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lntroduction
ffi
i{l' * í*w totni !*Ťt: t*rrl ni* r: ;r*ti** skil l:
e*ach **tj tr;lin*r
HeIlo. lu4y name\ Andrew Mallett. lh a
communication skills coach and trainer and
|'m delighted to welcome you ta thi5 course
on successful presentations. l'll be your guide
for all eight units of the course.

The aim ofthe course is to provideyou
with the skills you need to present successfully
in English, lt's designed for anyone who has
ťo make business presentaťians whether
you make big presentailons to hundreds of
people, or simply need to give updates at a
team m?eting.

ln each unit we'lI explore a different part
of creating and delivering a presentatíon,
from initial preparation through Creating
introductions and conclusions all the way
to handling questlans and making your
pre|entatian really come to life. The units
Lanroin \ ideo, of pre>entaLions g--t cn at
a frctional company called Quartz Power
Group. ln each unlt l explain the theory
and then later l provide analysis of the
presentatians. ln your coursebook, you'll
frnd practice tasks and summaries of all the
Cantent. EaCh unit in the baok also provides
you with the es|enťial language skills for
pre5entations, including key phrases and
languaqe exercíses-

We've designed the course to be flexible.
You can start with Unlt l and pragress
through each unit one at a time. AlternatíVely,
you may prefer to explore the particular units
which are relevant for you. Either way, l hope
that you find the course enjoyable and useful.
Good luck,

1 Preparing your
preséntation
ffi
The exp*rt vi*rn: pl**lling
This course is about how to make successful
presentatians in English, ln this frrý Unit, I'll
discuss some key paints abaut preparatian.
ld like to look at two areas- Firstly, how to
prepare the pre5entatian. secandly, how you
can prepare yaurself so that you feel more
comfortable about speaking in front of an
audience.

5o leth think about what 0 presentation
ís. Presenting i5 5imply communlcating
some ideas or me;sages to an audience in
order to achieve something. This is true for
all presentations. So the first part ofyour

planning is to identify your key messages, in
other words: what yau want to say. And you
don't want many,Three is fine, anythtng more
than five is probably too many.

You also need to thtnk about yot_lr

audience. Who are they? What are they
cancerned with? What do they need to know?
A successful presenter combines what they
want ta say with what the audience needs
to hear.

So, to recap. The first part of preporing a
presentOtion is ta identify What mes5ages
you need to communicate. The second part
is to think about the needs of your audience.
These two elements form the strategy for any
present1tian. so that's how you can prepare
yaur presentatian. Now, let's move on to how
you can prepare yourself. Listen to what some
other preser]ters da ...

ffi
Th* er;:l*rt .;i*-lv: pla*"tilit,l*
Practice is important. There'; a big difference
be[ween looking at your nates and actually
standing up and presenting1. So practise your
p{e5entation, preferably at least twa or three
times. l recammend that when you practise,
yau try to da it dífferently every time.Try
using different phrases and examples so that
you don't become fixed on a sinqle way of
presenting yaur messaqe. presenting i5 not
about speaking perfectly, it's abaut being
comfortable with your audience even when
you are not perfect. Giving a Clear message is
much rnore important than 5peakinq perfect
sentenCes in English.

Think also about the things which you can
control before the presentation, in particular
yaur enviranment such as the room and
equipment you are ustng. You may have a
preference for how the room is arranged:
theatre,style, a U shaped arrangement, or
groups at tables. lfyou can, check the room
before your presentat]on to make sure thing5
are arranged the way yau want them to be.

Check alI technical equipment so you're not
anxiaus abaut whether the slides will work_

No[ only can you prepare yaur
enviranment, yau can also prepare yourself
ohy\lcolly and p>ycholoq:r6t|y. _.

ffi
Ti:* *xp*l"t view: d**{ing with n*rrl*s

lfyou feel nervous abouť presenting, don't
worry! 'bu are not alone. ln reality, nerves
are good for you: they keep you alert and
full of energy when presenting. But you don't
wanr to be loo nprÝoL)c. Caod pr?pa|aLion
ofthe type l described earlier helps to reduce
nervousness.

How you manaqe yourself and deal with
nervousness is a personal matťer. Dífferent
people need to do different things.9ome
people like to find a quíet place away from
people Oth?rs n??0 La toll ar |irte. lo \am?
calming music. /,,4aybe you have a particular
item of clothing which makes you feel
ronfrdent. Per<onalt),l 1l1i41 2pt, i>? i, ve|)
useful way of relaxing.There's a very close

relationship between how we breathe and
how we feel. Gentle exercise, such as short
walks or stretching, makes us breathe mare
deeply, reducing the heart rate and helping
us to feel less anxious.

But perhaps the mast 1mpartant part of
yaur pr€paration is thts: recogntze the value
of what you're pre5entíng. TeIl yaurself why itš
important that your audtence take away your
message;, The best presenters are the ones
who genuinely believe tn the value of what
they are presentlnq.They want u5 to listen.
They are often less nervous because they stop
ttlinking about themselves and concentrate
instead on cornmunicating. As a result, they
are mare interesting to the audtence. The
presentation ítops being about the presenter
and starts beíng about the audience_

So the key point to always remember is
rhat the pre5entation isn't abaut yau. lt'5

about your audience.

2 Structuring your
presentation
ffi
Th* pre§efi latien; fulareu: ilev*ns*n,
, í"la.a!,":g D|íĚťi*r ůť ;í}L
Mor n i ng everyone. Tha n k you for com t ng,
especially at such short notice.5o, l'll try not
to take up too much oťyour time. So, as you
know from the brief that l ernailed you round,
t hc board have made o ftnol de .i>ion on
relocation. Now, l am aware of the inevitable
rumoUrs sUrraUnding this decísion, which
is why lh keen to take action as quickly as
possible to prevent any further speculation.

As you will see from the brief thot l sent
round, the board have decided to move all
head office operation5 from this location to
the company's Littlemore branch. So the first
thinq l need us to understand is ťhe office
move is definitely going ahead,The decision
has been made and there's no going back.

Now today, l'd like to talk to you about how
we implemen[ this plan. Now l understand
that relocatian on this scaIe doel have a
huge impact on everyane in the organizatton,
which is why we need to approach it with
sensitivity and good forward planning.

So l'm going ta ga through three paints.
First of all, l'll talk about the key dates and
autline a basic schedule for us all to follow,
Secondly, l'll cover some potential changes
to our working practlces that the move may
throw up. And finally, l want to díscuss how
the plan should be presented to alI the ýaff
and what we shouId antícipate in terms of
thei r i m m ed iate ca ncerns.

So let's start with the key dates. The lease
on this building ends an March 3l st. So
we have twelve months from tomorrow ta
relocate . . .

... So the last department to mave is lT
because they need to keep a few of their staff
here until the thirty first. So, that more or less
Covers the schedule. Now l know that ít's a big
operation, but as long as we keep to the date|



ill64

Il
l Videoscript

that l've shown, l think it should all run fairly
smoothly. obviously, there wíll be a need for
you to set your own department deadlines
but that's something you can do internally.

Now, this brings me to my second point
and the issue of working prcctices. lmagine
the following scenario . ..

. . . Over the next twelve months, l've asked
Paul to take all the necessary steps towards
developing a flexitime policy and he'll be
Conťacting eaCh of the departments in dUe
Course.

5o to sum up, l really believe that this is a
chance for us to step back and refresh our
current workíng practices, bringing us in line
with the growing trend to workfrom home
and to work more flexibly.

So let's move on to the last poínt in the
present1tian which, I suspect, you will all be
mosr cont erned about. How ore we goinq
to present this relacation plan to everyone?
And remember, this move doesn't only affect
the staff here at head office but also afťects
all the people who work at the Lítťlemore
site already. It is extremely important that
we keep the staff informed and involved
th rou g houť the p rocess.. .

So, to sum up, the key to keepinq
people onside is openness and good
cam mu n ication cha n nel s.

ok. wel1,|eťs leave that there for
now, shallwe? So that is the end of my
presentaťion and the next thinq you need to
do is puL the plan into atLion. ..

