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Tact and DiplomacyHave you ever said or done anything at work you later regretted? Maybe it

caused embarrassment or loss of respect. Perhaps it even directly affected your job. Don't

worry, you aren't the first person who's done this. But there are people who always seem to

communicate with diplomacy and tact. What are the secrets to their success?People who

communicate with tact and diplomacy show sensitivity and respect to others. But that's not all.

They also understand that each and every situation is different. The message has to be

packaged according to who's receiving it and where the interaction takes place.This course

details the characteristics of tact and diplomacy so you may apply them in any situation. You'll

learn how to communicate effectively with people by considering their communication style

preferences. You'll explore how to do this in specific professional relationships with superiors,

subordinates, coworkers, and customers. Once you've figured out the right thing to say, you'll

also learn about the right places to say it.Strategies for Communicating with Tact and

DiplomacyWith tact and diplomacy, workplace relationships are nurtured and can develop into

meaningful connections. Unfortunately, the opposite is also true. If communication is tactless or

undiplomatic, relationships suffer – or may never even get off the ground. To communicate with

tact and diplomacy, you need strategies, skills, and awareness. Too often, emotional reactions

and misinterpretations get in the way of tactful and diplomatic communication.In this course,

you'll learn how to communicate and develop relationships with tact and diplomacy. You'll also

be given the opportunity to apply specific guidelines in a realistic scenario.In order to develop

and nurture professional relationships, you first need to build trust and rapport. Building trust is

about integrity and honesty, while building rapport means finding common ground with another

person. An effective way to build trust and rapport is to communicate with tact and

diplomacy.Tact comes down to recognizing the sensitivity in a situation and ensuring that

whatever you say is appropriate. It enables you to assert yourself, without offending

anyone.Diplomacy comes down to being "political" or "politically correct." It requires, for

example, that you take account of an organization's corporate culture when

communicating.Even though tact and diplomacy are two distinct aspects of communicating,

you need to bring both together to communicate effectively.This course will introduce you to

techniques that will help you to navigate conversations in a way that's sensitive and respectful.

It will demonstrate proper timing and delivery when communicating. This will enable you to

deliver messages tactfully and diplomatically, without sacrificing your reputation or professional

relationships.Delivering a Difficult Message with Diplomacy and TactHow many times have you

been stressed or concerned about delivering a message in the workplace? There will inevitably

be difficult conversations in the workplace – either with your supervisor, a colleague, or

subordinate – that you'll want to avoid. This may cause you to procrastinate or avoid

issues.Delivering a difficult message with diplomacy and tact will help prevent conflict and

avoid hurting the other person's feelings. This, in turn, helps reduce any anxiety you may be

feeling about delivering the difficult message.There are two main types of difficult messages in

the workplace. The first involves giving bad news and the second involves requesting a change

in behavior of another person. Regardless of the context, it's best to carefully plan its delivery.

You should prepare the key message in advance and practice the delivery of the message.
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DiplomacyHave you ever said or done anything at work you later regretted? Maybe it caused

embarrassment or loss of respect. Perhaps it even directly affected your job. Don't worry, you

aren't the first person who's done this. But there are people who always seem to communicate

with diplomacy and tact. What are the secrets to their success?People who communicate with

tact and diplomacy show sensitivity and respect to others. But that's not all. They also

understand that each and every situation is different. The message has to be packaged

according to who's receiving it and where the interaction takes place.This course details the

characteristics of tact and diplomacy so you may apply them in any situation. You'll learn how

to communicate effectively with people by considering their communication style preferences.

You'll explore how to do this in specific professional relationships with superiors, subordinates,

coworkers, and customers. Once you've figured out the right thing to say, you'll also learn about

the right places to say it.Strategies for Communicating with Tact and DiplomacyWith tact and

diplomacy, workplace relationships are nurtured and can develop into meaningful connections.

