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CLEAR COMMUNICATION SKILLS 
 
There are five basic categories of behaviours/skills present in any effective interactive 
communication. These are known as the CLEAR communication skills. 
 

Clarifying 

Listening & Responding 

Exploring 

Actioning 

Reviewing 
 
As can be seen from the diagram below there is a dynamic relationship between these 
behaviours in any interaction, each of these communication skills has a specific purpose in 
an interaction and can be divided into specific behaviours or skills. Over the next few 
pages we will explore each of these skill areas in detail. 
 
The “CLEAR” Communication skills 
 
Clarifying     
Listening & Responding   CLEAR COMMUNICATONS 
Exploring       
Actioning       
Reviewing     
 
Problems that you experience in communicating with others 
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CLARIFYING 
 
Providing overall direction for an interaction and developing a clear understanding of the 
topic or issue being discussed. 
 
Establishing purpose 
 
Establishing, up front, a clear understanding of the purpose of an interaction. 
 
With the possible exception of social interactions, all interactions have an objective or 
purpose. If we want to be effective and efficient in our communication, the purpose must 
be clear to all those participating in the interaction. 
 
Examples: 
 
Agreeing on process/agenda 
 
Agreeing in advance the most effective structure for the interaction. 
 
Agreeing in advance the most effective structure for the interaction enables you to 
maintain order and to keep the discussion on track. 
 
Examples: 
 
Make Procedural Suggestions 
 
Putting forward suggestions on the manner or structure of conducting a discussion or 
achieving an objective and to focus the group on the objective(s). 
 
This skill allows you to control the group process in a way that maintains the self-esteem of 
the members. There will be times when the group strays off track, forgets the agreed 
sequence, or otherwise needs to refocus on the task at hand. 
 
An effective procedural suggestion: 
 

 Maintain members’ self-esteem by not blaming anyone for distractions or 
implying that anyone is “goofing off”. 

 Show that you respect the group members as responsible people. 
 Give participants an opportunity to accept or reject the suggestion. This will help 

them feel that they have a measure of control in the learning process. 
 
Controlling time – it seems there is never enough time to do or discuss everything that 
you’d like to cover in a session. As the facilitator, you have to make the difficult judgement 
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that calls for the establishment of priorities in achieving the objectives. Ending a discussion 
of an intriguing “war story” will never be a very comfortable action for a facilitator – but it is 
a necessary one. Procedural suggestions can be used here to help you with this. 
 
Examples: 
 
Asking appropriate questions 
 
Asking questions to elicit the right information from others. 
 
To establish clarity with regard to reasons, detail, facts, opinions etc. 
 
Examples: 
 
Checking understanding 
 
Asking questions to establish whether a statement or earlier contribution has been 
understood. 
 
Checking to ensure that you have understood the meaning of something someone has 
said or implied. We quite often fall into the trap of thinking we have understood what the 
other person has said, or only hear what we want to hear. By checking for understanding 
you can help to ensure that everyone receives the same message and that the person 
conveying the message is saying what she or he really means to say. To help you do this, 
use phrases like: 
 
“Did I hear you say…?” 
“So, do we agree (disagree) that…?” 
“Do I understand correctly that you’re saying…?” 
 
Examples: 
 
Summarising 
 
Restating in a compact form the content of the interaction. 
 
Summarising key points of what has been discussed or agreed will help to ensure a clear 
and unambiguous understanding for everyone involved. 
 
Examples: 
 
Encouraging participation 
 
Questions directed at a specific individual to increase his or her opportunity to contribute, 
or directed at the group to encourage participation. 
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In a group interaction it is important to ensure that all those involved are given an 
opportunity to contribute. Some individuals need to be encouraged to put forward their 
points of view, ideas etc. 
 
Examples: 
 
 
 
 
 
 
 
 

 
LISTENING AND RESPONDING 
 
Showing that you are actively listening to and understand the concerns and feelings of 
individuals or the group. 
 
The ability to listen and understand is one of the most important skills in effective 
communication. Listening is probably the most neglected of all the communication skills. 
We assume that listening is a “natural” skill and therefore learned automatically. 
 
