication processes, barriers, listening, message
construction, audience adaptation, communication channels, feedback, assertiveness, difficult conversations, and

communication closure.

Affective Domain
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Participants strengthen respect, empathy, openness, patience, professionalism, accountability, willingness to
listen, constructive assertiveness, and responsibility for shared understanding.

Psychomotor and Behavioral Domain

Participants practice speaking, listening, questioning, paraphrasing, giving instructions, delivering feedback,
disagreeing professionally, adapting messages, resolving misunderstandings, and conducting difficult
conversations.

FROM POINT A TO POINT B

Point A: Before the Training

Participants may:
o Assume communication occurred because information was sent;
¢ communicate without clarifying the objective;
e provide too much or too little detail;
e speak without considering the audience;
e use vague language;
¢ assume other people understand technical terminology;
e interrupt;
o listen mainly to formulate a response;
e react before understanding;
¢ make assumptions;
o fail to ask questions;
e avoid clarification because they fear appearing uninformed;
¢ communicate emotionally;
o rely excessively on chat or email for sensitive matters;
e conduct meetings when a simple message would suffice;
e send messages that create more questions;
e communicate passively;
e communicate aggressively;
e avoid saying no;
o disagree indirectly;
e give vague feedback;
e become defensive when receiving feedback;
e criticize personalities rather than behaviors;
e allow misunderstandings to continue;
e escalate small communication problems;
o fail to confirm agreements;
e assume silence means agreement;
o fail to communicate changes;
e blame other departments for communication breakdowns; or
e experience unnecessary workplace conflict.
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Point B: After the Training

Participants should be better able to:
o Clarify why they are communicating;
o identify the desired result;
e Organize messages;
e communicate concisely;
e adjust detail to the audience;
e listen actively;
o ask purposeful questions;
e paraphrase;
e confirm understanding;
e identify assumptions;
e recognize tone and nonverbal cues;
¢ communicate assertively;
o disagree professionally;
e provide useful feedback;
o receive feedback constructively;
e adapt communication channels;
e manage emotionally charged conversations;
¢ resolve misunderstandings;
o clarify accountability;
e confirm next steps;
e strengthen cross-functional communication; and
e close communication loops.

ORGANIZATIONAL CHALLENGES ADDRESSED

This Communication Skills in the Workplace Training in the Philippines may help organizations address:
e Misunderstood instructions;
e incomplete information;
e unclear expectations;
e delayed work caused by communication gaps;
e interdepartmental misunderstandings;
e duplicated work;
e avoidable errors;
¢ communication silos;
e excessive back-and-forth messaging;
e poor listening;
¢ weak meeting communication;



MSS SUCCESS SPACES
Units 2K~2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017

info@msscorporation.com.ph

®@0e06 ©

www.MSSCorporation.com.ph

e unclear delegation;

e managers giving vague directions;

e employees afraid to ask questions;

e passive communication;

e aggressive communication;

e workplace tension;

e communication-related conflict;

+ feedback avoidance;

o defensive reactions;

e employees unsure how to raise concerns;

e misunderstandings caused by tone;

e excessive reliance on digital messaging;

¢ sensitive concerns handled through inappropriate channels;
e communication gaps in hybrid teams;

¢ inconsistent information across departments;

o failure to communicate changes;

¢ lack of accountability after discussions;

¢ repeated statements such as “l thought...” or “l assumed...”;
o employees saying “Nobody told me”;

e leaders struggling to communicate expectations; or

e organizations wanting a more professional communication culture.

WHAT IS WORKPLACE COMMUNICATION?

Workplace Communication is the exchange of information, meaning, expectations, feedback, concerns, ideas, and
commitments among people for the purpose of accomplishing work and maintaining productive professional
relationships.

It may occur through:
o Face-to-face conversations;
¢ meetings;
¢ telephone;
¢ video calls;
e email;
¢ workplace chat;
e written documents;
e presentations;
e reports;
¢ formal announcements;
¢ informal conversations.

Effective workplace communication does not merely ask:
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“Was the message sent?”

It asks:
“Was the intended meaning understood well enough for the correct action to occur?”

COMMUNICATION SKILLS IN THE WORKPLACE

Important workplace communication competencies include:
e Message clarity;
e active listening;
e questioning;
e paraphrasing;
e audience awareness;
e verbal communication;
¢ nonverbal communication;
e assertiveness;
e empathy;
o feedback;
e channel selection;
¢ conflict prevention;
o difficult conversations;
e confirmation;
o follow-through.

THE COMMUNICATION GAP
Communication breakdown often occurs somewhere between:

What | Mean

!
What | Say

l
What You Hear

I
What You Interpret

l

What You Remember

l
What You Do

The greater the difference among these stages, the greater the risk of misunderstanding.
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THE MSS C.L.E.A.R.™ WORKPLACE COMMUNICATION FRAMEWOR
C — CLARIFY THE PURPOSE, MESSAGE, AUDIENCE, AND DESIRED OUTCOME
Effective communication begins before speaking or writing.

