Communication influences all aspects of your project cycle. This engaging eLearning course uses the
latest web technologies that automatically adapt courses for the best optimal experience.
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AIA CES Provider statement

AXA XL Design Professional is a registered provider of AlA-approved continuing education under
Provider Number K001. All registered AIA CES Providers must comply with the AIA Standards for
Continuing Education Programs. Any questions or concerns about this provider or this learning

program may be sent to AIA CES (cessupport@aia.org or (800) AlA 3837, Option 3).

This learning program is registered with AIA CES for continuing professional education. As such, it does
not include content that may be deemed or construed to be an approval or endorsement by the AIA
of any material of construction or any method or manner of handling, using, distributing, or dealing in

any material or product.

AIA continuing education credit has been reviewed and approved by AIA CES. Learners must complete
the entire learning program to receive continuing education credit. AIA continuing education Learning
Units earned upon completion of this course will be reported to AIA CES for AIA members. Certificates

of Completion for both AIA members and non-AIA members are available upon request.

AIA
Continuing
Education

Provider
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Course Objectives

> @ 00:23

Click play for audio

Understand how poor communication can hurt your business

Be familiar with common communication breakdowns and challenges

Know the basics of effective communication

Recognize project-specific communication problems and solutions

Know how to respond if there’s a problem.
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Introduction Exercise

A Communication Quiz

How would you interpret the phrase " nght House Kee PEr"? (click all square cards below that apply)

Person who watches for
ships

Vacuuming and

dusting, but no
windows or
| SN PSSR P



UAdCUUAL LD

A pale house keeper “

A skinny house keeper V




Someone who keeps a white
house

Someone who
keeps a house that
does not weigh
much (trailer, etc.)

A "light in the head" house
keeper



A collector of model light
houses

One who keeps all the lights
on in a house

> @

00:23



Click play for audio

Review all communication (application to proposals, scoping
documents, contracts) for possible “double meanings”

Learn to apply the “Light House Keeping” test.

LET'S CONTINUE TO LESSON 1

LESSON 1
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Risk Drivers: Classification of Causes

> @ 00:35

Click play for audio



A A
+

3 | g

Error and/or omission Breakdown in project
of a technical nature management processes
Or business practices

Resulrs in: L eads or conirnbures fo:

Prevention File

I or Claim I

Click image to zoom

AXA XL's Risk Drivers Research



Technical causes are defined as related to those tasks you were trained to do as a design professional: calculate

wind loads, specify materials, or apply building codes.

Non-technical causes are related to the business practices you follow in the operation of your firm, including

project management.

Example:

A code violation may be the technical cause of a claim. What’s the risk management lesson to be learned from
knowing that? Risk Drivers takes a closer look at the claims environment through scrutiny of a firm’s project and
practice management processes—or lack thereof. In this case, we might find that lax QA/QC procedures gave rise
to the case violation. Or perhaps the error was made by an inexperienced employee working the project without

adequate supervision.



2z

Proprietary
Research

have non-technical
factors that
contribute to
technical errors

Click image to zoom

> @ 00:26

Click play for audio



Risk
Quality

Resources

Click image to zoom

Risk Drivers Constrain your Project

All three project constraints impact scope, schedule and budget.

Risk - the chance for loss.

Quality - the degree to which your project fulfills it’s requirements.

Resources - disciplines or individuals, along with equipment, supplies, materials or funding.
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Top Non-technical Risk Drivers

Top 6 Non-technical Risk Drivers

1. Client Selection
2. Construction Phase Services
3. Project Team Capabilities

4.Communication



5.Negotiations & Contracts

6. Quality Management

> @ 00:24

Click play for audio
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Communications - Risk Driver 2.0

> @ 00:48

Click play for audio



M Risk Drivers 2.0

by claims count

Negotiations &
Contracts

Client
Selection

Quality
Manhagement

Clickimage to zoom

Let's take a closer look at this Communications Risk Driver.



> @ 00:25

Click play for audio

55%

3%

Project issues/disputes

Lack of procedures
not handled well

to identify conflicts, of non-technical
errors and omissions Risk Drivers

Scope of services
not clearly

explained to client
Multiple/Other

1 9 % Issues

Clickimageto zoom

Risk Drivers - #1 by Claims Count

Communications is ranked #1 of the six Risk Drivers.
e Claims Dollars = 28% of the non-technical Risk Driver Claims Dollars

e 2009 Data - 39% of claims count (30% in 2016) & 29% of Claims Dollars (28% in 2016)

This new reduced number may not reflect a significant improvement in Communications since 2009.

The addition of Construction Phase Services and Quality Management Risk Drivers in this update may



capture elements of communication that were originally only manifested in the Communications Risk

Driver.

> @ 00:35

Click play for audio
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Hierarchy of Communication

> @ 00:39

Click play for audio



" DIKW

High Value
Communication

What Clients
Wisdom o Pay Us For

N
Knowledge

Context: Connection,

usefulness, organization
What We

Often

Facts: Cost, Deliver

capacity, relevance

Low Value
Communication

Click image to zoom in/out

DIKW Learning Theory

DIKW stands for Data, Information, Knowledge, and Wisdom. As you can see, the value of what you're

transmitting goes up from data to wisdom.



Clients are paying you for your knowledge and wisdom, but frequently what they’re getting is data and
information. That knowledge and wisdom has to be applicable in the client's world or they won’t pay for it. The
more useful your knowledge and wisdom is to them, the more value it has; the more value it has, the more they

will pay for it.
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Communication in the Workplace

It is easy to take communicating for
granted because it is a daily activity. But
did you know:

X" Insurance

Did You Know

Click anywhere on the video frame to play



LET'S CONTINUE TO LESSON 2

LESSON 2
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Interactive Exercise

Let's begin by going through an interactive
sorting activity to learn about effective

communication.

LET'S PLAY
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What is Effective Communication?

Communication is effective when the receiver understands the message - just as the sender intended it.

Drag and drop each of the following communication definition cards to its designated box.

It reflects the accountability

Is two wa
Y of speaker and listener

It involves active listening Itis clear

It uses feedback



Not listening Speaking at the wrong level

Using poor non-verbal

Being critical and negative L.
communication

Using excessive anger



1129

Communication Guidelines

Purpose

Method of Delivery

Uncovering Expectations

Active Listening

Use Plain English

So how do we overcome the barriers to communication? Play the
video below and keep these points in mind:



Click video frame to play/pause

Pul'pose - The OPEN Acronym

> @ 00:25

Click play for audio



Click each square card below to reveal.

Obj ective

Pilan

Improve your
communication skills

Discuss cost, barriers and
solutions

Improved
communication leads to



EXpectation more successful projects,

fewer claims

Reduce the disputes and
Need claims that arise from poor
communications

Method of Delivery

g . 00:57

Click play for audio



Click each block below (or + sign) to expand for more details.

E-mail

Best used for planning, documenting, specific details

Text

Best used for short communication, non-complex, short answers



Voice-mail

Best used for short communication, more detailed, less than 2-minutes long

Phone call



Best used for longer communication, more complex, more topics, more nuanced

Let's Talk. |.

Face-to-face

Best used for challenging communication, multiple people, consensus, resolving conflict

-

118 SR

il y



Uncovering Expectations

Unstated and Stated Expectations

REQUIREMENTS EXPECTATIONS

+Stated

«Explicit (verbally, writing)
+Objective criteria
«Specific

REQUIREMENTS EXPECTATIONS

«Unstated
«Personal
«Subjective
«Less specific



> @

Click play for audio

Uncover a person’s pain and
define their priorities for a
project or a resolution to their
problem

Helpful Steps to Active
Listening

Listen




e To everything the person says

e With both your ears and your eyes

Don’t pre-judge the person or the message

Take accurate notes to have an accurate memory

Confirm

e Whatyou understand

e Whatyou think you heard

Use Plain English

> @ 00:25

Click play for audio

Don't do this:



“The Company has attained marketplace success by its ability to
differentiate itself by leveraging its proprietary technology. To
distinguish ourselves by our technology, means we can focus our
attention to sustain, support, and develop expertise, know-how,

and capability.

To increase our concentration on our technology, we will create a
global technology center. The goal will be to increase our internal
alignment, remove lost time and energy by removing redundancy

in work, and to put the work where it belongs geographically.

