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This workshop is helpful in providing communication skills and 
self-realisation to individuals that are wishing to develop their 
interpersonal skills and build rapport with others through 
effective communication process.  
 
The workshop also covers effective communication strategies to 
enhance understanding and verbal communication with others. 



Course Overview  

Organisations can improve performance, productivity and profitability by communicating 

effectively and timely because good communication clarifies tasks and objectives, fosters 

teamwork and synergy and cultivates success.  

However, effective communication takes effort on the part of the organization and its entire people 

force. Organisations must determine what they want to communicate and how to communicate 

them correctly and effectively. Organisations must also assess and review the impact and put in 

place strategies to improve the effectiveness of workplace communication. 

This 2-day workshop will be helpful to line managers, executives, officers and supervisors 

responsible for managing communication within their teams, across functions/ other teams and 

the organisation. 

It focuses on specific Workplace Communication strategies to help manage and improve 

communication within the organization in order to deliver results and business objectives. 

 

Learning Outcomes  

By the end of this Communication Development course, Attendees will benefit and learn to: 

• Recognize and appreciate the different levels of communication within an organisation 

• Understand and appreciate the different styles of communication and how to improve 

understanding and build rapport with others 

• Understand and apply self realisation on the different methods of workplace communication 

• Apply the relevant toolkits and methods to help with making workplace communication more 

effective 

• Understand the role of non-verbal communication gestures in effective communication 

• Communicate messages in an effective and engaging way to the listeners or recipient of the 

information 

• Effectively communicate effortlessly 

 

The workshop will benefit the followings: 

• Supervisors, Officers and Managers who has subordinates to lead and manage 

• Supervisors, Officers and Managers who are responsible for communication and managing 

cross functional communication in their organization 

• Individuals who are keen to sharpen their communication skills 

 

 



Programme Outline 

DAY 1: 
 

Module 1 – Introduction To Organisational Communication 

• Introduction 

• Communication Process overview 

• What is Communication 

• What is Workplace Communication 

 

Module 2 – The Communication Process 

• Understanding the Communication Process 

• Communication Noises 

• Distortion and Barriers 

• Communication Team Activity with facilitated group review 

• Communication Learning Loop 

 

Module 3 – Managing Organisational Communication 

• The Rings of Workplace Communication 

• What really happens during Workplace Communication 

• Communication Team Activity with facilitated group review 

• Understand how the mind, language system and program utilization can help to 

achieve desired communication outcomes 

  

Module 4 – Self Preparation to Communicating Effectively 

• The importance of Preparing oneself to communicate effectively 

• Methods to self prepare 



Programme Outline 

DAY 2: 
 

Module 5 – Communicating With Individuals 

• Methods of Communicating 

• One to One Dialogue 

• Types of One to One Communication 

 

Module 6 – Communicating With Teams 

• Types of Communication Channels 

• How to improve Formal Communication 

• How to manage Informal Communication 

• Communication Team Activity with facilitated group review 

• How to Run Effective Meetings 

 

Module 7 – Communicating With Others 

• The importance of communicating effectively with Others (Functions, 

Departments or Units) 

• Communication Toolkit 

• Application of Communication Toolkit 

• Communication Team Activity with facilitated group review 

 

 

 



Programme Outline 

Module 8 - Non-verbal communication 

• Voice tone and projection 

• First impressions and building rapport 

• Body language 

• Active listening 

• Communication Activity with facilitated group review 

 

Module 9  – Performance Management Communication 

• Managing performance through Communication 

• What and How to Communicate Results effectively 

 

Module 10 – Catching Audiences’ Attention 

• Rules and tips to making effective presentation 

• Managing audiences during presentation 

• Communication Activity with facilitated individual review 



Trainer’s Profile 

 
 
 
 
 
 
 

Siti Rozainah Yunos 
People Leadership Consultant & Facilitator 

Customer Experience Management Specialist 
 

Madam Rozainah has 25 years of Senior Management and Leadership roles and experience in the 

service industries. She has led, managed and developed business functions, mostly in the 

Customer Service, Customer Experience Management and Service and Sales Quality related 

functions.  
 

