
www.AutoInc.org |  July 2010     AUTOINC. 37

of the Automotive Training
Institute (ATI) says, “Good idea, but
state the end-in-mind first when
communicating with other people
and then state it again at the end
so they remember it.”
    Another thing you can do to
make your message more effective
and get the action you want is to
clearly define the action you want
from them before you start speak-
ing. If you’ve got a blurry picture
of what you want, you can bet
your folks won’t see it clearly or
act on it either.
    Write down what you want
them to do and be sure to be spe-
cific and start with a verb.
Remember, a verb is an action
word. “Better courtesy checks” is
not actionable. Here’s an example
of an effective actionable request:
“Please inspect the car thoroughly.
Record items that are OK, need to
be serviced soon or serviced now.
Give specific details for each rec-
ommended item. Sign the form
and review it with our service
adviser.”

Are You Sending Mixed Messages?
    Have you ever said something
one way but your team interpret-
ed it a completely different way?
Maybe you’re sending mixed mes-
sages! In-person communication
is far more complex than just the
words you say. In fact, the words
you choose convey only a small
part of the meaning of your mes-
sage. How is real meaning com-
municated between people? Well,
you communicate about 7 percent
of your meaning through the
words you choose, 38 percent of
your meaning through your tone
of voice, and a whopping 55 per-
cent of your meaning through
your body language! 
    Have you ever heard someone
use sarcasm? Their words say one
thing but their tone says the exact
opposite? That’s incongruent com-
munication. Communicating
effectively requires your words,
tone, and body language to all say
the same thing at the same time.

Your Tone Conveys More Than Words
    Your tone of voice communi-
cates the true intent of your heart.
In fact, your tone conveys 84 per-
cent of your meaning over the
phone.
    Pitch, speed, rhythm and
emphasis have a big impact on
what your listener hears and
believes. You might talk fast to
convey excitement, then slow
down and pronounce your words
clearly to emphasize your most
important points.
    Your tone can convey whether
you’re happy, sad, angry, interest-
ed, helpful, uninterested, or even
threatening. Does your tone say
you’re excited to help your cus-
tomer or you feel they’re an
unwelcomed interruption to your
day?

Your Body Language Is Important
    Standing straight with your
heart facing theirs and maintaining
eye contact shows your listener
you care about them. Slouching,
standing sideways with your heart
not facing theirs, or looking any-
where other than at the pupils of
their eyes says loudly and clearly
you don’t care about them and are

not interested in their views.
    The old saying goes “The eyes
are the window to your soul.”
Looking eye to eye says “I’m inter-
ested in what you have to say.”
Looking up while replying says
you’re thinking of an honest
response. Your eyes looking down
say you’re being dishonest or hid-
ing something. Looking to the side
says you’re distracted; something
else is more important than the
person in front of you. 
    Do you smile effectively, not
with your mouth, but with your
whole face? When folks are really
glad to see one another, their
mouth smiles, their eyebrows rise
together, and they look each other
right in the eyes. Smiling with
your mouth alone seems insin-
cere and patronizing. Smirking
shows contempt and is downright
rude! 
    Arms crossed across your chest
say you’re not interested or argu-
mentative. Hands in your pockets
say you are not engaged and
hands on your hips make you
appear cocky. Standing with your
feet apart and your hands behind
your back, like you’re General
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