Increased focus puts the right work in the right place at the right

time, giving us an even greater ability to compete.”

-EVP

Be Sure your E-mails are Clear!

To: johnbrown@designproaia.com From:

From: harrysmith@smithcontractinginc.com johnbrown@desig

nproaia.com

John - good to see you at the site today. | want to substitute the fitzer valve you specifiedto  To:

AE4730 model. Please confirm that we can make the change and let me know if you are harrysmith@smith

free for lunch Thursday.

Harry

contractinginc.co

m

Harry - yes

John


http://mailto:johnbrown@designproaia.com/
http://mailto:harrysmith@smithcontractinginc.com/
http://mailto:johnbrown@designproaia.com/
http://mailto:harrysmith@smithcontractinginc.com/

> @

Click play for audio

Sample Email Footer

00:14

®

All designs, plans, specifications and other contract documents
(including all electronic files) prepared by XYZ firm shall remain the
property of XYZ firm and XYZ firm retains all rights thereto, including
but not limited to copyright, statutory and common-law rights thereto
unless otherwise specified by contract. No design changes or decisions
made by e-mail shall be considered part of the contract documents
unless otherwise specified, and all design changes and/or decisions
made by e-mail must be submitted as an RFI or a submittal unless
otherwise specified.
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Electronics Communications Policy

> @ 01:12

Click play for audio



1. Formal Policy
2. E-mail practices

3. E-conversations



4.Social Media
5. Internet Security

6.Virus Protection

Social Media (Do not post)

. Information on the firm’s performance
. Confidential or proprietary information

o Client’s project/confi-dential information.
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Written Communication

Click each label mark in the image below (+ circles) to learn more about written

communication.




Be specific



Be brief



Avoid jargon



Edit, Revise & Delete

> @

Sloppy or unclear writing in all forms of written communication.

Click play for audio.

00:15



Use concrete, familar words

> @

Click play for audio

00:19



Avoid red-flag words

> @

Click play for audio.

00:19



"Think Twice" Words

> @ 00:36

Extreme

Highest
e Al

e Complete
e None

e Best

e Every

Promise
e Guarantee

e Certify



e Assure
o Will
e Shall

e Ensure

Multiple Meaning
e Inspect
e Estimate
e Supervise
e Optimize

e Qversee
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A Claim Story

> @ 00:46

Click play for audio



/

“ .. maintaining
a high standard
of technical
competency ...
thoroughness of
our
construction
documents ...

“...exemplary
design,
long-term ‘.. virtually

building leak free...” \

performance

and \

predictable
fiscal

responsibility ...

Click image to zoom in/out

> @ 00:34

Click play for audio
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Website Marketing Communication

> @ 00:19

Click play for audio

“As an architect and project manager, John focuses on complete
document set assembly and coordination among all disciplines
involved. Such expert coordination is necessary for delivery of

error-free documents on schedule.”

-John Smith, LEED AP BD+C

Senior Associate
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Killer Comments

> @ 00:55

Click play for audio

You

Always/Never

Should

Try

Yes, but...

LET'S CONTINUE TO LESSON 3

LESSON 3
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Scope of Services

Confirm your Scope of Services before
starting the work.

55%

13%

Lack of procedures Of non-.technical Project issues/disputes
to identify conflicts, Risk Drivers not handled well
errors and omissions

Multiple/other

1 9 0 /0 issues

Click image to zoom in/out

> @ 00:51



Click play for audio

Project Management Plan (PMP) Components

PMP - First Prepared Document of Your Project

> @

Goals, Objectives

Scope-of-Work

Budget

Schedule

Team

Document Distribution

Project Communication

Risk Management

Quality Management

Change Management

00:40



Click play for audio

PREPARATION PROCESS INTERNAL KICK-OFF MEETING CLIENT KICK-OFF MEETING

o Discuss with team

 Askfor theirinput

o Address all sections of the PMP

PREPARATION PROCESS INTERNAL KICK-OFF MEETING CLIENT KICK-OFF MEETING

e Review Draft PMP

o team



o consultants

e Objectives

e Project risks

)

PREPARATION PROCESS INTERNAL KICK-OFF MEETING

CLIENT KICK-OFF MEETING

¢ Involve all key project members
¢ Confirm client expectations

¢ Discuss change procedure




Let's TaIk...
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Scope Creep Video

Without formal documentation, there are some changes that
creep into your scope. The video bellow illustrates some typical
causes.