Ask:
Why am | communicating?

Possible objectives include:

e Inform;

e instruct;

o clarify;

e request;

e persuade;
e update;

e correct;

e coordinate;

e give feedback;
e resolve;

e decide.

The clearer the communication objective, the easier it becomes to construct the message.

CLARIFY THE DESIRED OUTCOME|

Consider the difference between:
“Just letting you know.”

and:
“Please review the attached proposal and send your approval by 3:00 PM today.”

The second message clarifies required action.
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KNOW YOUR AUDIENCE

Before communicating, consider:
¢ What do they already know?
o What do they need to know?
¢ What context do they lack?
e What matters to them?
e What terminology will they understand?
e What action do | need from them?
e What misunderstanding is possible?

The same message may need to be delivered differently to:
e A senior executive;
e anew employee;
e atechnical specialist;
e a customer;
e another department.

ORGANIZE THE MESSAGE

A practical message may follow:

Context
What is this about?

Main Message
What must the person know?

Required Action
What should happen?

Deadline or Timing
When?

Confirmation
What needs to be acknowledged?

Example:
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“The client moved the presentation to Thursday. Please update Slides 10-15 using the latest figures and
send me the revised deck by Wednesday at 2:00 PM so | can review it before submission.”
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BE SPECIFIC

Weak:
“Please finish this soon.”

Stronger:
“Please submit the completed report by 4:00 PM today.”

Weak:
“Improve your communication.”

Stronger:

“During weekly meetings, summarize the agreed actions, owners, and deadlines before we close.”
Specific communication produces more actionable understanding.

SIMPLE DOES NOT MEAN UNSOPHISTICATED

Complex language does not automatically create professional communication.

Prefer communication that is:

e Clear;
e CONCise;
e relevant;

e understandable;
e actionable.

L —LISTEN ACTIVELY AND LEARN THE OTHER PERSON'S PERSPECTIVE

Communication is not only transmission.
It is also reception.

Some people appear to listen while actually:
e Preparing their next argument;
* judging;
e interrupting internally;
e waiting for an opportunity to speak.
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Active listening requires intentional attention.

ACTIVE LISTENING BEHAVIORS

Effective listening may involve:

Giving attention;

minimizing distraction;

allowing the speaker to complete the thought;
observing nonverbal cues;

asking clarification;

paraphrasing;

summarizing;

confirming.

LISTEN TO CONTENT AND MEANING

An employee may say:
“I don't think we can deliver this by Friday.”

Possible meanings include:

Workload is too high;

requirements are unclear;

resources are insufficient;

there is a dependency;

the employee disagrees with the priority;
the employee lacks confidence.

A good leader asks before assuming.

QUESTIONING SKILLS

Open Questions
Encourage explanation.

“What concerns do you have about the deadline?”

Closed Questions
Confirm facts.
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“Has Finance approved the budget?”

Clarifying Questions

Reduce ambiguity.

“When you say the process is slow, which part takes the longest?”
Probing Questions

Explore deeper.

“What do you believe is causing that delay?”

Confirming Questions
Check agreement.

“So we agree that you will submit the revised file by 10:00 AM tomorrow?”

PARAPHRASING

Paraphrasing helps confirm understanding.

Example:

“What I'm hearing is that the issue isn't the workload itself; it's that the requirements changed after the work had

already started. Is that correct?”

This gives the other person an opportunity to correct misunderstanding.

FACT VERSUS INTERPRETATION

Fact:
“He did not respond to my email for two days.”

Interpretation:
“He doesn't respect me.”

The interpretation may or may not be correct.

Communication improves when people investigate rather than assume intent.
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LISTENING DOES NOT REQUIRE AGREEMENT

A leader can communicate:
“l understand your point.”

without saying:
“l agree with your conclusion.”

Understanding and agreement are different.

E — EXPRESS IDEAS CLEARLY, PROFESSIONALLY, AND CONSTRUCTIVELY]

Once purpose is clear and perspectives are understood, the message must be expressed effectively.

VERBAL COMMUNICATION

Professional verbal communication involves:
e Appropriate words;
e logical structure;
e clear pronunciation;
e suitable pace;
e appropriate volume;
e constructive tone.

TONE MATTERS

Compare:
“Why didn't you finish this?”

with:
“I noticed this wasn't completed by the agreed deadline. What happened?”

The issue may be identical.

The communication effect may be very different.
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NONVERBAL COMMUNICATION

People interpret:
e Facial expression;

e posture;
e eye contact;
e gestures;

e physical orientation;
e voice tone;
e pace.

A person may say:
“I'm listening.”
while looking at a phone.

The body can contradict the words.