We should not confuse listening with hearing. Hearing is a passive physical experience, 
whereas listening is an active process of hearing, absorbing, judging and actioning. If you 
only hear others, you could miss out on valuable suggestions, important facts, 
opportunities to learn etc. by listening effectively you will: 
 

 Encourage other to open up. 
 Add to your knowledge and understanding of the situation. 
 Improve your interpersonal relationships and build rapport. 
 Improve your efficiency by reducing lost time caused by misunderstandings. 

 
Responding behaviours enable us to let others know how we are reacting to what they say 
and do and to build rapport. 
 
Recognising 
 
Recognising and acknowledging the attributes, contributions or ideas of individuals or a 
group, as well as expressing your empathy by showing an understanding of their feelings, 
concerns or situation. 
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This is when you recognise or acknowledge another’s value or worth. An important part of 
“Recognising” is recognising and acknowledging the needs of others. 
 
Examples: 
 
Revealing 
 
Expressing your inner feelings, motives and sharing more personal experiences. 
 
Showing an openness which helps to build rapport and encourages others to open up. 
 
Examples: 
 
Disagreeing 
 
A clear and unambiguous statement of disagreement or difference of opinion with the 
opinions or suggestions of others. 
 
Disagreeing is essential if you want to ensure that others clearly understand your position 
on an issue. Disagreeing is about the issue and not the person. It enables you to be hard 
on the issue and soft on the person. Give your reasons for disagreeing first, followed by 
your statement of disagreement. In this way others are more likely to understand why you 
disagree. 
 
Examples: 
 
Asking appropriate questions 
 
Asking questions is an important part of active listening and encourages others to 
contribute. 
 
Your thoughts 
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EXPLORING 
 
Generating ideas and suggestions on what and how to go about something. 
 
The best solutions to a problem are seldom the first ones thought about. Exploring helps 
us to generate a number of possible ideas / alternatives and to look at all the possible 
solutions before deciding on the best solution. In addition, Exploring ensures that we focus 
on the issue and not the individual. 
 
Inviting proposals 
 
Asking others to put forward their ideas and suggestions on a possible course of action. 
 
Inviting proposals is critical in the process of generating the maximum number of 
ideas/alternatives and in looking at all possible solutions. In addition you are more likely to 
achieve commitment for the final decision if others have contributed to it. 
 
Examples: 
 
Presenting Proposals 
 
Putting forward your own ideas and suggestions on a possible course of action. 
 
Presenting your own ideas can help to trigger other ideas and suggestions. It is important 
however that the generating of ideas does not become competitive. 
 
Examples: 
 
Developing proposals 
 
Adding your ideas or suggestions to modify or extend a proposal which has been put 
forward by another person. 
 
This skill is similar to presenting proposals, but in this case you add your ideas or 
suggestions to modify or extend a proposal which has been put forward by another 
person. In this way you avoid the possibility of your own proposal or suggestion being 
seen as rejecting those of the other person. 
 
Examples: 
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Notes: 
 
 
 
 
 

 
ACTIONING 
 
Reaching agreement on the best solution and tying down the details. 
 
Evaluating options 
 
Considering the options available and “testing” them against your experiences and those 
of others. 
 
Keeping an open mind about possible solutions will help you to arrive at the best possible 
solutions. 
 
Examples: 
 
Agreeing action 
 
Agreeing the “what” and “how” of the agreed solution. 
 
You must ensure that all the details are tied down and everyone committed to action. Ask 
for commitment to the agreed solution. 
 
Examples: 
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REVIEWING 
 
Reviewing the interaction, establishing follow-up and ensuring implementation of agreed 
actions. 
 
Summarising 
 
Restating in a compact form the agreed action plan to ensure that there is no 
misunderstanding about what, how or who. 
 
Examples: 
 
Setting follow-up dates 
 
Agreeing follow-up dates 
 
Follow-up dates indicate a commitment by parties to implementation. Adequate time must 
be given to ensure implementation success. 
 
Examples: 
 
Following – up 
 
Actively following-up on discussions, including on formally agreed to dates and informal 
follow-up. 
 
Informal reviewing or follow-up shows interest and commitment. Informal follow-ups also 
provide an opportunity to coach for success. 
 
Notes: 
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