Xk Insurance

Click video frame to play/pause
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Scope & Change Management

55%

of non-technical

Lack of procedures
Risk Drivers

to identify conflicts,
errors and omissions

Lack of
documentation-changes
to scope, schedule
& budget

Click image to zoom in/out

13%

Project issues/disputes
not handled well

Scope of services

not clearly
explained to client

What is change?

> ®

Click play for audio

00:19



Click Scope Change & Scope Creep square cards below for

definitions.

Any change to the project
Scope Change (Additional scope that almost always
Services) requires an adjustment to

the project cost or schedule.

Adding features to project
without addressing the
Scope Creep effects on time, costs,
resources or without client
approval.



Managing Change

> @ 00:28

Click play for audio

Recognize & identify change

Leverage

Define impact of change

Obtain approval for change

Document change

Complete additional scope.

Recognize & Identify Change

> @ 01:05



Click play for audio

Complete monthly review of project progress with PIC

Discuss client requested changes as they arise

Check-in with the project team.

Scope & Change Management

- Knowledge Check

Leverage

When do you have the most leverage to get approval for a change

order (add service)?

e e

i

L A




While you’re working on the additional scope?
When you’ve completed the additional scope?
Before starting work on the additional scope?

When you’ve submitted the work to the client?

SUBMIT

CONTINUE

Define Impact of Change to the

following:

> @ 00:30

Click play for audio



1234

90 #+
Yo

Scope of work
Budget

Schedule

Staff requirements
Quality

Risks to project



Obtain Approval

> @ 00:32

Click play for audio



Change Order Form

Select one: Date: Project Name:
[INew Scope Change Order No.: Project Manager:
[1Increase in Scope |Project Number: Client Rep.:
[1Decrease in Scope |Task Number:

Current Scope of Work

(Describe the requirements/specifications)

Reason for Change
(Describe in detail the reason for the change)

Proposed Scope of Work Change

(Describe in detail the reason for the change)

Cost Estimate (attach backup)

Schedule Impact (attach backup)

Project Manager: Aurthorized Client Representative:

Signature: Signature:

Change Management - Communicate

& Document Change




> @

Click play for audio

Communicate change

1. E-mail
2. Meeting notes

3. Progress Reports

Document Change

1. Revise
a. Project Management
b. Plan

c. Contract

2. Update
a.Accounting system

b. Project & task schedules

00:39
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Good Documentation

Ifit wasn’tin writing, it didn’t happen.

Protects you in case of a dispute.
> @ 00:06

Click play for audio.

Provides basis for effective project communication.

> @ 00:18

Internally and externally.




Establish an internal documentation policy.
> @ 00:22

Click play for audio.

LET'S CONTINUE TO LESSON 4
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Typical Early Warning Signs

> . 01:07

Click play for audio

of non-technical
Risk Drivers

CONCERN ISSUE




« Communication

o Fees

Change in participant

Change of key personnel

« RFI(Request for Information)

CONCERN ISSUE

=breakdowns
=not being paid
= attitude or behavior

=by owner or contractor

= abuse of the process
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Lack of Procedures to Identify Conflicts, Omissions,
and Errors

> @ 00:36

Situational Awareness

e Manydisputes are cumulative
o If addressed quickly, notall problems evolve into disputes

¢ |dentify problems early.

The longer resolution is put off, the more expensive it is to correct.
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Establish Procedures to Identify or Address
Conflicts, Omissions, Errors

Look for early warning signs consistently and often

> @ 00:19

O

Designate a primary contact within your firm for notification of issues/conflicts

> @ 00:06




Develop and communicate a procedure to resolve issues at appropriate levels of
authority

> @ 00:06

Provide direction and training as to what to do when a problem arises

> @ 00:07



2429

Resolving Problems

What's the GOAL?
To stop the escalation of an issue into a dispute or need to have a third

party resolution.

Click on the right arrow to review all the steps to resolving problems.