ASSERTIVE COMMUNICATION

Assertiveness means expressing one's:
o Needs;
e ideas;
e boundaries;
e concerns;
e expectations;

clearly and respectfully without unnecessarily violating the rights of others.

PASSIVE, AGGRESSIVE, PASSIVE-AGGRESSIVE, AND ASSERTIVE COMMUNICATION

Passive
Avoids expressing legitimate needs or concerns.

“It's okay. Whatever you want.”

even when the person strongly disagrees.
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Aggressive
Expresses needs while disregarding others.

“Just do what | said. Stop arguing.”

Passive-Aggressive
Expresses dissatisfaction indirectly.

“Fine. I'll just do everything myself, as usual.”

Assertive
Expresses the issue directly and respectfully.

“I can complete either the client report or the budget analysis today, but not both at the required quality. Which
should take priority?”

SAYING NO PROFESSIONALLY

Effective workplace communication sometimes requires declining a request.

Instead of:
“No. | can't.”

Consider:
“I won't be able to complete that by 3:00 PM because I'm finishing the client report due at noon. | can send it by
5:00 PM, or we can discuss which task should be reprioritized.”

The objective is not to avoid accountability.

It is to communicate capacity, constraints, and options clearly.

DISAGREEING PROFESSIONALLY
Employees should be able to disagree without becoming disrespectful.

A useful sequence is:
1. Acknowledge the point;
2. state the concern;
3. explain the evidence or reasoning;
4. suggest an alternative where possible.
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Example:
“I understand why Option A looks faster. My concern is that it creates a second approval step for Operations.
Could we compare it against Option B before finalizing?”

GIVING FEEDBACK

Useful feedback is:
e Specific;
o timely;
e behavior-focused;
e evidence-based;
e constructive;
e actionable.

Weak:
“You need to be more professional.”

Stronger:
“During today's client meeting, you interrupted the customer three times before she finished explaining the issue.
In the next meeting, allow the customer to complete the concern before responding.”

RECEIVING FEEDBACK

Effective receivers should avoid automatically:
o Defending;
e explaining;
e counterattacking;
e blaming;
o dismissing.

Useful responses include:

“Can you give me an example?”

“What would you prefer that | do differently?”
“Let me make sure | understand.”

Receiving feedback does not require accepting every statement uncritically.

It does require listening sufficiently to evaluate it.



MSS SUCCESS SPACES
Units 2K~2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017
info@msscorporation.com.ph

www.MSSCorporation.com.ph

®@0e06 ©

A — ADAPT THE MESSAGE, CHANNEL, STYLE, AND APPROACH

Effective communicators do not communicate exactly the same way in every situation.

They adapt without becoming inauthentic.

ADAPT TO THE AUDIENCE
Different audiences may require different:
e Detail;
e terminology;
o formality;
e context;
e pace;

e communication channel.

ADAPT TO THE PURPOSE
A message intended to:

e Inform;

e persuade;

e instruct;

e correct;

e resolve conflict;

should not necessarily follow the same structure.

CHOOSE THE RIGHT COMMUNICATION CHANNEL
Face-to-Face or Video Conversation

Often better when:
¢ Emotion matters;
e issue is sensitive;
e complex dialogue is required;
e misunderstanding is likely.
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Telephone
Useful when:
¢ Immediate discussion is required;
e visual communication is unnecessary.

Email
Useful when:
¢ Documentation is important;
e information is detailed:;
e asynchronous communication is acceptable.

Chat

Useful for:
¢ Short coordination;
e quick clarification;
¢ simple updates.

Sensitive performance concerns should generally not be reduced to a one-line chat message merely because
chat is convenient.

URGENCY VERSUS IMPORTANCE

Urgent information may require:
e Call;
o direct conversation;
o explicit escalation.

Do not rely on an unread email for a genuinely urgent issue.

COMMUNICATING UPWARD,

Employees communicating with senior leaders may need to emphasize:
o Context;
o keyissue;
e business impact;
¢ recommendation;
e decision required.

Avoid burying the main point inside unnecessary detail.
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COMMUNICATING DOWNWARD

Managers should communicate:
e Expectations;
¢ rationale;
e ownership;
e deadlines;
« standards;
e support;
o follow-up.

Instructions should be clear enough that the employee can explain:
What am | expected to do, by when, and what does good performance look like?

COMMUNICATING ACROSS FUNCTIONS

Cross-functional communication requires awareness that other departments:
¢ Have different priorities;
o use different terminology;
o have different constraints;
o see different parts of the process.

Avoid:
“Your department is always the problem.”

Prefer:
“The current handoff between Sales and Operations is causing a two-day delay. Let's identify where the
information is getting held up.”

DIFFERENT COMMUNICATION PREFERENCES

Some people prefer:
o Detail;
e brevity;
e discussion;
¢ written confirmation;
¢ immediate decisions;
¢ time to think.