W
The expert VieW
ln thí5 unit we're goíng to loak at how we
struCture a presentaťion so th1t the audience
find it easy to follow.

A simple guide is this: tell them what
you're going ro rcll them, tell them, then
tell them what you told them. Why is this
50 important? Well, audiences are very bad
listeners, ltb esťimated that an audience will
probably forget about BOaÁ of what you 5ay.

Your job as a presenter is to make sure that
the 20a/o that the audience remembers is the
20aÁ you want them to remember.

So, you need to structure it in a simple
way. lrecommend using something lcall
the core 5tructure. This structure follows the
basic idea of telling ťhe audience three times
what they need to hear. ln the introduction,
we tell them what we're going to tell them.
We then go through each key message one,
by one. And in the conclusion we tell them
what we ťald them.

Once you have your key messages
and a core structure, you need to guíde
your audience through the presentation.
Audiences like to know where they are in a
presentation, and the best way to do this is
to remind them frequently by making it clear
when one section has finished, and another
one has begun. By clearly announcing the
beginnings and endings of each section,
the presentation becomes easier to follow.
That achieves ťwo important things. First,
it means that if someone has stopped

listening during one part of the presentation,
they have another chance to join the
presenťation again when the new section
begins. Secondly, because the presentation
is easy to follow, the audience starťs to trust
the presenter mare. The presenter appears to
be in control, and that can only be a good
thing.

The clearest way to show that one section
has finished and another one begun is to
tell the audience directly. You could aIso
make physical changes to indicate a new
sectíon. For example, when you finish one
|ection, move from one side of the screen
to the other. Or, íf you don't have much
space, allow a long pause ťhen start the new
,eLlian With a |resh enerqy in yout voice.
Creating contrasts between sections makes
the structure really clear.

5o let me recap the impartant points -
telling you what l've told yau, in other words.
Fírst, keep it simple: tell people what you're
going to tell them, then tell them, then telI
them what you tald them. Secondly, use the
Core 

'tructure 
as a simple way to structure

yaur presentaťion. Finally, signal to the
audience clearly the beginnings and ends of
each section, both through language and
through changíng your physical position
and energy.

§F§§
The expert fe*dback
First of all, in his introduction, Marcus obeys
the rule of telling us what he is gaing to
tell us ... (extract of Video 2,2).

But what l like in pOrtícular abouť
Marcus's presentation is the way in which
he carefully guides us from one lectian to
the nexť. He takes care to make sure that
we know that one ;ection is ending before
announcing that another one ís beginning
... (extract ofVideo 2.2).

Notice how he stands up. l thinkyou can
sense the audience|s atíention ímmediately
goes up when Marcus srands up. He rhen
returns to a silting down positíon when he
starts his conclusion. As l said earlier, any
form of physical change will help to clearly
siqnal the end of a point.

whenever Marcu; comes to the end of a
sect ion, he ocrually tells us_ o[ten recapping
the key rnessages for the section. . . (extract
of Video 2.2).

Mmmm, not sure l like ll/tarcus using that
phrase'to sum up'twice ín a row. Perhaps
he could have used a síiqhtly different
phrase like'ln summary' or'The key thing to
remember ís' and so on. lf yau can, try to vary
the phrases you use.

But Marcus doesn't juý signal the end5 of
sections. He's also very qood at announcing
the starts of the secťíons too, , . (extract of
Video 2-2),

For my final comment, l just want ta say
l love the way Marcus announces that last
sectian. He encourages the audienCe to
really focus by índicating that it's something
that they are all worried about. That's super
naVigatian.

W
Language focus; střuctuíins youť
me§sa§€
) See videoscr]pt forVideo 2.2 (edited
version)

3 lntroducing your
presentation
@
The presentation; §abine Kolbeck {lT
consultant íor 5ave lT]
Well, good morning and thankyou all for
coming. l understand that it'l a partícularly
busy period in the year for you all - sales
conferences l gather so l'll keep this as brief
as l can. l know two ofyou here taday from
previous meetings but for those ofyou who
don't know me, my name's Sabíne Kolbeck,
and l represent the lT consultancy, Save lT,

We are delighted to have recently entered
into a partnership with you and are naw
responsible for the day ta-day running and
security of QPG's Computer systems.

Now, what exactly does that mean? Well,
for example every niqht after you have shut
down your computers and gone home, all
the information on your Computer systems
will automatically be backed up on our
servers. That means thOť even if you lost
every single piece of data on yaur computer,
wed be able to find it for yau , . . so, no need
to Worry!

Most of our work ťakes place from our
offices in Germany where we can make sure
you don't pick up any virus and check that
no one ís reading your company information
who shouldn't be.

So íf l can do all thís from the computer
in my office, why am l here? Well, the reason
i> thar l wanl Lo tell you about o new setvice
we are offering our clients, one that will
i m p rove cam nn u nicat i on a n d th e refo re
h opefu l l y yo u r p rod u ctiv ity.

Aly company ís expanding itl range of
services. As you'll guess from our name,
'Save lT:the main scope of our business has
always been lT security but we feel it's time
we offered our exí;ting customers grelter
access to the knowledge and skill of our
trained specialísts. Now, one way we feel
thatyou may benefiť from this is by allowing
us to advise you on making the most of the
technology that you have in your hands.
So we could have a valuable part to play in
'Making the most af mobile technoloqy:

ln oťher words, we would líke to work
with you on two key areas. And these are
the areas l'm going to focus on today. Fírstly,
how many ofyour stafftravel an a reqular
basis? 5a0/o? 6a? Well, the fact is you want
them to be able ta work fram the hotel room,
from the airport or even from a ship in the
middle of the ocean, just as easíly as they
would from the affice. l know from talking
to A/tarcus here, that all too often, he has
to send urgent emails from the airport ar n

i



a conference centre to his pA for all sorts of
documents and dafu that are stored on your
servers. Now wouldn't it be goad if he could
access all that himself? what a time saver.
|,"4obile technology would allow him to do
this and in a minute l'll explain in more detail
how this works.

Second ly, i m provi ng you r cam pa ny's

mobile technology would also allow more
imaginatíVe use of 

'ocial 
networking both in

terms of keeping in tauch but perhaps more
importantly in terms of marketing. Let me ask
you something. How rnany of you already
use sites like Faceboak ar Twitter on a regular
basis?

One, two ofyou, Right, now what about
your chíldren and their friends?

Oh, well, that's nearly all of you!
So over the next twenty minutes we're

going to look at ... making the most of
mobiIe technology and also making the
mast of social networking.

And please feel free to interrupt me, but
there wíII also be time at the end for any
questÍons.

ffi
Th* *xpert vi*w
Fírst impressions count. The intraduction
is possibly the most impartant part of yaur
presentation. lfyou get it right, the audience
will listen to you positively. lf you get it wrong,
they will either stop listening or lookfor ways
to disaqree with you. The first few moments
when you start speakinq need careful
preparation. lt\ difficult to recover from a bad
frrst impression.

The firsť thing to consider in an
introduction is what questions the
audíence might htave in their minds when
a presentation begins. Things like: Who
is this person? Why should l listen to this
presentation? How long ls thís gaing to take?
These are some of the questions we need to
answer if we want to rnake a positive first
impression.

ane way we can do this is to use a slmple
tool known as the ABCD madel which is

a list af ,things we should include in an
intraduction. Please note that you don't need
to follow these in order. The four elements are:
Atte nti an, Be nefr ts, Cred ibi lity, Di rection.

Let's look at the ABCD model in some
mare detail. First of all, A far attentíon, People
often think the be;t way ťo get an audience's
attentian is to start by telling a joke or sayíng
5omeúing unexpected or shocktng. ln fact,
these trícks Can easily go wrong.

Often, it is more powerful when a presenter
is at ease and comfortable with his or her
audience, and far this reason, body language
is extrerrtely important. The speaker should
seem relaxed and confident and make good
eye Contact With the audience. lt's very
important to practise this kind of confidence.
perhap, the most confidelt begtnninq you
can make ís to have a moment of silence with
the audienCe. Try this for yourself. Start With
a strong'Good morning' or'Good afternoon|
then pause. . . Look around at the audlence

... hold it .., and then beqin.
There are many other ways,ta get the

atldiencel arrenrOn: a1ecdote,, _ Lol ie),

strong visual images. lnteraCting With the
audience - asking questians or havlng a
dialoque is another way. One of the reasons
l like the use of interaction is that it helps me
calm down a bit in the opening stages af the
presentatian. l feel more as if lh having a
conversa[íon with the audience rather than
delivering a big speech.

Turníng now to B for benefits. lt is very
ímpartant to communicate the benefits of
the presentation to the audienCe. ln ather
words, making sure that the audience
knows why it's useful to them. ln many wayg
this is the most important element in an
introductton. lt an|Wers that Vital qUestion
in the audience's mlnd: 'What's in this
pre5entation for me?:

What about C for Credibility? This i5 an
element that is particularly ]mportant in
external presentation5. You must estabItsh
your credibility with the audience 50 that
they trust you and feel that you are qualified
to speak to them. Yau could also include
some details which show you have an
understanding ofthe audience's world. lt
m akes you look very professi ona l.

Finally, we have the simplest part of the
ABCD: D for direction, Praviding dlrection
to the audience means telling them what's
qoinq to happen in the presentation and
how it will be presented, lt's highlighting in
advance the content of the presentatlon but
it also includes other lmpartant elements
too, for example how long you will be
speaking for and whether yc:u would prefer
to be inrcrrupted by questíons or to leave
them to the end. lncluding these detlils
shows the audience that you are in cantrol
of the presentation. As a result, the audience
trusts you more and will listen to you more
positiVely.

So that's the ABCD model for introducťions.
You don't have to structure your introductlon
in that order..Just make sure that once you've
written yaur introductton, it covers all four
elements. Then practise, rc make sure the
body language is good too. As l said at the
beqli n ni ng, fi rst i m p ressíons cou nt,

ffi
§he *xp*rt f*edb*ek
Let's explore each part of the ABCD model in
relatíon to Sabíne's pre5entation. Firstly, A for
attention. overall, l think Sabine does a good
job here she answers most of the questions
an audience member miqht have in his or her
mind when o píe)enrclian Deqins

As soon as Sabine begins her presentation,
she is physically at ease. She stands ýraight,
she makes direct eye contact with her
audience and she smiles.

5abine chooses to have some interactian
with the audience in the opening minute;,
and she has planned it well: she knaws that
there will be a larger respon;e to the second
questian. This helps her make the point she
wanťs to make about soctal networking in

Via"or.,ipt !

the future. , . (extract ofVideo 3.2),

Now B for benefrts. Sabine does an aKjob
of this but l think it could be better , . . (extract
of Video 3,2),

5abine explains how the presentatíon
may be usefulfor the ludience, but it's done
from her clwn point of vtew. lťs all about
what her company can provide ra[her than
what the audience might get. There's a btg
difference between saying'lh going ta tell
you somethin9' and 'You're going to learn

'omething', 
ane fOCuses on me, the other

on you. And in presentatians, we war]t to
cancentrate an what the audience will
receive, not what we will say.

l think Sabine should use phrases such
as 'You will discover . . .' or 'By the end of the
presentation, you will have a clear idea about
how to make the most of mobile technology
a n d soci al ne[wor ki ng.'

Now let's look at C for credibility. This is

where Sabine is at her strangest. First, she
achieves credibility by showing she already
has an understanding of her audience . . .

(extract ofVideo 3.2),

The other way is by explaining who she ls
and why she's qualified to speak ... (extract
of Vjdeo 3.2),

This is where most presenters stop. But
Sabine goes further: she goes on to explatn
her role so that the audience can get a real
picture clf what she does. lt becorr]es a story
. , . (extract ol Video 3,2).

Let's move anta the final, and slmplest part
of the ABCD: D for direction. At the end of her
introductian, sablne outllnes the structure of
her presentation and tells the audlence that
there will be time for question5 at the end. lt's

simple and clear.

ffi
Lang*:e3e ť*e r::; intl,**,;ril* :,*u;:
p!.ť5*fitr3ti*r1

Well, good morning and thank you all for
coming, l understand that it's a partícular|y
busy peilod tn the year for you aIl sales
conferences l gather - so l'll keep thís as brief
as l can. l know two of you here today from
prevtous meetings but for those of you who
don't know, me, my name's Sabine Kolbeck,
and l represent the lT consultancy, Save lT.

. , . /,4ost of our wark takes place from our
offices in Germany where we can make sure
you dan't pick up any virus and check that
no one is reading your company lnformation
who shatllrln't be,

So if l can do allthis from the computer in
my office, why am í here? Well, the reason is
that l want 1o 1g|l you lbau' o ncw,Plvil? we
are offering our cltents, one thať will imprave
cammunication and therefore hopefully your
praduCtivity ...

. . . ln other words, we would like to work
with you on two key areas. And these are the
areas l'm going to facus on today. Firstly, how
many ofyour stafftravel on d regular basis?
. . . l know from talking to 

^larcus 
here, that

all too often, he ha| to send Urgent emails
from the airport or a canference centre to his
pA for all sorts of documents and data that
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dre stored on yclur server;. Now wouldn't it be
good if he could access allthat himself? What
a time saver. l1,4obile technology wouId allow
him to do this and in a minute l'Il explain ín
more detail how thts works ..,

. , . 5o over the next twenťy minute| We're
gaing ta look at ... makíng the most of
rrlobile technology and also making the
most of social networking,

And please feel free to interrupt me, but
there will also be time at the end for any
questions,

ffi
l_*ng*aE* ť**u:: #ett'tl§ eite*t;*n vťith
p3{,}§*§

) See Videoscript for Video 3,2
paragraph 1

4 Delivering your
m€ssage
ffi
Th* Pr*se*tati*ns
1 petli{iň fieyes; Malk*t r*seeyefu*l
So, let's start with a brief description of the
background, Six months ago, your campany
came to u5 With a request. To carry out
research that would provide key tnformation
abouť your customers and the service that
they receive.

For example, to help explain the fall
in Cu|tomer retention, paylnq partiCular
a[tentíon to the cancellatlon of contracts
Withln faurteen days.

Also, to assess their views on the call
centre, ln particular, you wanted to look into
th? i))J? of Unía,Olv?d,l"<loneí enq.]ilie)
and complaints, ln addition, such research
will gíve us an opportunity to laok into other
areas,that may patentially be affecting
your business. And so lt was agreed that we
canduct this research using our web-based
research methods.

? S;i!rine 1{*ii:eck: lT c*ng*lt*nt
so far l've talked about how mobile
technology is crucialfor more effectíve
cammunicatian, and l'll leave it at that for the
mament.

l mentioned earlier the usefulness of
having a company intraneť or a virtual
meeting place for members of your company,
and this is where l'd like to focus next. A new
intranet could have a btg tmpact on how
you work, Now let's take a few mlnuťes ta
imagine what a new intranet could offer your
business.

First of all, it would give you round-the
clock access to your bustness. For example,
imagine you're on another contínent and
you're about five hours behind. You log on to
the websíte wíth your secure username and
password. You can plck up your emails, read
any key documents or send your own. You
can even checkyour company newsletter and
join in the office online gossip, And of course

you can take part in a conference call.
Because at the moment, l knaw fram

talking to some of you here that a great
deal of time is wasted on internal company
cammunication because ťhe system ts not
integrated. 5o the key point here is that
something os simple as an integrated Website
for your company offers you the perfect way
to unify communication. And, as we all know,
the consequence of this is effective and tíme-
saVing Communication.

3 Jtr{*ycu* St*v*ns**: Ma*agi;rg §ir*ct*t
lf we asked our staff whether they'd like to
change the way they work, they'd probably
answer 'no| The same probably is true for
most of us here in this room. we like the idea
of having our own desk and we certainly
líke the luxury of a Canteen. But things have
changed. lf we continue to work in this way,
the consequences will be serious,

Staying as we are would be fine for a short
period of time, but it wouIdn't be long before
we start paying a heavy price: decreasing
salaries, even letting people go, and also
losíng our competitiveness because wďre
refusing to work in a 2l st century way.

The fact is that we will be moving inta
srnaller premises, and our current way of
working with one desk per person and fixed
hours is expensive and, frankly, out of date. ln
other words, we need 21 st century working
praCtiCes that we should have implemented
some -tíme ago. This relocation offers us the
perfect moment ta intraduce them.

Now, what lh proposing is a brand new
|yýem af flexitime_ lt means that some staff
could workfourday weeks and, ln some
Cases, they Could even work from home
for part of the week. This means that staff
share desks and office space, and as well as
solvinq the space problem, flexible hours
and working from home also will aIlow
staff - who milJht not Want to relocate their
home and their family but will have longer
Cammuting disrances - it might give them
the oppor[unity just tO travel in for one or two
days a week.

5o, another way to ťhink of this relocatton
is as an opportunity for staff to benefit. Now,
this is a really imporťant point that l Want
you to take away from this meeting and take
bock 'o )our Leam,. lhi, l?lo1alion i) noL a
problem: i['s an oppartunity.

So to sum up, l really believe that this i5 a
chance for us to step back and refresh our
current working p{actice;, bringing us in line
with the qrowing trend to workfrom home
and to work more flexibly.

ffi
Th* *r}**r§ viexr
The biq test for any presentation is whether
the messages are communicated successfully,
|,/ a ny presentati an s, eVen i nterestl ng
and tnfarmative one5, don't achieve their
basic objective of communicatinq specific
mes;ages. You need real disclplíne to make
.utp'hat )otlt pIe.?^1otion.ammUn;, al?\
effectively-

l'd like to start by looking at a baslc
principle for presenting a message that's
known as the PEEP principle. lt's very simple_

lhe fit,t P ,rand" fo, Ihe point oI mp))oqe

)aU /vant to, onmL,ni,arc. ll i5 gftpp 6
good idea to start yaur secŮon With a direct
communication of the key message.Then
yau can ga inta more detatl using the two
Es: explanations and examples. Finally, ít's
:mparranI Lhat 1ot_t te,op rt.e l e; pa;nt anLp
mare.

5o, very sirnple_ l1,4ake the potnt, provide
explanations and examples, and then recap
the point.

Some presenters will do this quite
naturally, Without thinking about it, For
others, however, using the PEEP principle
takes a lot of effort.

lf you are the type af presenter who enjoys
being spontaneous and Itkes ta mave away
from the subject, then PEEP is especially
impartant as there's a ri5k thot your message
will become lost. So íf you are that sort of
presenter, you MUST highlight the message at
rhe bca;nninq and end of,ne <e, tion.

PEEP is also important if your presentatian
is Very interactive. Your audíence may Want to
ask questíons or make comments which lead
you away from the point you want to make_
lf you remember the PEEP principle, it will
be easier to get control of the presentation
again by saying something Iike'Well, it's been
an inťeresting dtscussion now l jUst Want
to bring us back to the point l was making
96l ligr 6r,g ! hPT rcinrralurc yoLl, na.n
message.

There are other ways ln which we can
;tructure an individual sectton 50 that the
message is clear. These techníques stlll make
use of the generaI PEEP framework.

one of them is known as the'dream'
approach. Thts asks our audience to
imagine a possible better future: lt ls a
powerful approach because it stímulates the
audience's imagination in a positive Way,
l1 5 g pgrf1lr,lrUCtur? 1a J\e |^ hen rau ole
promoting samethíng which could have an
impact on your audtence's future,

Almost the opposite of the'dream'
approach is what we call the'disa;teť
structure. This structure is most often used to
influence people to accept a change which
they do not necessarily like or agree with.

ln the disa;ter 5tructure, we still follow
PEEP by presenting the key message.Then we
explain how it's natural nat ta agree With that
message, and then we describe the negative
consequences of nat agreeing With it - ťhatš



the disaster bit. We end, again, by reaffirming
the key point.

There's one thing to be very careful of
when using the disaster structure. lf we want
to influence sameone, we need to balance
the negative message With a positive one. A

disaster gets attention, bUt a po;itíve vtsíon is

more likely ta inflUence.
This brinqs me to the final point we need

to remember in presenting aur mes;age.

AIways tellyour audience directly what's
important. Don't be scared of using phrases
like 'The key message here is . . .' or 'lf there's

ane thing lwant you to remember, it's ...'
Audiences actually like to be told What ta

notice , it makes it easter for them to follow
your presentation.

5o there are several different techniques
yau can use ta present your message, The

PEEP principle pravides a basic framework,
Where you state the key point both at the

beginning and end of the section. And within
the ;ection we can use different styles to
develop the examples and explanations.
Fina|Iy remember that it\ very helpful for
the audience when we tell them what's
impartant.

ffiffi
Th* exper1 í*edback
Let's have a look at how the presenters did.

Patricia's presentation uses PEEP ín its
purest farm. she ;tarts by saytng how her
company was a;ked to do the research ,
this is her key message. Then, after further
explanatian and examples, she returns to
that point. lt's very clear and is perfectly
appropriate to her presentation.

sabine has a different task to patrícia.

She needs to Interest her audience in Save
lT's services.The Dream structure is a qood
choice. How does she use ít? She starts by
giving a strong key message: that a new
intranet couId have a big impact. Her

audience is then taken on an imaqinary
journey. She encourages them ta imagine
a better future for th€ir Company.9he then

recaps the key message at the end.

Let'; move anto Marcus. He takes great
care to balance the negative disaster scenario
(cutting casts, letting people go) wíth
optímism abaut the future. . . (extract of
V;deo 4.2),

l love the way l,larcus repeats his key

me|sage at the end there: 'The relocation is

nat a problem: it's an opportunity.' Remember
what l saíd earlier about telling your audience
directly what you want them to notice.

ffiffi
Languag* f*cus: §Ťr{.,(1§rin§ y§uí
rne5§*ge
) See Videoscript for Video 4,2 - l Patricia
Reyes: market researcher

5 Using visualaids
ffi
T}re Presentatio*
gXtía(t ]

So l'm here today to present you With the
results of that survey. Now, to do thts l've

divided my presentatlan ínto three parts.

Firstly, l'll talk about the backgraund af
the research.Then we'll look at how we
approached the research and thirdly l'll

summarize the keyfrnding5 of the research.

50, let's ýart With a brief description of the

background.
Síx months aqo, your company found that

there was an increasing number of custamer5

in one ot }aul (ornpanv'5 three teqion,,
that were cancelling theír ContraCts Wíthín
íodl !?ea da;s. l here were a|-o a ato,,l ing
number of compIaints to the call centre,

So the key quexions our survey needed ta

ask were: why so many complalnts and why
so many cancellations? af course, there were

also other issues that our survey needed to
take inťa accaunt ...

EXtraet ?
So once we selected the 90,000 customers
acro5s yaur campany'| three region5, we then

emailed them the survey. We allowed four
weeks for them to respond to the surveys, and
after that period we received a 40/o respon5e

rate. NoW ťhis is quite good for thts type of
surVey.

We then analysed those responses and
compiled them in a reporť for you.

Let's look at these responses in a little bit
more detail, Now of that 4a/o, this blue section
shows that 57o/a of those responses came
from the region With the diffiCuhies.

Thatb sígnificant, as you are more likely

to receive responses from customers who
are either Very satisfied or Very unsatisfied.

Anyway thís leads me on to the third and
main part of my pre;entation:the actual
results ofthe survey.

Now in f ront of you, there's a handout with
the survey's findings.

l know you probably haven't had the time
to study this in great detail, but what l'd like to

do is give you an overview of the results, and
talk abaur some issues for your customers.

