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Use Your Words
- communicating in a noisy world

Scott A. Nussinow, MAS
Executive Vice-President, ArtworkServicesUSA

Welcome!

“If language is not correct, then what 
is said is not what is meant; if what is 
said is not what is meant, then what 
must be done remains undone...”

- Confucius / Chinese philosopher & reformer (551 BC - 479 BC)
, 
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Effective communications – both 
sending and receiving – are vital in 
the success of relationships with 
customers, vendors, co-workers, 
friends and family

- me, 2018

Really?

 Stephen R. Covey: 
Communication is the most 
important skill in life. *

* from: The Seven Habits of Highly Effective People

Wikipedia: 
Communication is the key factor 
in the success of any organization

We all tend to think of communication 
from the perspective of the sender, the 
person ‘doing’ the communicating…

• our own perspective, knowledge
• trying to ‘be heard’
• competing for airtime, mindshare
• making sure we’re understood
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Seek first to understand, 
then to be understood

- Habit 5, from The 7 Habits of Highly Effective People
by Stephen R. Covey

Say What You Need  
=

Get What You Need

SWYN  =  GWYN

(sometimes) 

Your ability to communicate…

…affects everything in you 
organization. Everything.

…clearly and 
effectively with 
vendors, customers 
and coworkers…
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Communicating - orders

Based on the odds alone, our 
businesses should not succeed. 

“There are a limitless number of 
ways in which each order can be 
screwed up, and really only one way 
it can be done right.”

Communications evolution

In person
Phone
U.S. Mail

Fax
FedEx

E-mail
IM
GTM

Text
Social

Convenience  Clarity 

In person – words, tone, two-way visual, touch

Webinar – words, tone, one-way visual 

Phone – words, some tone

Written - words

Consider the increasing absence of physical 
presence, and its impact on communication
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Food for 
thought…

Learn to write a 
great business 
letter.

Food for 
thought…

Get to the point!

And say what 
you mean.

!
.

"We cannot let terrorists and rogue nations hold 
this nation hostile or hold our allies hostile." 

- George W. Bush, President

"The police are not here to create disorder, 
they're here to preserve disorder.”                                 

- Richard Daley, Chicago mayor

"He was a man of great statue.”                     
- Thomas Menino, Boston mayor

"This is unparalyzed in the state's history." 
- Gib Lewis, TX House Speaker

"Republicans understand the importance of 
bondage between a mother and child.” 

- Dan Quayle, Vice President

"I might just fade into Bolivian, you know what I 
mean?" 

- Mike Tyson, Boxer

"Well, that was a cliff-dweller." 
- Wes Westrum (about a close baseball game)

"I resemble that remark!" 
- Stan ‘Curly’ Howard. Comedian

Food for 
thought…

Choose your 
words wisely.
– “But the right word at the 
right time, may get me a little 
hug. That's the difference 
between lightning, and a 
harmless lightning bug....” 

- Jimmy Buffett            
lyrics from “Fruitcakes” 
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Food for 
thought…

Punctuate and 
spell like your 
future depended 
on it.

“Is our new project 
progressing as we had 
planned?”

it is ill
call you next week

It is. I’ll call you 
next week.

Food for 
thought…

Think before you 
hit ‘send’.

Remember…
you cannot  
un-ring a bell.

Food for 
thought…

Netiquette.

Minimize 
abbreviations 
(use real words)

Don’t shout 
(all capital letters)

r u avalbl 4 a mtg
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Food for 
thought…

Bad words, 
absolutes  and 
personal 
confrontation

You’re wrong!

You’re always 
late. 

Are you an idiot?

Food for 
thought…

Special words

• Please

• Thank you

• Appreciate

• Sorry

“I’ve learned that people will forget 
what you said, people will forget 

what you did, but people will never 
forget how you made them feel.”

- Maya Angelou
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Thank you!