Professional adaptation means recognizing these preferences while still meeting business needs.
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MULTIGENERATIONAL AND CROSS-CULTURAL COMMUNICATION

Differences in:
o Age;
e background;
e hierarchy expectations;
e directness;
o formality;
e language;
e communication norms;

can influence interpretation.
Avoid stereotyping.

Use differences as prompts to:

o Clarify;
e ask;

e adapt;

e confirm.

R — RESOLVE MISUNDERSTANDINGS AND REINFORCE SHARED UNDERSTANDING

Communication becomes valuable when it produces shared understanding and appropriate action.

This requires closing the loop.

THE COMMUNICATION LOOP|

A complete workplace communication sequence may be:
Message

l

Reception

l

Clarification

l

Confirmation

l

Action

l
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Feedback

Without confirmation, the sender may wrongly assume understanding.

DO NOT ASSUME SILENCE MEANS AGREEMENT

Silence may mean:
e Agreement;
e uncertainty;
o fear;
e distraction;
e disagreement;
e confusion.

Where understanding matters, confirm it.

CONFIRM RESPONSIBILITIES

After a discussion, clarify:
e What will happen?
e Who owns it?
e By when?
e What support is needed?
e« What happens next?

Example:
“To confirm: Ana will revise the costing by Tuesday noon, Mark will validate the numbers by 3:00 PM, and | will
submit the final version to the client before 5:00 PM.”

RESOLVING MISUNDERSTANDING

When misunderstanding occurs:

1. Clarify What Each Person Understood
Avoid immediate blame.

2. Identify Where Meaning Diverged
Was the issue:

o wording?

e assumption?



MSS SUCCESS SPACES
Units 2K~2L, 2nd Floor E.C. Valle Commercial Center M.L.
Quezon Avenue Brgy. San Isidro, Angono, Rizal

™
M-S

MAKING STRONG SUCCESS

(02) 7255 5568
0995 846 2495 0917 123 1017
info@msscorporation.com.ph

www.MSSCorporation.com.ph

®@0e06 ©

e missing context?

e channel?

e timing?

e incomplete listening?

3. Re-establish Shared Understanding
State the intended meaning clearly.

4. Confirm the Next Action
Prevent another communication gap.

DIFFICULT WORKPLACE CONVERSATIONS
Some communication cannot be avoided without creating larger problems.

Examples:
e Missed deadline;
e poor performance;
e inappropriate behavior;
e disagreement;
« workload concern;
e broken commitment;
e recurring mistake;
e relationship tension.

Avoiding the conversation often allows the problem to grow.

A PRACTICAL DIFFICULT-CONVERSATION SEQUENCE

1. State the Issue
Be specific.

2. Describe the Evidence
Focus on observable facts.

3. Explain the Impact
Why does it matter?

4. Invite Perspective
Listen.
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5. Clarify the Required Change
What needs to happen?

6. Agree on Next Steps
Who does what, by when?

MANAGE EMOTION BEFORE IT MANAGES THE CONVERSATION

When emotions rise:
¢ Slow down;
e maintain professional tone;
e avoid sarcasm;
e avoid personal attacks;
o focus on the issue;
e ask for clarification;
o take an appropriate break if necessary.

The objective is not to eliminate emotion.

It is to prevent emotion from destroying communication quality.

CONFLICT PREVENTION THROUGH COMMUNICATION

Many workplace conflicts can be reduced when people consistently:
o Clarify expectations;
¢ communicate changes;
e listen;
e ask rather than assume;
e address concerns early;
¢ document commitments appropriately;
o give timely feedback;
e close communication loops.
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ONE-DAY WORKPLACE COMMUNICATION SKILLS TRAINING OUTLINE

Modules and Essential Topics \ Major Activity and Participant Output

MODULE 1: COMMUNICATE WITH
CLARITY—FOUNDATIONS,
PURPOSE, MESSAGE, AND
PROFESSIONAL PRESENCE

1. Communication as a Workplace
Performance Skill

* Communication versus understanding
* impact on productivity, teamwork,
accountability, and relationships

2. Introducing the MSS C.L.E.A.R.™
Framework
* Clarify, Listen, Express, Adapt,

Resolve Major Activity: Lost in Communication

Challenge — Participants analyze unclear
workplace messages that produce different
* Purpose . . . .
« audience interpretations, identify exactly where the
8:00 AM-10:00 AM . communication broke down, and reconstruct
* desired outcome . )
the messages using clear purpose, audience,

3. C — Clarify the Communication

) contgxt . action, and confirmation. Major Output:
* required action . .
« timing Personal Workplace Communication Clarity

Checklist and C.L.E.A.R. Message Planner

4. Structuring Clear Messages

* Relevant versus unnecessary
information

* specific language

* avoiding ambiguity

* instructions, updates, and requests

5. Verbal and Nonverbal
Communication

* Tone

« facial expression

* eye contact

* posture

* professional presence
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10:00 AM-10:15 AM

MORNING BREAK

10:15 AM-12:00 NN

MODULE 2: LISTEN TO
UNDERSTAND—ACTIVE LISTENING,
QUESTIONING, ASSUMPTIONS, AND
FEEDBACK

1. L — Listen Actively and Learn
Perspective

* Hearing versus listening

* content, meaning, and emotion

* listening barriers

2. Questioning Skills
* Open

* closed

* clarifying

* probing

* confirming questions

3. Paraphrasing and Summarizing
* Confirming meaning
* reducing misunderstanding

4. Facts versus Assumptions

* Separating observation from
interpretation

* challenging premature conclusions

5. Feedback as Two-Way
Communication

* Giving specific behavioral feedback
* receiving feedback without
unnecessary defensiveness

Major Activity: Listen Before You Solve
Laboratory — Participants work through
incomplete workplace situations in which the
listener must uncover the actual issue using
active listening, questioning, paraphrasing, and
confirmation before responding or
recommending action.

Major Output: Workplace Active Listening,
Questioning, and Feedback Guide

12:00 NN-1:00 PM

LUN

CH BREAK

1:00 PM-3:00 PM

MODULE 3: EXPRESS AND ADAPT—
ASSERTIVENESS, COMMUNICATION
STYLES, CHANNELS, AND
WORKPLACE RELATIONSHIPS

1. E— Express Clearly and
Constructively

» Words

* tone

Major Activity: Say It Right Workplace
Communication Simulation — Participants
handle workplace scenarios requiring
instructions, disagreement, upward
communication, cross-functional coordination,
refusal, expectation setting, and
communication-channel selection.
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* organization Major Output: Workplace Assertive
* professional language Communication and Channel Selection Toolkit

2. Assertive Communication

* Passive versus aggressive versus
passive-aggressive versus assertive
« stating needs and boundaries
professionally

3. Disagreeing and Saying No
Professionally

» Expressing concerns ¢ proposing
alternatives

* maintaining accountability

4. A — Adapt the Communication
* Audience

* level

* purpose

» complexity

* urgency

e communication preference

5. Choosing the Right Channel

* Face-to-face

* video

* telephone

e email

* chat

* communicating upward, downward,
and cross-functionally

3:00PM-3:15PM | AFTERNOON BREAK

MODULE 4: RESOLVE AND
CONNECT—MISUNDERSTANDINGS,

Major Activity: C.L.E.A.R.™ Workplace

DIFFICULT CONVERSATIONS, | iR i, Lt vereatons
CONFLICT PREVENTION, AND

involving missed commitments, unclear
3:15 PM-5:00 PM COMMUNICATION CLOSURE expectations, cross-functional

misunderstandings, feedback, workload
concerns, or disagreement, then close the
conversation with clear commitments.

1. R — Resolve Misunderstandings
and Reinforce Understanding

* Discovering where meaning diverged
* clarification
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* confirmation Major Output: Individual Workplace
Communication Scorecard and 30-Day

2. Closing the Communication Loop ||[C.L.E.A.R.™ Communication Improvement Plan
* Action

* ownership

* deadlines

« follow-up

* documenting important agreements

3. Difficult Workplace Conversations
* Evidence

* impact

* listening

* required change ¢ next steps

4. Managing Emotion and
Disagreement

* Maintaining composure

* avoiding personal attacks
* constructive language

5. Communication for Collaboration
* Preventing unnecessary conflict

* strengthening cross-functional
relationships

* creating individual communication
commitments

Learning synthesis, communication
5:00 PM PROGRAM CLOSING commitments, evaluation, and recommended
next steps

MAJOR PARTICIPANT OUTPUTS

Participants are expected to complete:
1. Personal Workplace Communication Clarity Checklist and C.L.E.A.R. Message Planner
2. Workplace Active Listening, Questioning, and Feedback Guide
3. Workplace Assertive Communication and Channel Selection Toolkit
4. Individual Workplace Communication Scorecard and 30-Day C.L.E.A.R.™ Communication
Improvement Plan
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SAMPLE WORKPLACE COMMUNICATION SITUATIONS