Extra{t 3

t'm gaing ta summarize the key findings for
each of these que|tians. 5a let's begin with
questian 1, which asks your customers how
likely they are to recommend your company
to a friend. As you can see we have used a
scale with one being not at all likely and ten

bei ng extremely l ikely.

Accarding ta th15 chart, the overaIl

response indicates that customers are fairly
likely to recommend your company. However,

thís Chart represenťs an average respanse

aCra|5 the three regions. lf we break these
responses down into the three regions like

this, it illustrate5 the dtfference in customer
5atisfaCtion region by regíon. Now remember
red and yellow are the regians with increasing

ViO"orc,ipt l oz

nUmbers of CUstamers. Consequently, the

responses are quíte high, even as high as

ten. But the lower scores in the previous chart
were caused by the decline in these blue
responses here. They go down ta the zero level

in some Ca5e5.

ffi
The exp*rt v!ew
This unit expIores how you can successfully
use visual aids. We'll mainly concentrate
an powerpoint as thi:, i5 often used in
pre5entatians.

People f requently complain about
PowerPoínt. There are twa things that people
really dislike- The first is when there are too
many words on the slíde.The second is when
the presenter í5 reading the slides instead
of communicating Wíth the aUdience, so
t'm going ta give some advice on these two
areas: frrst haw to desiqn the síides, and
secondly how to present those slide5 to our
audience,

First, let\ look at slide deslgn.The key to

a successful slide is to keep it as simple as
possible.l recommend that you use the Rule

of Five. This rule states that you have na mare
than five línes of text on any slide, and no
mare thln five words on any line.

lf you use the Rule of Five, you probably
Won't have full |entences an your slides but
short phrases or bullet polnts 1n;tead. The5e

work well in a presentatíon because they
cammunicate immedíately - your audience
doesn't have to work hard to listen to you and
rea11 the slide at the same tlme,

Please note, the RuIe of Five índiCates a
maxímum number of lines and words. lf you
use even fewer lines, your presentatjon is likely

to have more impact.
af course, sametimes yau don't need

any words on screen at all. Often, a picture
can communicate more quickly and more
directly than words. 5o l encourage you to use
píctures and diagrams wherever possíble.

ln business presentatíons, you might want
to present complex ideas or results, This is a

natural time to use a graph or chart. When

using graphs, ťry ta keep them as simple as
possible and only include the informatlon
that reaIly matters. Make sure that your
audience can easily read the details or
understand the poínt that you are Uying ta
make.

5o that\ slide design. Now let's loak at how
to present the slides to the audience.

l,t]ost of the time, our audience wants to

see our face so try noť ta look at the screen

too much. lf you want your audience to look
at something on screen, such as a graph,

then l recammend that you walk up to the

screen and poínt details out with your hand.
This involves changing po;ition and ls a
good way to keep the audience intere5ted.

lt's also easier to explain detaíls about the
graph, such as which part of the graph ís

demonstrating a key point. Be aware that
you still need to keep eye Contact With the

audience don't turn your back on them.

-
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lt's important to show that you are tn

control of the slides rather than the slides
being in control af you. A qood way to do
this is to announce the next slíde before
you actually show it. In most presentations
the opposite happens-The presenter shows
a slide, then reacts ta what the sltde says.
Announcing the slide before you show it
sends a powerful message that you are in
Control af you r p re5e nta tio n.

Finally, a quick word on handouts. lf
you're using handouts, try to control precisely
when your audience looks at them.l've seen
many presentations where handouts have
gat the presenter into trouble. Usually this is
because someone in the audience interrupts
the presenter and asks a question about the
handout which the presenťer da?sn't lntend
ta discuss, you have been warned!

My overall message then is to keep the
slide design as stmple as possible, obey the
Rule of Five and maintaln eye Contact With
the audience even when showina charrs on
sCreen.

ffi
Th* *x r:**i l'g*rjb*cil
Let's look at the destgn of Patricta's sIides first.
l think that in almost all cases, these are very
clear slides,

Patricia abeys the Rule of Five at the
beginning, She could improve ťhe next set af
bullet points though, which have a few ťoo
many words. Patrtcia Wants to shaw that it
is important to ask why she got these results.
Hel p!? enration ntqnt hate mor. inpae r

with something more vlsua| - like thts...
Her diagrams are very impressive, l like

the use of a simple flowchart to show the
research process. Flowcharts are easy to
create and are great far communicatln{J
praCesses. Patrícia's graphs and pte charts are
excellent. They don't contain any unnecessary
information. Also, the text i5 in a large clear
font.

What about the way Patricia presents her
slides? Again, overall l think she does welL
She maintatns goad eye contlct and is in
control of her slides she doesn't need to look
at them to check where she is. But there are
couple of points ld like to look at.

Patricia gets ]nto a bit of trouble when she
tries ta point to part afthe pie Chart U5ing
a laser pointer. She díscovers that the red
dot disappears when it shínes on the screen.
Remember what l said about going Up ta the
screen and pointing? lttlovíng to the screen i5

often the better choice.
l also mentioned the danger of handouts

earlier. Notice that a5 soon as the audíence
members pick up the reporť, they ;tart
looking at dífferent pages. So they may not
be ltstening to Patricia as clasely as she would
like.

l think patricia is at her best when she
guídes us through complex information.
Notice again how simple she has kept the
graphs. l also like the way she introduces the
graph by explaining the axls and manOges

ta point details out While maintaining proper
eye contact with her audtence. (extract of
Video 4,2)

sa in this ;ection we've covered some
essential prlnciples for using visual aids. The
mast impartant points have been: to keep
your slides simple and visual and to take care
that you maintaln eye cantact and guide
your audience through any graphs.

ffi
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+ See Videoscrl pt for Video 5.2 Extract 3

6 Concluding
ffiŤffi
ih* *aa5*iit&l,:{}jlr
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... Sothose are the key results ofthe survey l
hope you will be able ta use them effectively.

WeIl, l've come to the end of my
pre'entaťion. h4y alm Was ťo give you a good
overview of the background, the approach
and the results of the survey. We have seen
how far reaching the research is ln terms of
numbers. Our large sample size has given
us very accura[e and specific data. we have
also looked at the more, general and global
feedback that the respondents gave, which
sholl that lk.t? ma) De ,om? lmpa1 ,aal
ramifrcations for your company. As t said
before, you can study thi; in further detail in
your handouts, and l'd be happy for you to
ernail me any further queltians.

So thank you very much for listening, and
íf you'd like to ask me any questians naw, then
l'd be happy to try and answer them, Yes?

sa t]at i5 the end of my presentatian and
the next thing you need ťo do is put the plan
ínta actian.5o over the next few manths
and weeks you are going face some obvious
challenges.This relocation will be an
upheaval for some, but it wíll be a refreshing
chan9le for others. But as l pointed out in
my presentaťian, we have ample time and a
realistic schedule; l actually think there wiIl be
benefits in terms of stre_amlining departments
and improving and modernizing our worktng
praCtiCes.

And finally, as long as we all pre,sent a
unified front on thts and explain things clearly
to staff, there is no reason why anybody
shouId feel unfairly treated.

5a it's over ta you. Do you have any
questions? MOy]?

i.i.. ,r,::, ,,,,, .:.,:.. t

At the beginning of the presentation, t talked
about haw diffrcult it can be to keep up
with colleagues whiIe on the move. l also
explained how much easier this could be by
integrating mobile technology. l also asked
you to consider the importance of social
networking in relaťion to your daily working
lives, l hope you can now see how effective

such a network would be.

