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How Can You Improve Your Communication?
When communicating with others, you will want to consider these five questions:

1.   Who is the audience you are sending the message to? Your message needs to be targeted 
to your intended audience. 

2.   What is the purpose of your message? Ask yourself what you are trying to do – inform, 
advise, request, and/or obtain information.

3.   What is the most appropriate way to communicate your message? Things to consider 
when choosing a method of communication are: 

a. Audience – Who are you communicating with? 
b. Impact – What do you hope to accomplish?
c. Speed – When does the recipient need to receive and reply to the message?
d. Sensitivity – Is it a sensitive matter that is best communicated face to face?
e. Distribution – Do you need to reach a large number of people at the same time?

4.   Is your message engaging to your audience? Consider how the message will be received 
by your audience.

5.   Have I included everything necessary? Ensure your message is clear and concise and 
don’t forget to summarize your information, and/or request at the end of your message.

Building my Payroll  
Communication Experience

What is Communication? 
Communication is defined as the sharing 
of important thoughts and opinions. We 
can communicate to others verbally, non-
verbally, and in writing.

When we communicate, there is an ex-
change of information taking place — the 
sender expresses their thoughts and/or 
ideas, and chooses the most appropriate way 
of sending the message, the “medium”. Once 
the message is sent, it is up to the recipient 
to interpret the message, and determine if 
feedback is required. If required, the recipient 
then provides feedback to the sender. 

The flow of communication would look 
like this: Sender Expresses ➜ Medium 
Transmits ➜ Recipient Interprets ➜ 
Feedback Returns

Each day we are faced with trying to determine the best and easiest way to get a message across to an individual or group. As a payroll 
professional, I am required to communicate with many stakeholders including employees, supervisors, outside agencies, and my peers. 

In order to gain some insight into how to improve my communication skills, I enrolled  
in the Canadian Payroll Association’s Communication for the Payroll Professional Seminar.

Below is a snapshot of what I learned:

Who is the audience?

How do we communicate 
with others, and what do 
we want to communicate? 

Why do we communicate 
with others? 

By Julie Gray, PCP
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How Can You Provide Feedback?
If you are responding to a request, you can use the D.E.S.C. model to assist in the 
delivery of feedback to an individual:

D – Describes effectively what action needs to change.
E – Expresses how the action affected you and/or your team.
S – Suggests how to improve the situation.
C – Outlines positive consequences of the improvement.
Keep in mind the five questions to consider when responding to information, and/
or requests.

Are You Picking Up on Verbal  
and Non-Verbal Communication? 
In any communication, it is important to pay attention to both verbal and non-verbal 
cues. According to research, words are 7% effective, tone of voice is 38% effective, 
and non-verbal cues are 55% effective. 

Forms of non-verbal communication include physical contact, body language, and 
facial expressions. Non-verbal communication can replace the spoken word. It gives 
the listener an idea of the emotional state of the speaker, illustrates what is being said 
through gestures, helps the flow of communication by providing signals as to when 
the speaker is finished, when the speaker is listening, and when the speaker is ready 
to speak.

Do You KNOW Your Audience?
An individuals’ personality can impact how they communicate. How you feel about 
people, and the way you respond to them, has to do with your own personality. The 
DiSC® Personality Assessment Tool identifies four personality types:

1.   Dominant – emphasis is on shaping the environment to accomplish results.

2.   Influential – emphasis is on shaping the environment by influencing, and/or 
persuading others.

3.   Steadiness – emphasis is on cooperating with others within existing circumstances 
to carry out a task.

4.   Conscientiousness – emphasis is on working conscientiously within existing 
circumstances to ensure quality and accuracy.

This tool is used to recognize different personality types in an effort to improve 
communication between individuals. Each personality type responds differently to 
different forms of communication.

What are Common Barriers to Communication?
Research reveals that we only remember 20-50% of what we hear. How does com-
munication become distorted? 

Some barriers to communication include:

 ◗ Jargon: the use of over-complicated, and/or technical words
 ◗ Emotions: some people have difficulty expressing their emotions
 ◗ Differences: in perceptions and/or points of view
 ◗ Physical Impairments: hearing problems and/or speech impediments
 ◗ Non-verbal communication: not being able to see the persons’ body language
 ◗ Language differences: the person and/or people communicating may not speak the 

same language
 ◗ Expectations that lead to false assumptions: people often hear what they want, and 

jump to conclusions without hearing what is actually being said.
 ◗ Cultural Differences: social interactions vary between cultures

Why is ACTIVE Listening 
Important?
What is active listening? Active listening in-
volves self-control, and ensuring the other 
person knows that he/she has been heard, 
and understood. It helps build rapport for 
the conversation and improves communica-
tions significantly.

Five skills that will make you a good active 
listener include:

 ◗ Attending, and encouraging the other 
individual to keep talking

 ◗ Reflecting on content – remember to 
check your meaning with theirs, and show 
you are listening, and understanding

 ◗ Reflecting feelings – show empathy, and 
understanding about how other individ-
uals are feeling

 ◗ Clarifying – get additional facts, and ex-
plore all sides of a problem; 

 ◗ Summarizing brings the discussion into 
focus, and serves as a springboard for 
further discussions.

Our ability to retain what we hear is lim-
ited. It is important to try to understand 
other people, what motivates them, how 
they work, and how to work cooperatively 
with them. 

How Has This  
Seminar Helped Me? 
Overall, I enjoyed the seminar and found it 
very informative. The instructor was very 
knowledgeable about the subject. I believe 
the seminar is good for anyone who inter-
acts with others in their job duties, and 
also benefits people in their personal lives 
because it helps everyone understand how 
we process information. It is always a good 
idea to check in with ourselves to ensure 
we continue to follow good practices when 
communicating with others. I am thankful 
to the CPA for offering these Professional 
Development Seminars, and for continuing 
to be a good payroll resource. �




