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Overview 

	

 
 
“Top 100 Tips for Better Business Communication” was created to help all 
leaders, at whatever level, communicate more effectively.  I have provided 
ten tips or ideas for different methods of communication (spoken, written) 
and different situations (face to face, phone, customer support) as a way to 
support you in your pursuit of effective communication that creates 
connection. 

 
 

If you follow these ideas, you will feel more confident in your communication 
and your ability to be persuasive and affect change. 

  
This guidebook is not meant to answer all questions or to handle all 
communication situations but instead as a handy resource for you. 

 
 

If you have any questions or would like to engage with me further, please 
email sue@thrive4success.com.  If interested in learning how you can 
communicate more effectively or for information about having a 
Communication Audit for yourself or at your workplace, write to us at 
audit@thrive4success.com. 
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About the Author 

With over 25+ years of experience in the field of Communication, Sue Guiher 

works with executives, business owners and association members to assist 

them with executive presence, e f f e c t i v e  messaging and improved 

workplace relationships through better communication, people and 

presentation skills. 
	

Sue truly understands all components of language and communication; combining her 

practical experience as Speech/Language Pathologist, business consultant, author and 

international speaker with her academic knowledge gained from teaching at The Wharton 

School, University of Pennsylvania.  She teaches numerous c o m m u n i c a t i o n  courses for 

the MBA and Executive MBA programs as well as being a writing coach for the MBA program. 
	
	

She has dual masters’ degrees in Speech/Language Pathology and Audiology from Ithaca College 

and doctoral studies in Adult Communication and Business from Temple University.  She teaches, 

trains and speaks on these topics as well as others,  including leadership for women, on a global 

level. 
	
	

Sue is passionate about creating collaborations and opportunities for success. She works with 

organizations of all sizes including small business owners to learn how to create a strong 

foundation, simplify the i r  systems and then scale in order to create a thriving business to large 

organizations on how to effectively lead change through effective communication and 

collaboration. 

	

One of the missing links she sees for most people and organizations is ineffective 

communications leading to wasted time, decreased effectiveness and efficiencies. Incorporating 

The Communication TriplicityTM aligns the speaker and the audience while understanding the 

need for connection, which leads to enhanced communication exchanges. 	
	
	

Sue is the author of several books including Stop Spinning Plates; Ready, Aim Excel and the 

international bestselling and award-winning books Ready, Aim Captivate, and My Creative 

Thoughts. 
	
	

Sue lives in Bucks County, PA with her husband, 3 children and their dog, Sailor. 
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Ten Ways to be the Best Listener 
In the Room 

 
"Instead of listening to what is being said to them, many managers are already listening 

to what they are going to say." 
Anonymous 

 
 

To be the best listener, you must first be ready to listen. 
 

1. Face the speaker, sit up straight, and maintain comfortable eye 
contact to show that you’re paying attention through your body 
language. 
 

2.  Minimize all external distractions. Put down your phone and turn off 
the computer as well as any other electronics. If there are other 
listeners present, ask them to do the same. 

 
3. Minimize your internal distractions. Let go of unrelated thoughts and    

Focus your attention solely on the speaker. Engage your curiosity so 
that you are listening to truly understand and not focused on coming 
up with the “right thing to say.” By focusing on what the speaker is 
saying right now from a listening viewpoint, you will have a relevant 
response when it is your turn to speak. 

 
4. Jot down and take a note of important points for questions that you 

can ask once the speaker has finished speaking. 
 

5.  Keep an open mind. Don’t decide to agree or disagree until the 
speaker is finished, and try not to make assumptions about what the 
speaker is thinking. If you are approaching the exchange from a place 
of curiosity, you will step out of judgment and listen for areas of 
common ground and connection. 
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"A good listener tries to understand what the other person is saying. In 

the end he may disagree sharply, but because he disagrees, he wants to know 
exactly what it is he is disagreeing with." 

~Kenneth A. Wells 
 
  

 
6. Avoid personal anecdotes on how you handled a similar situation.  

Unless the speaker specifically asks for your advice, assume that you 
are primarily a sounding board. 

 
7. If someone is making a complaint against you, wait until he finishes to 

start defending yourself. Both parties benefit from this: the speaker 
will feel his point had been made, and you’ll know the whole 
argument before you respond. 

 
8. Be an engaged as a listener. Restate what you have heard so that 

you ensure that you understand what the speaker intended. Ask 
questions once the speaker has finished talking to clarify anything 
that you may not understand or that you need more information. 

