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“It ain’t what you say, it’s the way that you say it that gets results!” 
 
One of the most important lines of communication missing in our chapters and 
lodges today is between the boards of officers.  Co-workers, it is absolutely 
essential that we communicate clearly, respectfully and properly with other 
officers and co-workers.  
 
There is so much good advice out there about how to develop good 
communication skills, that I doubt we can follow it all.  The seven points I will 
suggest today may help improve how you communicate with others.   

 
1. Listen 
 

 Listening to others helps others to listen.  When people feel they are being heard, they are much 
more likely to listen.   

 
 Listen and acknowledge what you hear.  Acknowledging does not imply agreement with the other 

person’s point of view.  It is simply ‘acknowledging’ that you heard what was said. Example: “I 
understand that you would like your committee to hold a bazaar on November 15th, prior to the 
Christmas rush.” 

 
 Acknowledging another person’s thoughts will allow you the option of agreeing or disagreeing with 

that person’s point of view; it leaves you with the choice of saying yes or no to a request and gives 
you the option of saying more about the subject being talked about.  It’s a good way to ‘buy some 
time’ before having to respond. 

 
 When people feel they are being heard, they relax and focus more attention on listening and 

negotiating.  For example: “I understand you are disappointed about canceling the bazaar for 
November 15th, but the governor says the lodge has to be decorated for a wedding the next day.  He 
suggests perhaps November 22nd would be a good day – it would still beat the Christmas rush.”  The 
chairman is more likely to compromise than if the Senior Regent said, “I’m really sorry, but you 
can’t have the bazaar on November 15th, the hall is booked.”  Acknowledging how the listener feels 
defuses their capacity to be emotionally upset. 

 
 Listening is the most frequently used form of ‘verbal’ communication.  People generally spend more 

time listening than they do reading, speaking or writing.  That is why we are tempted to interrupt and 
respond even before the speaker finishes talking. 

 
 Listening is paying attention.  Sometimes just a few words like “yeah’, you got it, or that’s right are 

all the responses needed to acknowledge that you are listening. 
 
2. Explain your conversational intent 
 

 Say what you want to talk about to gain co-operation and reduce misunderstanding, “I would like to 
talk to you about a joint fund raiser for the lodge and chapter, when is a good time for you?” 

 



 Just saying “I would like to talk to you” may result in listener being defensive. 
 

 It gives the other person a chance to think about what he or she can contribute to the conversation. 
 
 Be honest about your intentions – have an agenda. 
 

3. Express yourself clearly -  use “I” statements.  Take time to give the listener information about what 
you are experiencing.  Expressing yourself carefully may seem to take a long time, but in the end there will be 
no misunderstandings to clear up. 
 

 When “I” saw that the chapter room wasn’t set up…(is what you are seeing) 
 
 “I” felt irritated and impatient…(are emotions you feel) 

 
 “I” wanted to start the meeting on time…(are your wants that support these feelings) 

 
 “I” want you to help me set the room up right now… (is action you want) 

 
 “so that our guest speaker won’t have to wait in the social quarters too long…(ends with positive 

results). 
 

 the listener will understand why you feel irritated without feeling accused. 
 

 “I” statements are also worthwhile when expressing appreciation.  “I appreciate your help in setting 
the room up so quickly.” 

 
4. Translate what you mean – turn complaints and criticisms into requests 
 

 make complaints into requests, e.g.:  “Would you like me to tell the Senior Regent to speak louder?” 
 

 whenever possible, use specific action-oriented, positive language rather than generalizations such as 
“Somebody should tell that Senior Regent to speak up!” 

 
5. Ask ‘open-ended’ questions 
 

 open-ended questions invite conversation, often allow for wider range of answers, “How did you like 
the skit?” 

 
 yes/no questions often shut people up, “Well, did you like it?” 

 
 we must be willing to hear what the listener has to say – it may not be what we expect – but it will be 

how the listener is feeling.  “I did not like the skit” may not be the answer we want to hear, but we 
must learn to accept another person’s perspective.  You are not a bad person for disliking the skit.  
You just have a different opinion. 

 
6. Express appreciation 
 

 expressing appreciation, encouragement, and gratitude builds good relationships, invites co-
operation, “You cooked a wonderful meal”, “Good job with the bazaar!” 

 
 



7. Apply better communication skills to everyday life 
 

 see each conversation as an opportunity to grow in skill and awareness  
 learn to really listen, really hear what is being said 
 explain your conversational intent – tell the listener what it is you need to discuss thus allowing them 

to see the big picture 
 be clear – allow the listener time to visualize your experience and understand what you are feeling 
 get co-operation from others by turning complaints into requests – get rid of the word should – so 

and so ‘should’ 
 remember it takes practice 
 
These seven skills are not all we need to know about talking, listening and resolving conflicts that may 
occur in our lodges and chapters, but they are a large part of what interpersonal relations are all about.   
 
One of the benefits of good communication is respect.  When we are respectful of our listeners, of our 
co-workers, they are apt to respect us in return.  If we raise our voice – they will probably do the same.  
Our attitude will affect the listener’s attitude. 
 
You’ve heard the saying – you can catch more flies with honey than with vinegar – well the same 
applies here. 
 
Improving our communication skills can increase our self-confidence, lower stress levels, which can 
lead to a healthier life. 
 
Learning more effective and satisfying communication skills does not happen automatically.  Habits are 
learned when we are young.  Changes take months and years.  But we can change the quality of 
communication.  We can be the change we want to see. 
 

Remember:  “It ain’t what you say, it’s the way that you say it that gets results!” 
 
Now, I would like to communicate my thanks.  I've enjoyed serving as a member of the Grand Council.  Thank 
you Executive Officers and International Boards for allowing me this opportunity.   What an honor!  Grand 
Regents Carolyn and Cathey – with whom I served in the past - you are terrific!  I will value your leadership 
and guidance always. 
 
I also want to acknowledge the Alberta and British Columbia chapters, and especially co-workers of my 
Chapter, Edmonton 853, for your continued support. 
 
I would like to leave you with one of my favorite quotes by Margaret Mead, "Never doubt that a small group of 
thoughtful, committed individuals can change the world. Indeed, it is the only thing that ever has". 
 