Unfortunately, the opposite is also true. If communication is tactless or undiplomatic,

relationships suffer – or may never even get off the ground. To communicate with tact and

diplomacy, you need strategies, skills, and awareness. Too often, emotional reactions and

misinterpretations get in the way of tactful and diplomatic communication.In this course, you'll

learn how to communicate and develop relationships with tact and diplomacy. You'll also be

given the opportunity to apply specific guidelines in a realistic scenario.In order to develop and

nurture professional relationships, you first need to build trust and rapport. Building trust is

about integrity and honesty, while building rapport means finding common ground with another

person. An effective way to build trust and rapport is to communicate with tact and

diplomacy.Tact comes down to recognizing the sensitivity in a situation and ensuring that

whatever you say is appropriate. It enables you to assert yourself, without offending

anyone.Diplomacy comes down to being "political" or "politically correct." It requires, for

example, that you take account of an organization's corporate culture when

communicating.Even though tact and diplomacy are two distinct aspects of communicating,

you need to bring both together to communicate effectively.This course will introduce you to

techniques that will help you to navigate conversations in a way that's sensitive and respectful.

It will demonstrate proper timing and delivery when communicating. This will enable you to

deliver messages tactfully and diplomatically, without sacrificing your reputation or professional

relationships.Delivering a Difficult Message with Diplomacy and TactHow many times have you

been stressed or concerned about delivering a message in the workplace? There will inevitably



be difficult conversations in the workplace – either with your supervisor, a colleague, or

subordinate – that you'll want to avoid. This may cause you to procrastinate or avoid

issues.Delivering a difficult message with diplomacy and tact will help prevent conflict and

avoid hurting the other person's feelings. This, in turn, helps reduce any anxiety you may be

feeling about delivering the difficult message.There are two main types of difficult messages in

the workplace. The first involves giving bad news and the second involves requesting a change

in behavior of another person. Regardless of the context, it's best to carefully plan its delivery.

You should prepare the key message in advance and practice the delivery of the message.This

course explores the skills needed to help you effectively plan and deliver your difficult

messages. You'll be introduced to some essential tools and techniques to draw upon when in a

difficult situation. You'll also be given guidelines, which you can refer to when faced with a

difficult situation at work. By following these guidelines, you'll be better equipped to manage

any negative emotional reactions to your message. Finally, you'll have an opportunity to

practice your new skills.Tact and diplomacyHave you ever been left asking yourself over and

over why you said what you did? Sometimes it's difficult to know exactly what to say without

causing offense. Being tactful and diplomatic may seem to come easily to others, but using

these tactics can require a bit of effort. Once they're practiced, though, good communication

can become natural.In business, simply doing a good job is often not enough. People are

expected to participate in positive relationships within their workplaces.Being a better

communicator can help you build or improve working relationships. By displaying tact and

diplomacy, you can make connections, garner respect, and command influence. You can get

your message across more effectively because people will be more willing to listen.Wendy, a

manager at a bank, has an important meeting. She's missing a file promised to her by an

employee, Opal. Follow along as Wendy asks Opal for the late file.Wendy: Where's the file you

were supposed to give me yesterday? Wendy is sharp and demanding.Opal: I had a bit of

trouble with it, so I asked Frank to help. I wanted to make sure it was perfect this time. I have it

on my desktop; I'll send it over right now.Opal is timid and apologetic.Wendy: You're kidding,

right? I gave you an easy one this time! My four-year- old daughter could do better! Plus, Frank

helped? I'm not sure which one of you is less competent. Really, you're useless – both of you.

Just give me the file.Wendy is loud, mean, and full of blame.Opal: I've just sent it. It should be

in your e-mail.Opal is both quieted and a bit frightened of her manager's verbal attack.Wendy:

This better be good. If not, there's an opening in my kid's preschool class.Wendy is smug.Opal:

You're being overdramatic about this. Everyone can hear. It's really embarrassing.Opal is

unsure of herself and embarrassed.ReflectWhat do you think of the way Wendy asked Opal for

the late file?Write down your response or enter it in a text file in your word-processor

application (or in a text editor such as Notepad) and save it to your hard drive for later viewing

and for comparison with the alternate opinion that follows.Wendy's communication approachAs

you may have noted, Wendy was entitled to have the file on time. However, the way she asked

for it was pushy, rude, and impolite. She could have delivered her message in a much more

tactful and diplomatic way. This kind of communication is generally not tolerated in the

workplace.You may have good intentions, but your words may not always reflect this. That's

why it's important to choose your reactions with care. The best way to "package" your message

is to "wrap" it with tact and diplomacy. The receiver gets the same message, but takes note of

the effort you put into it.Tact is the ability to recognize and react appropriately to delicate

situations. Being tactful means acting with sensitivity and respect.While tact requires a certain

amount of thoughtfulness, it doesn't come at the expense of assertiveness. Sometimes

assertiveness is incorrectly thought to be the same as aggressiveness.Being assertive means



having the ability to communicate with confidence, but in a respectful way. On the other hand,

being aggressive means getting what you want, no matter who gets hurt.You can be assertive

and tactful at the same time. In fact, it's probably difficult to be assertive without demonstrating

tact.If you're not considering others, you could be acting more aggressively than you think.

Using assertiveness and tact together can help you get your point across without yelling or

being insensitive.That way, you'll invite others to listen to you, rather than dread what you'll

say.QuestionRemember the conversation between Wendy and Opal regarding the late file?

When Opal failed to deliver it on time, Wendy's response was both untactful and

undiplomatic.What would have been a more tactful and diplomatic response when Wendy

found the late file was finally ready?Options:1. "Don't worry Opal. It's great that you asked for

Frank's help. This deadline wasn't realistic. I'm sorry I put you under pressure. Can you e-mail

me what you've got and I'll work with it?"2. "It's hard to meet deadlines, but that's what we have

to do – it's what's expected. Anyway, it's ready now. Please e-mail me the file right away.

Thanks."3. "I assumed it was ready, but perhaps it wasn't as straightforward as I expected.

We'll talk about the problems with this file after my meeting. In the meantime, could you e-mail

it to me?"4. "If you have problems with assignments in the future, please let me know right

away. That way I can make sure you're getting the help you need and that I'm getting the file on

time."Answer:Option 1: This option is incorrect. Being tactful doesn't mean being apologetic.

When communicating with tact, you should be sensitive, while keeping the integrity of the

message you want to communicate. That's why you should be assertive.Option 2: This option

is incorrect. Wendy doesn't recognize the delicacy of the situation. Opal was trying to do a

good job, but Wendy doesn't give her credit for this. Wendy comes across as being aggressive

rather than assertive.Option 3: This option is correct. Wendy recognizes the problem and the

delicacy of the situation. She also remains assertive to get what she wants.Option 4: This

option is correct. Wendy is letting Opal know that she'll support her if there are any issues at

work. She's showing respect for Opal while still being assertive.Sensitivity and

respectDiplomacy and tact share a number of similar characteristics. The two most important

are sensitivity and respect. This is true in any situation.QuestionRoger has been promoted to

supervisor. He has to tell a former coworker, Emily, that she's performing a task

incorrectly.Which statements could Roger use to diplomatically address Emily's issue?

Options:1. "I've done this job in the past. It's not that difficult. You're smart; you should be able

to do it right."2. "I've done this job in the past, so I can understand your confusion. I think I've

made the same mistake myself."3. "You've done such a good job up to this point. I'm surprised

that you can't get something so small right the first time. Please fix it immediately."4. "You've

done such a good job here. This is just a small problem, but it should be fixed right away. I'm

sure it won't be a problem for you, considering your past accomplishments."Answer:Option 1:

This option is incorrect. This response is undiplomatic. Roger makes a weak attempt to

connect to Emily. What he's missing is respect and sensitivity for her. When a compliment is

given, it's backhanded.Option 2: This option is correct. Roger uses diplomacy by trying to relate