 
9. Empathize. Listen to the speaker’s words and try to picture or feel 

what he or she is describing. However, do not assume what a 
speaker is feeling. If unsure, ASK. 

 
10.    Pay attention to what ISN’T said. Nonverbal clues like body language,  
         vocal tone and facial expressions can tell you just as much as words  
         can. 
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Ten Ways to Ask Terrific Questions 

 
“Judge a man by his questions rather than by his answers.” 

~ Voltaire 
 
1. Start with a simple idea, and follow general questions with more specific 
    ones. 
 
2. If you know what the topic of your conversation is beforehand then plan   
    your questions accordingly. 
 
3. Know your purpose for the communication exchange and keep it in mind                        
    at all times. 
 
4. Keep an open conversation. Unlike simple yes-or-no questions, open-     
    ended questions enable you to gather much more information by inviting  
    the other person to talk. 
 
5. Speak your listener's language. Use words and phrases your listener 
    understands and relate your questions to the listener’s frame of   
    reference. 
 
6. Begin by determining where you and the speaker have common ground. 
 
7. To avoid confusion, frame your questions so that they ask only one thing  
    at a time. Break up any compound questions. 
 
8. Don't interrupt. Listen to the speaker’s full answer to your question   
    before you respond. 
 
9. Transition naturally. For example, use something in the speaker’s 
     answer to frame your next question. 
 
10. Asking a “what” question instead of a “why” question aids the listener in 
      problem solving rather than reacting with a defensive mindset. 
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Ten Tips for Good Verbal 
Communication 

 
“Take advantage of every opportunity to practice your communication 

skills so that when important occasions arise, you will have the gift, the style, the 
sharpness, the clarity, and the emotions to affect other people.” 

— Jim Rohn 
 
 
 

1. Use concrete and clear language that only allows for one 
interpretation. This prevents confusion and misunderstandings. Ask if 
your listener understands what you are saying or needs clarification. 

 
2. Speak loudly and clearly. Use diaphragmatic breathing so you don’t 

sound breathy or run out of air while speaking. 
 

3. Watch your intonation, pitch, and volume. Don’t talk too loud, too soft, 
too fast, or too slow. Adjust these aspects of your speech to the 
demands of the environment. 

 
4. Vary your speech melody and rhythm to make your words sound 

pleasant and interesting. This will help your audience stay engaged 
and focused on what you are saying. 

 
5. Don’t be afraid of silence. Pausing allow you to choose your next 

words, create positive tension, and keep the listener alert. Leaving a 
short pause after an important message also gives the other person 
time to fully process what you’ve said. 
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“You can have brilliant ideas, but if you can't get them across,  

your ideas won't get you anywhere.” 
— Lee Iacocca 

 
 
 

6. Avoid thinking out loud as it can be heard as rambling and not 
cohesive causing your listeners to tune out. 

 
7. Engage your listener’s attention if you think he or she is not actively 

listening to you by asking for an opinion or asking an open-ended 
question. 

 
8. Use positive words and phrases. Positive words create a positive 

atmosphere and put people in a good mood. 
 

9. Use the present tense as much as possible to boost the 
persuasiveness of your argument. 

 
 10.    Adjust your speech to the listener’s needs. Accommodating the other          
          person makes them feel relaxed and encourages them to open up to     
          you. Understanding whom your audience is and crafting your  
          message to them will also create greater common ground. 
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Ten Tips for Good Written 
Communication 

 
“If you can’t write your message in a sentence, you can’t say it in an hour.” 

-Dianna Booher 
 
 

1. Keep it as simple as possible while still getting your message across. 
 
2. Avoid overusing jargon or big words. 

 
3. Use concrete, specific words instead of general, vague ones. 

 
4. Eliminate overused, trite, or old-fashioned expressions to keep your 

writing current. 
 

5. Use active rather than passive verbs to bring your writing to life and 
make it sound more conversational. 

 
6. Vary the length of your sentences, avoiding long, run-on sentences. 

Read your sentences aloud and, if you run out of air, they are too 
long. 

 
7. Break your message into short paragraphs to increase readability. 

 
8. Review all of your messages and make sure your words aren’t open 

to being misinterpreted. 
 

9. Always proofread and edit your communications for spelling and 
grammatical errors before sending them. 
 

  10.  Read your messages out loud to yourself before sending them. This    
         is the best method of proofreading because it mimics how recipients 
         will read your message.   
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Ten Tips for Good Non-Verbal 
Communication 

 
“Trust is the glue of life. It's the most essential ingredient in effective 

communication. It's the foundational principle that holds all relationships.” 
~Unknown 

 
 

 
1. It’s true that the eyes are the windows to the soul, so make sure to 

maintain good eye contact while holding any conversation, whether 
the topic is serious or not. 
 

2. Pay close attention to your body language and posture, as they 
communicate more than you think. For example, leaning forward and        
facing your conversational partner communicates receptiveness and 
interest, while turning away or staring off into space says that your 
thoughts aren’t fully there. 
 

3. When you are having an emotional or serious conversation, a gentle         
touch on the hand or arm says that you understand and empathize 
with the other person. 
 

4. Just like your body language, your face can speak volumes. A frown        
or roll of the eyes will communicate negative judgment. Try to keep 
your face neutral until you are ready to respond with the appropriate 
words. 

 
5. Avoid any and all distractions. If you aren’t fully focused on whomever 

you are trying to converse with, he or she will notice that you are not 
completely engaged in the conversation. This sends the message 
that you don't care about what’s being said. 
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“Effective communication is 20% what you know and 80% how you feel 
about what you know.” 

~ Jim Rohn 
 

6. A handshake can send a powerful message. For example, a two-
handed shake expresses sincerity, a high five shows mutual 
approval, and a strong, confident grip inspires trust. Avoid a limp or 
cupped handshake, as it gives an impression of weakness and 
lessens the connection between people. 
 

7. Be aware of your conversational partner’s personal space. Keep the     
         physical distance between you and the other person appropriate to 
         the situation and environment. If you don't know what's comfortable     
         for them, just ask.   
 
    8. Hand gestures can mean different things to different people,            
        especially when you’re in a foreign country. In some cultures, waving 
        your hand could say, "Good to see you," and in others, the same  
        gesture could be highly offensive. Learn to be sensitive to how people 
        interpret your movements. 
 
  9.   Clothing, scents, and colors all send distinct messages. Your perfume     
        or cologne could be alluring, overpowering, or offensive. Your choice      
        in clothing can say that you're trendy, conservative, or unemployed.      
        Pay attention to how others react to your personal style and make  
        sure that you're not sending the wrong message. 
 
10.   If you really want to get a good sense of how you come across to  
        others, videotape yourself talking. Seeing yourself as others are      
        seeing you can be very telling.   You will be able to make changes that 
        can improve how you are being perceived. 
     
 
       
 
 
 
 
 
 



TOP 100 TIPS FOR BETTER BUSINESS  
	

	 	

																																											©THRIVE	FOR	SUCCESS,	LLC	AND	SUE	GUIHER-	2016	ALL	RIGHTS	RESERVED	WORLDWIDE	 13	

	

Ten Ways to Make a Great First 
Impression 

 
"The basic building block of good communications is the feeling that 

every human being is unique and of value." 
— Unknown 

 
 
 
 

1. Be on time (or slightly early). Someone you’re meeting for the first 
time, whether it is for a job interview or coffee, will not be interested in 
your "good excuse" for running late. 
 

2. Present yourself appropriately. People make key judgments about 
new acquaintances within the first few seconds of meeting, before 
they’ve even spoken. Therefore, it is extremely important to present 
yourself visually in a manner appropriate to the situation. 

 
3. Have a winning smile. Smiling makes you appear more open, friendly 

and confident. It will also help you maintain a calm presence if the 
situation is one where you may be nervous. 

 
4. Be conscious of your body language and what it says about you. 

Keep an open posture rather than a closed-off one to communicate 
friendliness and create an atmosphere of trust. 

 
5. Don’t underestimate the power of small talk. Have a few topics ready 

to talk about if there is a lull in the conversation. 
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"Be amusing: never tell unkind stories; above all, never tell long ones." 
~ Benjamin Disraeli 

 
 
 

6. Don’t just talk about yourself. Make sure to ask the other person 
questions to keep them engaged and interested in continuing a 
conversation with you. Open-ended questions or asking someone’s 
opinion will create greater rapport, trust and allow the person to feel 
heard.  
 

7. Remain positive. Don’t dwell on negative things when you first meet 
when you first meet someone, as you may come across as a gloomy 
or pessimistic person. 