So tharlkyou all for making time to
consider these tdeas. l hope you found them
useful and l'd be delighted to answer any
questian5 ar respond to any comments yau
may have.Thankyou.

ffŤ"ďffi
Ť-i;t :lxp":l il l:illlll
when we looked at introductian5, l
emphastzed the importance of first
imge .sion .1,4,gll l6st ,mptg5r19|1 , ar.
important taa. AIong with the lntraduCtion,
your conclusion is the other absolutely
key part of your presentatian. ltš yaur
final opportunity ta present yoUf message
and leave the audience ínsptred to act on
your ideas. The good news is that a qood
conclusian should be short and simple, much
simpler ln fact than the tntroduction. There
are three key things you need to do.

studies of audience attentian levels show
that the audience's lttentian often jumps
Up high juý 0t the end of a presentatlan.50
the first thing you should do is announce
tl'167 1gLl gre 6|gUL lo nn; h_ bv.o;inq
something like'ln conclusian! Just saying
those words often wakes up those members
of ťhe audience wha had lost attentian. There
are ather Ways to signal the conclusion too.
( hanq;na \aJl ph)sical pa,itian molinq La

a different part of the room, for example - is
a gaod Way to wake up the audience and
0epale 1hem [o, your conclu"ion.

So now you have their attentton the next
staqe in your conclusion is recap the key
messages, to tell them what you told them.
Sometimc- vot, mal p.let Lo re(ap JU t Ca?
key message and that's fine too.

After the recap you must end the
presentation. ProbabIy the most popular
ending is what's known as a callfar action.
ln a call for action, you let the audience
know what they need to do next. lt's a
useful technique because ít qives the
audience a sense of purpose at the end of
the presentation,5ometimes you may not
be able to ask the audience to ťake any
aCtions, bUt there's usuaIly something you
can encaurage [hem to do. This may even be
something small, like look into a subject or
discuss the issue with colleagues.

So those three sťeps - announcing the
conclusion, recapping the messages and the
call for action , should happen in almost
every presentatian.

But there are also two other thinqs you
may want to do as well. First|y, you míqht
want to ask for questíans at the end of
the pre5entatian. And secondly, a positive
technique is to remind the audience of what
you said at the begínning.This is called
'coming full circle! Coming full circle provldes
a sotisfling endíng: it gives the audience a
sense of completíon.

So, just to remind you, the key steps are:
annaL]nce the conclusion, recap the key
me;sages, and calI for action. Consider
coming full circle, and make sure you connecť



With yoUr audienCe, e5pecially When a5king
for questions.

Oh yes, and remember: last impressions
Caunt.

ffi
Thr; 6ap,}; i íe**i:*e L
5o how has each of these presentattons
fo l lowed the g uidel i n es?

First of all, let's consider haw they
announce the canclusion, patricia and
llarcus bath change their physical pasitian.
Patricia gets rid af her nates while Marcus sits
down,This sort of change gives the audience
a real sense of how we have moved into a
new part of the pre;entation.

Sabine doesn't change her posítion but
the transition into the Canclusion is equally
effective... (extract of Video 6,2).

This is a perfect example of coming full
círcle. she reminds us of haw she started
the presentation, and she also shows us
exactly the 50me slide as the one she used in
her introductian. So the ctrcle ts compteted
not only by what she is saying, but it's
emphasized visually as well.

All lhíep prpsenr?t, !e(op íhei,m._ragcs
well too. so what about the calls for action?
ln Patricia's Case, the Call for action i5 quite a
small one. . , (extract of Video 3,2),

Patricia ha5 given some qUite seriaus
news and she ts not in a pasitlan to call her
audience ta any major actlon.l like the fact
that she encourages them to examine the
repart in more detail.

l'urning to A,4arcus. ln many ways his entire
conclusion is one big call for action. Marcus
uses strong eye contact and gestures to stress
the importance of his words. Although he is
sitting down, he often leans forward in his
chair which gives him energy. l also like how
he is not afraid ta present the challen7es
but makes the audience feel that those
challenges are not ímpo;sible,., (extract of
Video 3,2),

lt's a strong call for actlan delivered very
much as a leader. Now let's look at sabine
anLe mote lo ,ee het Lall laI adian
(extract ofVideo 3.2).

Did you notice one? No, nor did t. Sabine
misses a big opportunity here. Calls for
action are essential in any markettng or
sales presentation, because you want your
audience to cantinue thinking about your
services, products or ideas. Sabine didn't tell
us where we could find out more information,
or encaurage us ta think abaut haw her ideas
would benefit the way we work, A shame
the opportuniťy Was míssed.

t tnallv, t itl,t wanI lo aÝ naA impo, tan,
it is to srrlile, especially ín the conclusion.
Even if the content i5 serious, we shauld still
find opportunities to show thať We like our
audience. Patricia does this very well. Her tone
has been serious during the conclusion, but
when she wants ta invite her audience to ask
que'tion5, she reveals her more friendly side
.,. (extract ofVideo 3.2).

ffi
l-**i1*;rg* ť*cr::i 1:i}!1{i**;:r,*

i See Videoscript for Video 6.2 - 'l Patricia
Reyes: market researcher

7 Handling question§
ffi
T** §:er*ni*,ili*li
eATRlclA As l saíd before, you can study
the re;ults in much qreater detail in yot.lr
handouts and l'm happy for you ta email
me any further questions. 5o thank you very
much for listening, and if youd like to ask me
any questions now, then l'd be happy to try
and answer them. Yes?
l\4ATT /n questian eiqht you asked them to
rate the Company'5 Website. We are currently
working on impraving the website but in your
presentation yau didn't really talk about it.
And l can't find much data tn the report.
pATRlclA Yes, that's símply because people
decided not to answer thdt question-
MATT 50 does thať suggeý they're satl;fied
with our current website?
eATRlclA lh afraid l simply can't answer
that. All l can say is that peopte decided not
[a respond to that qUe5tian.
Mt\TT Wauld that always be true .,. ?

PATRlclA Sorry. Can you repeat that, please?
MAíí Wauld that always be true for a survey
like this?
PATRlclA You mean true that they woní
always answer certain questian5 or true that
they won't comment on web5ites?
unrr Both l suppose.
PATRlClA on all,u,vet -, erla.r quP !;on,qel
hioher rate, ot le,po^<p lat ane ompanie _

we ask about the website and tl-tey get high
rate5 of respanse_
lt ltt But the fact that they haven't
answered this particular question might
mean that they're 5atisfied With our website.
PATRlclA As lsaid before, lvlouldn't
autamatically a55ume that that's the case. l
can understand how valuable it wauld be ta
have a clearer idea of how people feel about
the website, Unfortunately, in this case this is
the ane questian whereín the findings aren't
conclusive.
lt,ett oK. Thanks.
ANNA l have a que|tian. As Custamer
5ervice l1,4anager these results are particularly
relevant to the people l'm in charge of
so l'd like to ask ... earlier you showed us
some c.lf the customer feedback about their
experience of dealing with our call centre. All
the feedback seemed universally neqative
so 0m l right in thinkinq that none of the
feedback was positive? tf thať5 the case t find
it somewhat hard to belie,ve as there were
positive scores from 50me participant5 but no
positiVe Comments.
PATRlclA You mean, why l didn't include
any positive Comments from the customer
feedback on the site?

ANNA yes. Surely there were same pasitive
Cammenť5.
PATRlclA Actually no, there Weren't. As l
said earlier lwas only presenting the main
findings, the full details are in yaur repart_
The feedback about the call centre was eithel
negatiVe or quite neutral.
nrunn Buťyou didn't report any of the
neutral comments.
pATRlclA As lsaid before, l'm only presenting
an overview ofthe report - nat ta ga inta
every single deťail. And the comments t

presented were representative af the majority.
MARcUs Well, perhaps lcan say here that
my brief ta Pltricia was give us a summary
nat the full report, 50 perhaps l Can take some
responsibility for the way the findings were
presented. Now, l'd also like to ask a queltion,
and that is: having carrled out the survey, do
you think there are any qUestion5 thOt We
should have included as part of the survey
but didn't or perhaps you'd recommend a
follow-up survey.
pATRlclA ["1 pp jg6l vyit|. yall q\Jóslrcn
flrst about another 5urvey. t think we would
always recommend another survey but only
after you've implemented action based on
the results of the first survey. That way you
can monitor whether the changes were
effective. But we're probably talking about,
after about eighteen months to two years,
Now, as for your question about whether
we should have asked anot1,1er questlan l'd
say no. l think the findings here are fairly
conclusive. Anyway, there is the danger of
generating tao much data With this type of
research.
MARcUs /5ee
PATRlclA Anyone else? Wdl, in that case,
thankyou very much for listening. tf you have
any further questions, feel free to Contoct me
any time. 