Emily's experience to his own. He's sensitive to her mistake and presents himself well. He

respects her efforts.Option 3: This option is incorrect. The message starts off with a promising

connection, but then Roger adds "up to this point" and diplomacy disappears. He also notes

that he's "surprised" that Emily missed the problem. He's not respecting Emily, nor is he being

sensitive to her.Option 4: This option is correct. Roger first points out what Emily is doing right,

which shows he appreciates her work. Then he follows up with a bit of assertiveness about

fixing the problem, but he's in no way disrespectful. He ends by connecting with Emily, by

telling her that he recognizes her good work.Being sensitive at work doesn't mean you have to



be everyone's confidant. You also don't need to avoid talking about what needs to be done. You

just need to recognize that the people you're dealing with are human too.For example, say a

coworker's work performance is off one day. You don't need to take the coworker out for lunch

or do the coworker's work. Just keep in mind that people have bad days. You could let the

person know that you recognize this and encourage trying again.Respecting people doesn't

mean that you have to like them. You just have to regard them as professionals.For example,

you may not like your manager's new policy on staff breaks. You may not even like your

manager. However, you can still have respect for this person in this role. Maybe you can

respect that your manager delivers the news assertively.Sensitive and respectful people

typically display three attributes in their communication approaches: good manners,

thoughtfulness, and confidentiality.See each attribute of sensitive and respectful

communication to learn more about it.Good mannersHaving good manners isn't just about

saying "please" and "thank you" – although that can be appropriate. It's about showing you're a

positive part of your workplace. You can do this by being polite and following workplace

etiquette.Work is not the place to gossip. There are some subjects that should be avoided in

this kind of environment. Discussing certain nonwork-related things such as sports or family

can help you build connections. However, topics like politics, religion, or salaries can cause

unnecessary friction.You also should avoid talking too much or too loudly, and cutting in on or

cutting off other people's conversations. If you do, sometimes a simple apology can go a long

way.ThoughtfulnessSomeone who is thoughtful considers others. This can involve asking

people's opinions. Even if you don't agree with their opinions, you get new perspectives. What's

really thoughtful is hearing what they have to say. There's a difference between listening to

others and just waiting for your turn to speak.Say your coworker gives you a suggestion on

how to improve your assignment, but you immediately recognize that her idea won't work.

Instead of mentally preparing how you're going to respond, hear her out. She may think of

something new. If not, this is an opportunity for good manners to come into

play.ConfidentialityConfidentiality in the workplace is extremely important. If someone shares

something of a discreet nature with you, it likely means that person trusts you. The information

may or may not be work-related. Still, it's important to be sensitive and respectful by keeping

things to yourself.For example, a coworker confides in you that she's expecting a baby. This

isn't something that's appropriate to share without her permission. Or say your manager tells

you about a project that has yet to be announced. Maintaining confidentiality is not only

appropriate, but may be essential to retaining your job.Sensitivity and respect are the main

ingredients of tactful and diplomatic communication. You should approach any situation with

this in mind.QuestionWhich examples show tact and diplomacy?Options:1. You're talking

informally with a subordinate. You tell him that a friend and coworker needs to be careful

because the friend is in danger of being fired.2. A subordinate has been having personal

issues that are affecting her work. You provide her with information on counseling services.

However, you tell her she's still expected to do her job unless she feels she needs some time

off to deal with her problems.3. There have always been awkward silences between you and a

coworker. To better connect with him, you ask what he thinks about your manager.4. Your

manager has asked that you not make personal calls at work. It's extremely important that you

make just one more. You explain to your manager why this particular call is urgent and

required.Answer:Option 1: This option is incorrect. This is a matter of confidentiality with the

person who's in danger of being fired. It shouldn't be brought up in a conversation with another

person.Option 2: This option is correct. You're being sensitive to the person by suggesting she

get help. You're also politely reminding her of work expectations. This is not being aggressive,



but rather being assertive.Option 3: This option is incorrect. While it's important to make a

connection, there are some topics not appropriate for work. It's good manners to keep

conversation light and not to gossip.Option 4: This option is correct. You show respect for your

manager by asking if you can make one final call. It's tactful and diplomatic to ask for

permission if the call is truly important.Good intentions and hard work are commendable.

However, in the workplace, it's also essential that you use tact and diplomacy. Tact and

diplomacy don't compromise assertiveness. In fact, these elements can help you build stronger

working relationships. When this is accomplished, you're more likely to get what you want.For

tact and diplomacy to work, sensitivity and respect toward others are required. This includes

having good manners, being thoughtful, and maintaining confidentiality.
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