 
8. Be interested and interesting. 

 
9. Be courteous and attentive to the other person. 

 
  10.  Be yourself. You will never feel at ease meeting new people if you    
         are constantly trying to be someone else. Listeners can sense when  

    someone is not being authentic and this will create tension and         
         miscommunication. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



TOP 100 TIPS FOR BETTER BUSINESS  
	

	 	

																																											©THRIVE	FOR	SUCCESS,	LLC	AND	SUE	GUIHER-	2016	ALL	RIGHTS	RESERVED	WORLDWIDE	 15	

	

Ten Ways to Create a Good 
Face-to-Face Connection 

 
"The art of communication is the language of leadership." 

— James Humes 
 
 
 
 

1. Make every word count. People will tune out if you don’t capture their 
         interest immediately. 
 
    2. Tailor what you say to meet your listener’s needs. Spend time     
        time learning about and understanding what your audience values and        
        what they think or believe already about what you are speaking about.             
        What is their perspective on the topic already? 
 
   3.  Pay attention to unspoken emotions that may be communicated     
        through body language or facial expressions. 
 
   4.  As the listener, concentrate on the speaker closely. Don’t let your eyes     
        dart away or drift off, and don’t interrupt. 
 
   5.  Honor the other party’s personal space and time constraints. When     
        speaking, get to the point quickly if the listener is pressed for time. 
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"Precision of communication is important, more important than ever, 
in our era of hair trigger balances, when a false or misunderstood word 

may create as much disaster as a sudden thoughtless act." 
~ James Thurber 

 
 
 

6. Prepare what you’re going to say ahead of time. What does your     
listener already know about your topic? What does your listener         

             need to know to take the necessary action? 
 

7. Watch your own body language and facial expressions. Don’t     
             fidget, act nervous, express fear, or allow your posture to convey  
             uncertainty or overconfidence. If standing, stand straight up and if  
             sitting, sit up straight as well. 
 

8. Be sincere and authentic, and speak in your true voice. Be careful 
of speaking too fast or trailing off at the end of a sentence. Ensure 
that your voice is reflective of the message you are trying to 
convey. 

 
9. Maintain control of the conversation. If you suspect that you are no 

longer the engaging your listener, stop and re-engage your 
listener’s attention. You can do this by asking a questions or an 
opinion about what you have shared thus far. 

 
 
      10.  Ask for feedback throughout the conversation about the points you     
             raised, and don’t get defensive if you receive negative feedback.    
             Use it to clarify your message and to engage in further  
             conversation. By honing your message, you will improve your 
             communication skills. 
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Ten Tips for Effectively 
Communicating Over the Phone 

 
“Without credible communication, and a lot of it, the hearts and minds of 

others are never captured." 
~ John P. Kotter, Professor, Harvard Business School 

 
 

1. Dress as if you were speaking to the person face-to-face. What you 
wear can subconsciously affect the way you speak, whether it’s 
casual or professional. 

 
2. Sit upright or even talk standing up. You’ll convey more energy in 

your voice if you are in an attentive physical position. You will also 
have better breath support which aids in creating a stronger 
presence. 

 
3.  Give the other person indications that you’re still present and  

          listening. Say “uh-huh”, “ok”, “I see”, or “right” every so often. Just be  
          careful not to interrupt the person. 
 
     4. Take notes on questions you have. Then use breaks in the     
         conversation to clarify what you’ve heard and ask your questions. 
  
     5. Your body language will come across in the way you speak, even if 
         the other person can’t see you. Use hand gestures, move around,  
         and even try maintaining “eye contact” with the phone as if the person     
         were right there with you in the room. Your tone will speak volumes to  
         the listener. 
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"I think the one lesson I have learned is that there is no substitute for 
paying attention.” 

~Diane Sawyer, ABC Television Anchor 
 
 

     6. Enunciate your words and speak up. Ask the other person if they can     
         hear you clearly. 
 

7. Don’t speak for too long without checking that the other person has 
heard and understood you. They may have been disconnected and 
you’ve been speaking to thin air for the last 10 minutes. 

 
8. Model the other person’s speech and manner to build rapport. If he or 

she is speaking fast, you should step up your own pace (though not 
too fast.) If the other person is using very formal language, you 
should do the same. 

 
9. If the other person interrupts you, let them. Don’t try to battle for “air     

         time”. On the same note, make sure you let the other person finish     
         their sentence or thought before trying to express your own. 
 
