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KICKING OFF

£490m
The total spent in this summer’s transfer window according to 
fi gures from Deloitte - including Joe Allen's £15m move to Liverpool - 
up from £485m last year, but just shy of the £500m record in 2008.

Every manager or leader knows that e� ective communication is an essential 
ingredient in their armoury. Roberto Forzoni considers the practical ways that can 

be of use on a daily basis, to build relationships, o� er feedback or enhance that 
inspirational talk before a big match or an important sales pitch.

PRODUCTIVE COMMUNICATION

Motivational Interviewing is a client- 
centered, directive method for enhancing 
intrinsic motivation to change. It is often 
used by police o�  cers and others working 
to try and ‘motivate’ youth o� enders 
to change their behaviour. One of my 
favourite techniques from MI includes the 
‘Importance Ruler’, which is used to elicit 
‘change talk’ - that is, getting the person 
you’re communicating with to suggest ways 
they might change by the use of e� ective 
questions. For example, ask a person to give 
you a mark out of 10 for a performance and 
he says, perhaps, seven. Your next question 
can help build con� dence and motivation 
to improve or lower con� dence and reduce 
motivation – all by changing one word. 

Incredibly, one word in a well-meaning 
dialogue can make a drastic di� erence to a 
person’s level of con� dence or motivation.

If you respond with “why was it not a 
nine?”(a reasonable request) the responses, 
by de� nition will be negative as the player 
will need to focus on what was not going so 
well. By hearing himself talk, he reinforces 
the negative aspects of the performance and 
will become less motivated to change (Self-
Perception � eory: “As I hear myself talk I 
learn what I believe”). If, on the other hand 
the same question is asked by changing one 
word and ‘scaling down’, the response can 
be quite dramatic. So now you answer by 
saying: “why was it not a � ve” the response 
must focus on what went well, reinforcing 
positive aspects of the performance. 

A follow up question of “what would 
you have to do to get it to an eight” (one 
increment up), would elicit what we call 
the change talk, and consequently the 

motivation to improve. Simple really.

ACTIVE & CONSTRUCTIVE 
RESPONDING (ACR) 
Another really useful communication 
skill is active constructive responding or 
‘ACR’.  ACR will help improve the level and 
quality of communication. As an example, 
imagine a team member or partner shares a 
positive event: “I was promoted to another 
team and given a nice pay rise”.

� e following o� ers typical responses 
and categorises them into four types of 
response...
ACTIVE & CONSTRUCTIVE 
“� at’s terri� c news. I know how important 
that was for you!” [re-live the event] 
Tell me where were you when your boss told 
you? What did he say?  How did you react? 
We should go out and celebrate”
Nonverbal: maintaining eye contact, 

displays of positive emotions, such as 
genuine smiling, touching, laughing.

PASSIVE & CONSTRUCTIVE 
“� at’s good news. You deserved that”
Nonverbal: little to no active emotional 
expression.

ACTIVE & DESTRUCTIVE 
“� at sounds like a lot of responsibility to 
take on. Are you going to spend even less 
time at home now?”
Nonverbal: displays of negative emotions 
such as furrowed brow, frowning. 

PASSIVE & DESTRUCTIVE
“Did you watch the match last night?”
Nonverbal: little to no eye contact, turning 
away, leaving the room.
� e di� erences will be clear to any leader 
so encourage an active and constructive 
response whenever you can.

Rather than always looking to correct 
weaknesses consider building strengths in 
your team – so rather than simply removing 
disabling conditions, you could create 
enabling conditions for people to � ourish.

£490m