Activities may be customized around situations such as:
o Manager giving unclear instructions;
¢ employee misunderstanding a deadline;
o coworker failing to provide complete information;
e Sales and Operations disagreeing about requirements;
o employee needing clarification from a senior leader;
o employee afraid to ask a question;
e supervisor giving vague feedback;
« employee reacting defensively;
o staff member disagreeing with a manager;
¢ employee needing to say no to an unrealistic request;
o two departments blaming each other;
o sensitive concern handled through chat;
e urgentissue sent only by email;
e employee speaking too technically;
e manager overexplaining simple instructions;
¢ important changes not communicated;
o employee repeatedly interrupting;
e coworker appearing disrespectful because of tone;
e Mmanager assuming silence means agreement;
o conflicting instructions from two managers;
e« employee raising a workload concern;
e recurring communication failure during shift handovers;
¢ misunderstanding in a hybrid team;
e employee misinterpreting a short digital message;
e leader needing to provide corrective feedback;
« employee needing to receive unfavorable feedback;
e team resolving a disagreement;
¢ meeting ending without clear actions;
e department handoff creating delays;
e colleague taking feedback personally.
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This Training on Workplace Communication in the Philippines follows MSS Corporation's EnterTRAINment
methodology:
Approximately 30% concise facilitator input, demonstrations, facilitated discussions, and synthesis
Approximately 70% communication exercises, listening challenges, role plays, message
development, feedback practice, scenario analysis, difficult-conversation simulations, and

workplace application

Methods may include:

Communication self-assessment;
message-clarity exercises;
communication-barrier analysis;

verbal communication drills;
body-language observation;
active-listening exercises;

questioning practice;

paraphrasing challenge;
fact-versus-assumption exercises;
feedback simulations;

assertiveness scenarios;
passive/aggressive/assertive identification;
saying-no practice;

disagreement simulations;
channel-selection exercises;
upward-communication scenarios;
cross-functional communication cases;
misunderstanding-resolution exercises;
difficult-conversation role plays;
communication-loop challenge;

peer feedback;

facilitator coaching; and

action planning.

TARGET PARTICIPANTS

This Workplace Communication Skills Training in the Philippines is recommended for:

Rank-and-File Employees;
Professionals;

Administrative Personnel,
Customer Service Personnel;
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e Sales Personnel;

e Technical Employees;

¢ Operations Personnel;

e Supervisors;

e Team Leaders;

e Section Heads;

e Managers;

e Department Heads;

e Project Teams;

e Cross-Functional Teams;

¢ New Employees;

¢ High-Potential Employees;

¢ Management Trainees;

e employees transitioning into supervisory roles;

e employees working in hybrid or collaborative environments; and

o virtually anyone whose work requires interaction, coordination, information exchange, feedback, teamwork,
or collaboration with other people.

RECOMMENDED NUMBER OF PARTICIPANTS

Approximately 12 to 20 participants is recommended for intensive communication exercises, role plays, peer
observation, and facilitator coaching.

Groups of approximately 25 participants may be accommodated through:
o Communication triads;
¢ breakout teams;
e rotating role plays;
e observer checklists; or
o additional facilitation support.

DELIVERY OPTIONS

The program may be delivered through:
e Face-to-face in-house training;
e live virtual instructor-led training;
e hybrid training;
o Offsite corporate training;
e public seminar;
¢ employee-development program;
e supervisory-development program;
¢ management-development program;
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e onboarding program;

¢ team-development initiative;

e workplace-culture intervention; or

e customized communication-development engagement.

AVAILABLE PROGRAM FORMATS

Half-Day Workplace Communication Essentials
Exactly two modules covering:

Module 1
Communicate Clearly and Listen Actively

Module 2
Express Assertively, Adapt, and Resolve Misunderstandings

Recommended for organizations requiring a concise foundational program.

One-Day Workplace Communication Skills Training
Recommended for the complete MSS C.L.E.A.R.™ Workplace Communication Framework covering:
Clarify — Listen — Express — Adapt — Resolve

Two-Day Advanced Workplace Communication Workshop
Recommended when the organization requires deeper practice involving:

o Difficult conversations;

o feedback;

¢ cross-functional communication;

e communication styles;

¢ emotional triggers;

o conflict situations;

e leadership communication;

¢ real workplace scenarios;

o extensive individual coaching.

Workplace Communication Development Series
May include:

Communication Fundamentals

Active Listening

Assertive Communication

Feedback Skills

Difficult Conversations

Cross-Functional Communication

ook wWN
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Written Workplace Communication
Virtual Communication

Conflict Communication

0. Practical Communication Assessment

7.
8.
9.
1

CUSTOMIZATION OPTIONS

This Training on Communicating in the Workplace in the Philippines may be customized using the client's:
e Organizational values;
¢ communication policies;
e company culture;
¢ internal communication protocols;
e actual communication challenges;
¢ employee survey results;
¢ engagement feedback;
¢ customer feedback;
e team dynamics;
o departmental interfaces;
e hybrid-work arrangements;
¢ communication channels;
o typical workplace conversations;
e anonymized communication incidents;
e actual internal messages where appropriate;
e supervisor or employee feedback.