^/y 

Contact details are on the ftrst
page ofyc:ur report.

ffi
§h* erp*:lt tiew
/t/any people feel that handling que;tians is
the harde:L pall al lh? ptp)?nlat.on

To help us deal with questlan5 5uccessfutly,
|'m going to introduce a modelfor dealing
With question5 called LEVER. According
to LEVER, there are three basic stages to
handlinq a question.

The first stage |s simply ta liýen. When
someone asks a question,say nathlng.
Let them ask their question Without any
inLettuplian. Body l6rgx6qg i. ,mpaítonl
here: you need to show that you're listening
by makin91 good eye Cantact, and avoidinq
an} neoatite siqnal, such a, rov",inq ýour
mouth or falding yaur arms.

The second stage is EVE or E-V-E which
stands for Echo, Value and Empathize. These
are three Ways in whtch we can acknowler)ge
a question. T1,1ey don't need to be used for
every questian.

The first E Echo,suggests the idea of
repeating back to the questioner what they've
asked. This checks that yau've understood the
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question correctly. lt may also be necessary
in a large audience where not everyone can
hear ťhe questioner.

The V for Value - is simply telling the
questioner that they have asked a good
aues1,on and t hot so.1 t alue rhe;r opi,1,on_
You could say,'That's a good questian to
ask,'or'|'m pleased you asked me that.'.
Praising the question is a good method
if the questíoner seems nervous. lt can
also be a good technique if you have an
angry or aggressive questioner.The key to
hondting ar. aggr?\ýv" que<rion i, La ac, a,
if lt isn't aggre;sive at all. Showinq that yau
ap?elOLe 1fi2i' qgp,ri6n srcp< yoll seeming
defensive or argumentatlve under pre55ure.

The second E stands for Empathize, in
ather wards showinq that you understand
and can see from the questioneťs point of
view. lf the question suggests that the person
is worried or concerned, acknowledging
those feelings can make them feel more
comfortable_ For example, saying something
like'l can understand why you might be
worried abc:ut that' and 50 on.

Just to be clear: you anly use one or ťwo af
the EVE techniques with a question. And you
don't need to Use the|e techniques for every
questian.

The final part of the LEVER model ís R for
Respand. ance you've ltstened to the quesťíon
and perhaps acknowledged it, then give
your response. Often, it'; a good idea to give
a brief response. lf the reply requires a lot of
explanation, ít ls a good idea to check that
your answer is clear wiťh a phrase such as
'Dóes that answer your question?:

So that's the LEVER model, Now let's turn to
same of the common problems that people
face when handlíng questions.

People often worry they won't be able to
understand or answer a difficuIt question.
The basic rule here is to be hanest. lf you can't
answer a question, let them know. lf you
pretend to understand something you don't,
you're more likely to get lnta real trouble.

Another common situatlon is where the
questioner asks several questions at once.
There are two basic option5 in this situatian.
lf possible, answer all the questions ane-by
one, but tf things are too confusing, politely
ask the questíoner which is the first questian
ťhey d like you to answer and, ance yau've
replied to that, ask them to remind you of
their other que|tion5.

ffiF§řffi
ffi

The *xpert í*edba*k
Let's now consider the ways ín which Patricia
has followed the LEVER model, Remember,
the first stage is L for Listen.

Overall, Patricia listens very well. She
doesn't interrupt any of the questions and
her body language is generally open, not
defensive. The one small exceptíon to this is
when she ís taking Anna's questian. Anna i5

quite upset about PatriCia'5 report on the Call
centre and althouqh Patrlcia tries to remaIn
apen, she ls a little defensive when she put;
her hand to her mouth.

Now let's examtne Patricia's use of EVE:
echo, value, and empathize.

Look at how patilcia handles ltlatt's
questions. Notice how she uses Echa to check
back her understating of l\,4att's questian and
then |ater empathizes with his concerns ..,
(extract ofVideo 7,2).

with Anna, patricia is less successful.
She echoes back to clarify Anna's question
but she needs to do much more tn terms of
empat h iZi n g. oVe ra l l, Pa tri Ci a\ re5pan ses a re
short and not sensitíVe to Anna'; feelings _,.

(extract ofVideo 7,2).

Let's look at an alternattve versíon. ln
this version, patricia handles Anna mare
successfully. . .

Álter**tiv* versi*n
erlNl, Earlier you showed us some of the
customer feedback about their experience of
dealing with aur call centre. All the feedback
seemed universally negative so am l ight
ín thinking that none of the feedback was
positive? lf that\ the case l find it somewhat
difficult to believe as there were pa5itive
scores from some partiCípants but no po5itiVe
Comments,
pATRlclA Can l check ifl've understood you
properly? You mean, why l didn't put ony
pasitiVe Comments on the Customer feedback
an the site?
ANNA Ye§, Sutel) there v\,e!e <ome pa\iliv?
Comments-
eATRlclA af course. lt's a good questton.
l can understand how this is a concern for
you. Let me explain. As l said before, l was
only presenttng the maln findings, the full
details are in your report. With regard to the
feedback on the call centre, however, I'm
afraid the respon5e5 Where either neqative or
quite neutral,
ANNA Butlou didn't repor[ any of the
neutral comments,
PATRIclA You're quíte right. ldidn't report
any of the neutral comments. But my aim
was ta give you an overvtew of the findlngs

nat ta ga into every single detail. But my
commen6 are representative of the majarity,
though l accept, don't tell the whole story.
Does that make sense?
ANNA /9ue55 50.Thanks

Th* expert f*edi:a*k (eontirrued}

Here, patricia demonstrates much more
empathy. She keeps her body language
pasitive and pays much more attention ta
echoing, valuing and empathizing. A5 a
result, she is able to present her paint of víew
in a way which i5 less confrantational and
as a consequence, Anna goes away more
sOtisfied that her cancerns were understood.

The final question comes from l,,/arcus.
Here we see a good example of how to
handle a multiple questian. Patrícia does well
to separate each of the quesťians. She also
makes sure that she makes eye contact wíth
ťhe questioner and the rest of the audíence.
This keeps everyone ínterested and engaged
,,, (extract of Video 7,2).

ffi
!_a*pxag* {*rus: e{e*l!ng tvith qu*sti*r:s
J See Videoscript for Video 7.5 -
Alternative version

8 Bringing it alive!
ffi
Tlr* Fresent*!i*n: Řicharri §ciarns -

lfia*:::ging *il*rt*r
Good morning. Thanks for coming. l expect
many of you are wondering why you've come
here this morning. l know how busy you are

especially with the new database going
on line this week. please believe me when l
say lwouldn't have asked you ta came if this
wasn't a very importan[ meetíng.

What l have to announce today ts a
new policy of cruclal lmportance. lťll affect
everybody in this raom and everyone who
warks with you in your telns. lťll be a major
influence, not only on how we are perceived
tn rhe market but also tn our long-term
profitability as a company. Let me explain a
bit more,

Three months ago, a team of us, including
some of you in this room, were at an
important business pitch for Endo & Kline. lt
was probably the biggest pitCh of the year.
We'd done our homework, the proposal
was good, Enda & Kltne seemed happy.
We had rehearsed all the responses to the
triCkiest questions and it seemed, it Was the
thtrd meeting, as though the business deal
was almost complete. That i5, until their
managing director asked a question whtch
none of us had been prepared for.

what he asked us was this:'I notice from
your website that you say you have a firm
commitment to being green. Can you outline
for us what this actually means in real terms?'
Well, there was an awkward silence. l dídn't
know what to say. Our preparation had been
focused on demonstrating our abilíty to add
value to their business, not on explaininq our
own marketing claims. Luckily, Sylvia here
Cam? to the rescue.She came up With some
great ídeas abaut sUstainObility and, thanks
to her quick thinking, we won the pitch. Wdl,
we were over the moon - l'm sure we all
remember the ceIebrations that took place
LhaL 1^eek.

sa, we'd won, but lthink all of us tnvolved
were aware what a lucky escape we'd had. We
had nearly lost a major bustness deal because
of a statement on aur awn website which
none of us had paid too much attention
ta. We shouldn't Claím to be something ju5t
because it saunds good. lf we are going to
,lain to being lommiu?d ra De;ng ql?en_

then Wed betťer be ]ust that: Commítted.
And so, that\ why we're here today. Over

rhe last couple of month;, a lat af wark has
gone into creating a new green agenda for
this company and, over the next half hour,
you're going to learn prectsely what that
policy is.