She was a Departmental Manager for various functions with HSBC Brunei, majority of which was 

on leading functions which have elements of customer service, customer experience and sales 

management. Her last role was as a Divisional Head in charge of the Customer Experience 

Management Division and Head of Customer Care with Telekom Brunei Berhad before deciding to 

go public in early 2018. 
 

Madam Rozainah is recognized to have a strong leadership capability and a credible and 

extensive experience in strategising and managing company’s overall customer satisfaction and 

customer experience. Her success was partly due to her People Leadership and Management 

capability in mentoring, coaching and developing her teams in achieving business goals. She 

practices Inspiring People Performance Management.  
 

She is a holder of the Executive Master of Management (in People Leadership) from Asia e 

University (AeU) and this has further enhanced her People Leadership and Management skills. 
 

She was also a Coach and Mentor on the Mentoring Programme in her previous roles and has 

coached and mentored young executives to help them reach their potentials. As a Customer 

Experience Management Specialist, She conducted and supported Customer Service related 

workshops for HSBC Brunei and several Government departments and was also invited judge to 

Customer Service related competitions from both the public and private sectors.  
 

She has supported DSTComm, the Civil Service Department, Tabung Amanah Pekerja, Jabatan 

Telekom Brunei and the Government’s Department of Management Services. She also setup the 

Customer Experience Management Committee and was the Business Lead and Coordinator. Her 

experience was also enhanced by Her involvement in working with other overseas HSBC Offices. 



With Telekom Brunei Berhad, She was the first to setup and established the clear functions, roles and 

responsibilities of the Customer Care Department. She also helped strategise the overall company 

direction in providing a high level of Customer Experience. She provided strong support to uplifting the 

level of customer experience and was heavily involved in the end-to-end management of the overall 

customer experience for the company, including its Call Centre, Branches and the Technical team. She 

also worked with many overseas consultants in driving changes within the organisation and was made 

a member of the Management Executive Committee so as to strengthen the senior leadership in 

driving the company forward. 

 

She advocates excellent customer experience as one of the most important goal for a business to 

succeed. She also strongly believes that the people of the organization play a significant part in the 

success of the organization and therefore deserves the attention for development opportunities and 

motivation. Her expertise includes People Leadership, conducting People Development Programmes, 

trainings and workshops, Customer Service Performance Management, Complaint Handling and 

Management, Customer Satisfaction and Service Performance Measurement, Organisational 

Communications Skills, Customer Channel Management, process improvement, and implementation 

of customer service and people management related tools. 

 

She was also awarded the Certified Financial Planner from the Financial Planning Association of 

Singapore and certification on the Islamic Financial studies of Fiqh Mu’amalat Professional 

Programme from the Centre For Islamic Banking, Finance and Management (CIBFM). She was also a 

Runners-up award recipient of the HSBC’s World Local Heroes Programme for the Asia-Pacific region. 

 

Her passion for excellent customer experience and people leadership and management has now led 

her to wanting to share her extensive experience, best practices and tools with companies and 

organisations that are in the service industry so their company/ organisation may benefit from 

improved customer satisfaction and well-trained and motivated staff to further excel in their 

respective business. 
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PROGRAMME FEES 

 

 

 

 

 

IMPORTANT NOTE 

Stakeholders are participants from MOFE, 

AMBD and all domestic banks in Brunei 

Darussalam. 

 

TERMS AND CONDITIONS 

• The Programme fee is inclusive of workshop 

material(s), refreshment and certificate. 

• Payment must be made upon receipt of 

invoice issued by CIBFM. 

• CIBFM operates a strict NO CANCELLATION 

POLICY once the receipt of registration has 

been issued. However, CIBFM welcomes and 

accepts replacements.  

• CIBFM reserves the right to amend, change 

or cancel the programme at any given time. 

We will immediately notify participants and 

organisations if any such changes are to be 

made. 

 

Please email your completed form to 

registration@cibfmbrunei.com 

Stakeholders Non-stakeholders 

BND800.00 BND800.00 