  10.  If you don’t have the time to talk on the phone right then, either don’t 
         answer it or tell the person immediately that you can’t give them your     
         full attention right then and you need to schedule a time to talk. If you  
         leave your email as part of your voicemail message, you can ask     
         people to contact you via email to schedule a time to speak. 
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Ten Tips for Communicating 
Effectively with an Angry Customer 

 
“Customers don’t expect you to be perfect. They do expect you to fix 

things when they go wrong.” 
~Donald Porter, V.P. British Airways 

 
 

 
1. Many unhappy customers have low expectations of how they will be 

treated, so go above and beyond to be helpful and courteous. 
 

2. Listen to what the customer has to say, repeat the facts back to them     
         to make sure you understand correctly, and then reassure them that     
         you will do everything in your power to resolve the problem. 
 
    3. Make a sincere apology, no matter who was at fault. 
 
    4. Listen twice as much as you speak. When you do speak, don't    
        patronize. Remember, your customers don’t understand your products  
        or services as well as you do. Give clear direct answers and       
        instructions. 
          
    5. Don't make promises you can't keep. If you say you'll get back to the 
        customer, then you need to get back to them, and quickly. 
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“Your most unhappy customers are your greatest source of learning.” 
~Bill Gates 

 
 

6. If they need to, let your customers vent. Do not try to interrupt –     
             instead, really listen to what their concern is. 
 

7. Always communicate with your customers and be upfront about  
             everything in the beginning so you can both be on the same page. 
 
         8. Stay firm and resolute, and don’t be drawn in by anger or  
             frustration. Anger on your part will only escalate the situation and     
             make the customer even more upset. Remain calm and cool to                                
             keep a grasp on the situation. 
 
        9.  Think of a dissatisfied customer as an opportunity to make an ally     
             who will attest to your fantastic customer service. 
 
      10.  Every time a customer interacts with your brand, even in a negative      
             way, you have a chance to create a relationship. Remove the word     
             "can't" from your vocabulary when dealing with an angry customer.    
             Instead, offer solutions and explain what you CAN do. 
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Ten Tips for Giving Effective Feedback 
 

“To say that a person feels listened to means a lot more than just having their 
ideas get heard. It's a sign of respect. It makes people feel valued." 

 
Deborah Tannen, Author and Professor of Linguistics 

 Georgetown University 
 

 
1. Look for signals that your employees want feedback. Then, focus on 

         behaviors that are either helping or getting in the way of your     
         employees’ achievements. 
 
     2. Avoid giving feedback that can’t be acted upon. The purpose of  
         giving feedback is to facilitate action, not to make an employee feel     
         bad about something he or she can’t do anything about. 
 
    3. Make sure that your feedback is fully understood. The quickest, most 
        effective way of doing this is to simply ask the other person if he or     
        she needs clarification. 
 
     4. Set up a date for a follow-up.  This lets the other party know that you     
         are committed to supporting them and to making the necessary  
         changes. 
 
     5. Avoid using labels such as “unprofessional” or “irresponsible” to  
         describe employee behavior. These words are ambiguous and do     
         little to help the employee understand what you are looking for. 
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"At the bottom of things, most people want to be understood and 
appreciated." 

 
The Buddha 

 
        6. Try to eliminate extreme words such as “always” or “never” from   
             your feedback. These words often trigger a defensive reaction and      
             will draw the conversation away from the real issue at hand. 
 
 
        7. Avoid words that convey judgments on value or personal attacks,  
            such as “good,” “bad,” “stupid,” or “incompetent.”  
 
        8. Timing is extremely important. Changes to behavior can be made     
            quicker and easier if feedback occurs “in the moment” and is tied to      
            a particular situation. 
 
        9. Take responsibility for the feedback by speaking for yourself instead  

   absent or anonymous third party. You can do this by using active 
   instead of passive voice.             
 

      10. Understand your motivation and purpose for giving feedback and  
            instead of a charge neutral way that is free from judgment of the 
            person being given feedback. 
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In Conclusion 

 
 
This practical guide is a starting point for effective communication in the 
workplace. I welcome your comments and am very interested to hear 
how you have used it to improve your communication skills. 
 
If you would like a communication audit to determine how effectively you or 
your team is communicating please contact us at: 
audit@thrive4success.com 
 
General questions or comments can be sent to: 
Sue@thrive4success.com or call me at: +1-331-222-SUEG (7834) 
 
Also connect with me via LinkedIn at www.linkedin.com/sueguiher. 
 
 
 
To your success- 
sue 