. . . Before we qo into the specifrcs of the



new palicy, l have a question for you. What
percentage of people do you think are
prepared to pay more for goods or services
which are ethical or have green credenttals?
l0aÁ? 20aÁ? 50o/o? Anyone?

(Audience member) l think 2a.

2aaÁ. Anyone else?
(Aud ience member) 40a/o.

4aaÁ. Anyone come up with a hígher
figure? No? According to a recent survey of
cansumers, BaaÁ are prepared ta pay more.
That's right.80. Let\ take a look at some of
those results ...

5o, l've talked abaut the need far a green
policy. But what doe; that mean in real
terms?

Well, tmagine yourself tn your offrce at
work in six months' ttme. The office looks
5imilar but something has changed. You have
some papers that you no longer need. lnstead
of throwing them away, you put them in
7fip rp.;6ltnq bin rhor t< ,ight thqD.n )aut
office. lt's easy. And it\ not only paper you can
recycle - bottles and cans, plasttcs, enveIopes,
cardboard. ln fact everything you recycle at
honle, you can now recycle at work too. And
what about cost?

Wdl, leťs take lighting for example. l
recently reod an article about the famous US
chain Macy\.They're changing the light; in
86 of their stores. They're replacing l l 7,aaa
Canventional light bulbs wíth LED light bulbs.
Now, LED, as you probably know, uses 750/o

less energy.That's a saving for ll4acy's of
l 6,2aa megoWatts per hour throughout the
year. lt\ the equivalent of planttng 65,5a0
trees. This is the kind of change we simply
Cannat ignore. And why should we? We are a
responsible consultancy. lt\ what we do! So,

as part of our green poltcy, we'll be replacing
CanventÍonal light bulbs with LED. lt\ a small
Change but something that Will benefit all of
us. And personally, lthink it\ something ťhat
aur customers should expect from us.

But l don't want this to remain just anather
management initiative. lwant everyane ta
be involved. lt's a green policy that should be
simple to implement. lt's a policy which will
be cost effective. And most importantly, iťs a
policy that's good for you and our customers.

ffi
Th* *xp*rŤ rui*w

What makes a presentation more than gaad?
What makes for a great presentation? ln thi5
uniť lh going to describe sclme techntques
that presenters can use to bring their
presentation to life and please note that these
are suggestians. l'm nat saying you should
use all of these all of the time!

Mt suqqe,tion, fall tnta rhtee catcqorie:.
The first category is lnteraction, in other

words getting the audíence to participate.
The second category ls Imaginatíon, by
which l mean stimulating the audience's
imagination so that they are affected
i ntel lectu a l ly a n d e motiona l ly. Th i s i nvolves
usíng techniques like stories, examples and

analogies.
Finally, the thírd category is AťtitUde. This

includes the emations we show and the
language we use whlch demonstrate that we
are interested and care about what we are
saying.

Let's look at each in turn. First of all,
interaction. Getting the audience to
partiCípate in a presentatian is a good way
of encouraging them to think about what
you are saying. You can ask your audtence
qUestions, ask them to raise their hands or
even ask them to discuss an ls5ue in pair;, ln
all these cases, the audience becames more
interested because they are actively involved
in the presentation, not just listening ta it ln a
passiVe Way.

What about stimulating the audience's
imagination? Well, there are many ways
to do this. Probably the most popular way
is ta create stories. we like stories becau5e
they encourage us to listen ematlanalIy. We

imagine ourselves in the story and ;tart ta
Cannect With the presentatÍon. ln a similar
way, itb a good idea to provide rea|-|ife

examples or comparisons and analogtes in
order to strengthen our point. For example, l

can tell an audience that turnlnq off all our
computers at the end of the day save| energy,

but l'll make a much stronger point if l add
that the amaunt of energy saved could light
úp lh? FiHel ]o^e, [ot o mont h.

ather ways af stimulating the audience's
tmagination include getting them to
imagine the future or remember the past.
We can also try the sorts of techniques that
paliticians u5e in their speeches. What do l
mean? Well, rhetorical questions for example

th6l i5 qL).1rlgT) lllt, ^ ao, t ,oq l-te aD
answer, like the one l just said 'What do
l mean?! Another technlque is repeating
things three time;. lt may feel strange at first
but this rcchnique works really well if used
occasionally. Why does it work (rhetc,lrical

queýion)? Wdl, tt works because tt sounds
definite, it works becau5e it create; an energy
and rhythm to yaur speech, and it works
because it sounds very frnal when you finish.
Get the idea?

So, we've seen some way5 ta stimulate our
audience's imaginatlan. Let's explore the final
Categary: Attitude.

Often, the most interestlng presente15

are thase who give us a sense that they
vlont ta ,peak to us. l hpy don L ju, L qit"
us information, they make us feel that the
information is important. Aluch af this comes
dawn to body language and voice. We like
pre5enter5 with energy who move around.
We also like them to make direct eye contlct
with us and to sound tnterested in what they
are saying, that it's something that they feel
strongly about. aften, using big language
can help. By big language, l mean choostng
words which are exťreme. For example,
instead of saying good, try using the word
'excellent| lnstead of 'poori try'awfuI! Instead
of 'pleasedi'delighted| and so on.

There are very many ways to bring a
presentation alive but please remember the
importance of tnteraction, imOginatian and
a,ttitude.

ffi
The *xp*rt ť**di:aek

There's a lot there.

First of all, tnteract]on. Notice how Richard
uses interaction ta emphasize how belng
green has important commercialvalue ...
(extract ofVideo B.2),

l thínk the choice of questlons works well.

By getting the audience's ideas frrst, thar B0%

figure becomes much more notlceable.
There's only one example of audience

interaction, but there are lats of ways in
which Richard srimulates his audience's
imagination,I love the story he tells about
the business pitch. Not anly i5 it a good story,
ir s one whirh diret rl) in,olt c - e\ ?Iýolc ;n

the roam, He also stimulates the audience's
tmagtnation by encouraging them to
remember the past and later, he asks them
ta im]gine a different future. He even
manage5 to make the idea of changing light
bulbs genuinely exclting by excellent use
of analogy, comparing the savings made
with 65,aa) trees. Richard then finishes the
pre5entation with effecťive u5e of rhetortc by
repeating the phrase'it's a policy' ,.. (efilacl
oíVideo B.2).

But perhaps the mast impressive aspect
of the presentatlon i5 the attítude Rlchard
demonstrates. He changes positian regularly,
he makes great eye contact and he really
sounds as if he means what he's saying.
5ametimes he tells us his feelings directly.
As a final example, let's review the very
beginning ofthe presentation. l love the way
Richard s[arts very quíetly, encouraglng the
audience to really concentrate on him. He
then uses a lot of big language to emphasize
how important hls presentation will be . -.

(extract ofVideo B-2).

The policy change i5 of crucial lmportance,
íť will involve everyone, it wtll have a 'major
influence' on the future of the company.
Richard communicates strongly the
importance of the presentation. He wants us

to hear what he has to say and as a result, we
want to listen, The presentatton is alive,

ffi§
La*E*ag* ťr":cl_;s: teiling s{*ries and
íepci,tinu pá§Ť e,ťeni§
ž See Videoscript for Video B,2 -
paragraphs 3 to 5