POSSIBLE POST-TRAINING PERFORMANCE INDICATORS

Organizations may evaluate communication improvement through measures such as:
o Communication-related error rate;
e rework caused by unclear instructions;
¢ missed deadlines caused by communication gaps;
¢ employee communication-quality ratings;
e supervisor observation;
¢ cross-functional satisfaction;
¢ employee engagement results;
e communication-related complaints;
e meeting action completion;
e response time;
o feedback quality;
e clarity of instructions;
¢ internal customer satisfaction;
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o conflict frequency;

¢ communication-related escalation;

« employee confidence in raising concerns;

¢ communication-loop completion;

e percentage of important discussions with documented owners and deadlines.

The goal should not simply be:
“Are employees communicating more?”

A stronger question is:
“Are employees creating clearer understanding that leads to better collaboration, accountability, and
results?”

PROFESSIONAL AND ORGANIZATIONAL BOUNDARIES

Effective communication does not require employees to:
¢ Tolerate harassment;
e accept abuse;
o disclose confidential information;
e violate reporting procedures;
e bypass organizational authority;
e communicate information they are unauthorized to disclose;
e resolve formal grievances outside approved HR processes;
e handle legal or disciplinary matters outside their authority.

Situations involving:
e Harassment;
¢ discrimination;
e threats;
o formal employee discipline;
e grievances;
o legal disputes;
o confidential investigations;
o safety incidents;

should follow appropriate organizational policies and professional processes.
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FREQUENTLY ASKED QUESTIONS

What is Workplace Communication Skills Training in the Philippines?

Workplace Communication Skills Training in the Philippines develops employees' ability to communicate
clearly, listen actively, ask effective questions, express themselves professionally, adapt communication, give
feedback, resolve misunderstandings, and collaborate more effectively at work.

What is Training on Workplace Communication Skills in the Philippines?

Training on Workplace Communication Skills in the Philippines equips participants with practical verbal,
nonverbal, listening, questioning, assertiveness, feedback, and difficult-conversation skills for professional
workplace situations.

What is Communication Skills in the Workplace Training in the Philippines?

Communication Skills in the Workplace Training in the Philippines focuses specifically on communication
required for day-to-day professional interaction, coordination, teamwork, instructions, feedback, meetings,
problem solving, and workplace relationships.

What is Training on Communication Skills in the Workplace?

Training on Communication Skills in the Workplace develops the practical behaviors employees and leaders
need to exchange information accurately, reduce misunderstanding, coordinate responsibilities, and strengthen
professional relationships.

What is Workplace Communication Training in the Philippines?
Workplace Communication Training in the Philippines helps employees communicate effectively across
different organizational levels, functions, channels, and workplace situations.

What is Training on Workplace Communication in the Philippines?

Training on Workplace Communication in the Philippines teaches participants how to clarify their message,
listen actively, communicate assertively, choose appropriate channels, give feedback, resolve misunderstandings,
and close communication loops.

What is Communicating in the Workplace Training in the Philippines?
Communicating in the Workplace Training in the Philippines develops practical capability for everyday
interactions with coworkers, supervisors, managers, direct reports, customers, and cross-functional colleagues.

What is Training on Communicating in the Workplace in the Philippines?

Training on Communicating in the Workplace in the Philippines equips participants to communicate
professionally in instructions, requests, discussions, feedback conversations, disagreements, meetings, and
collaborative work situations.
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Is this the same as Business Communication Training?
They overlap, but this program is specifically focused on day-to-day interpersonal and organizational
communication inside the workplace.

Business Communication may cover broader topics such as:
e Business writing;
o formal reports;
e presentations;
e external correspondence.

Does the training cover active listening?
Yes.

Active listening, questioning, paraphrasing, and confirmation form a major portion of Module 2.

Does it cover verbal communication?
Yes.

Participants develop clarity, organization, tone, and professional language.

Does it cover nonverbal communication?
Yes.

The program addresses:
e Facial expression;
e eye contact;
e posture;
e gestures;
e physical orientation;
e vocal delivery.

Does the program cover assertiveness?
Yes.

Participants learn the differences among passive, aggressive, passive-aggressive, and assertive communication.

Does it teach employees how to say no professionally?
Yes.

Participants practice communicating constraints and alternatives while maintaining accountability.

Does it cover feedback?
Yes.
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The training addresses both giving and receiving constructive workplace feedback.

Does it cover difficult conversations?
Yes.

Module 4 develops a practical approach to addressing issues while maintaining respect and focus on outcomes.

Does it address workplace conflict?
The program addresses communication behaviors that can prevent or reduce unnecessary conflict.

For organizations requiring deeper conflict-management capability, MSS Corporation may recommend a separate
Conflict Management Training.

Does it include communication with managers?
Yes.

Participants practice upward communication, including raising issues, summarizing information, requesting
decisions, and presenting concerns.

Does it include communication with direct reports?
Yes.

Managers and supervisors learn to clarify expectations, instructions, feedback, responsibilities, and next steps.

Does it include cross-functional communication?
Yes.

Participants learn to address differences in priorities, terminology, expectations, and departmental perspectives.
Does it cover email and chat?
The program covers channel selection and basic digital communication behavior.

Organizations requiring deeper skills may choose separate MSS programs on:
¢ Email Communication;
o Email Customer Service;
e Chat Communication;
¢ Virtual Communication.

Does it cover communication across generations?
The program may address generational differences where relevant while avoiding stereotypes.

The focus is on adapting through:
e Curiosity;
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e Clarity;
o flexibility;
e confirmation.

Can the program address Filipino workplace communication?
Yes.

Scenarios may be customized around actual Philippine workplace situations, organizational hierarchy, indirect
communication patterns, respect for seniority, relationship considerations, and communication challenges
common to the client's environment.

Can we use our actual communication problems?
Yes.

For an in-house program, anonymized actual situations can significantly strengthen relevance.

Can this be delivered virtually?
Yes.

Virtual delivery may use breakout-room role plays, digital message exercises, collaborative scenarios, listening
challenges, and feedback simulations.

Is one day enough?
One day provides a strong practical foundation using the complete MSS C.L.E.A.R.™ Workplace
Communication Framework.

Organizations requiring deeper behavioral change may expand the program into:
¢ Two-day training;
¢ multi-session learning;
e supervisor reinforcement;
e communication coaching;
o follow-through application sessions.

RELATED MSS CORPORATION TRAINING PROGRAMS

Organizations considering this program may also explore:
o Effective Communication Training;
e Business Communication Training;
o Assertive Communication Training;
e Active Listening Training;
o Difficult Conversations Training;
¢ Conflict Management Training;
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o Feedback Skills Training;

o Empathetic Communication Training;

¢ Inclusive Workplace Communication Training;
e Presentation and Public Speaking Training;

o Professional Business Writing Training;

e Email Communication Training;

e Telephone Etiquette Training;

e Customer Service Communication Training;

e Leadership Communication Training;

¢ Influencing Skills Training;

* Negotiation Skills Training;

e Multigenerational Communication Training; and
e Cross-Cultural Communication Training.

WHY CHOOSE MSS CORPORATION FOR WORKPLACE COMMUNICATION SKILLS TRAINING IN
THE PHILIPPINES?

Communication Is Treated as a Performance Skill
The program goes beyond:
“Speak confidently.”

Participants learn how communication affects:
Understanding — Coordination — Accountability — Execution — Results

Proprietary MSS C.L.E.A.R.™ Framework
Participants receive a practical and memorable communication methodology:
Clarify — Listen — Express — Adapt — Resolve

Strong Active-Listening Component
Communication is taught as a two-way process.

Participants learn not only:
How to be understood

but also:

How to understand others.
Assertiveness Without Aggression
Participants develop the ability to:

e Speak up;
e disagree;
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e ask;
o clarify;
e say no;

e provide feedback;
while maintaining professionalism.

Workplace-Relevant Communication
Activities revolve around real workplace interactions rather than generic speech exercises.

Communication Channel Awareness
Participants learn that effective communication involves choosing not only:

What to say
but:
Where and how to say it.

Difficult Conversations
The program does not avoid the moments when communication matters most.

Participants practice addressing:
e Performance problems;
e missed commitments;
e disagreements;
¢ workload concerns;
o feedback;
¢ misunderstandings.
Closing the Communication Loop
Participants learn that communication is incomplete until responsibilities, expectations, and next actions are
understood.

Practical Participant Outputs
Each module produces a workplace communication tool or behavioral application.

EnterTRAINment Methodology
Participants communicate, listen, question, clarify, adapt, respond, and resolve rather than merely listen to
communication theory.

Highly Customizable
MSS Corporation may incorporate the client's:
e Actual communication challenges;
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e organizational language;
e work situations;

¢ communication channels;
e team dynamics;

e cross-functional issues.

CALL TO ACTION

Better Communication Creates Better Work.

Equip your employees, supervisors, managers, project teams, and organizational leaders to communicate more
clearly, listen more actively, express themselves professionally, adapt their approach, give and receive feedback
constructively, resolve misunderstandings, and strengthen collaboration.

Partner with MSS Corporation for a customized:
e Workplace Communication Skills Training in the Philippines
e Training on Workplace Communication Skills in the Philippines
e Communication Skills in the Workplace Training in the Philippines
¢ Training on Communication Skills in the Workplace
o Workplace Communication Training in the Philippines
e Training on Workplace Communication in the Philippines
¢ Communicating in the Workplace Training in the Philippines
e Training on Communicating in the Workplace in the Philippines

designed around your organization's people, workplace culture, communication challenges, business
requirements, and desired behaviors.
C.L.E.A.R.™ COMMUNICATION CREATES STRONGER CONNECTIONS.

Clarify the message. Listen to understand. Express professionally. Adapt appropriately. Resolve and
confirm.

With MSS, We Make Strong Success.