Step 15

Develop a Proactive Culture

> @ 00:18




Step 25

Respond at the First Indication of a Problem

> @ 00:13




Gather facts




Commit to Resolving the Issue

> @ 00:12




Step 55

Remove Emotion
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The Problem & The Solution

The Problem - Cost of Poor Communication

> @ 00:23

Click play for audio

Click the arrows below to view the 9 potential cost of poor
communication.

Damaged Relationships %



1of9

o o

Loss of Productivity

20f9

Qi

Inefficiency and rework

30f9




filk-Fri-

Conflict
40f9
‘\“"")&%j‘
Missed Opportunities U S

50f9




Schedule Slippage

60f9

Scope Creep...or Leap

70f9

Wasted Resources




8of9

Unclear or Unmet
Requirements

90f9

The Solution - Communication Best Practices

> @ 00:36

Click play for audio



Five steps to better outcomes
Clear emails

Avoid “Think Twice” words
Avoid “Killer” comments
Use a PMP

Conduct a Kick-off meeting

Manage scope change



e Practice situational awareness
e Develop proactive firm culture
e Develop firm policies
o Electroniccommunication
o Resolution processes

o Firm “risk manager”

YOU'VE FINISHED! LET'S CONTINUE TO THE COURSE
ASSESSMENT

POST-ASSESSMENT
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Post Assessment

Instructions:

1. True/false, multiple-choice questions.
2. Must be taken from start to finish.
3. 80% passing score.

4., Allowed one retake.



Question

01/10

Communications is the number 1 non-technical Risk Driver (by claims count)?

True

False



Question

02/10

Effective communication is when the recipient understands the message sent just as the sender

intended it?

True

False



Question

03/10

The DIKW Acronym stands for?

Data, Inclination, Knowing Wisdom

Data, Information, Knowledge & Wisdom

Don't Inform Knowledge Wisdom

Incorrect answer



Question

04/10

75% of communication is non-verbal?

False

True



Question

05/10

The communication OPEN modelincludes all of the following explanations to the recipient, EXCEPT

(choose one):

Objective

Plan

Expectation

Need

Cost



Question

06/10

Identify which of the following is NOT one of the general communication guidelines (choose one):

Be clear about the purpose of your communication

Address cross-cultural barriers & use plan english

Use ALL CAPS to emphasize a point

Consider the reader's point of view

Be an active listener



Question

07/10

Every firm should have a formal electronic communications policy?

True

False



Question

08/10

As you work with your clients and set forth a communications strategy, it is recommended that you

should send a project status report every ?

Day

Week

Two weeks

Month



Question

09/10

The Project Management Plan (PMP) is the first prepared document of your project.

True

False



Question

10/10

Identify which of the following is NOT one of the six steps to managing change (choose one).

Recognize & identify change

Leverage

Silence

Define impact of change

Obtain approval for change

Document Change

Complete additional scope
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Legal Disclaimer

@ This eLearning course is intended for informational purposes only and does not

constitute legal advice. For legal advice, seek the services of a competent attorney.

Any descriptions of insurance provisions are general overviews only. THE
INSURANCE POLICIES, NOT THIS PRESENTATION, FORM THE CONTRACT BETWEEN
THE INSURED AND THE INSURANCE COMPANY. Insurance coverage in any particular
case will depend upon the type of policy in effect, the terms, conditions and
exclusions in any such policy, and the facts of each unique situation. No
representation is made that any specific insurance coverage would apply in the
circumstances outlined herein. Please refer to the individual policy forms for specitic
coverage details. All coverages are subject to individual underwriting judgments and
to state legal requirements.

Save where expressly agreed in writing, XL Catlin and its related and affiliated
companies disclaim all liability for loss or damage suffered by any party arising out
of or in connection with this report, including indirect or consequential loss or
damage, howsoever arising.

XL Catlin, the XL Catlin logo, and Make Your World Go are trademarks of XL Group
Ltd companies.
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Download Course

Click the PDF block below to download a copy of this course.

N
PDF

AXA XL DP Communications eLearning Course.pdf

8.4 MB



https://articulateusercontent.com/rise/courses/BxQJtwepwQchs6pwFYctxpLXMl7zwE4G/kOWqP_n1s4w7xpET-axa-20-xl-20-dp-20-communications-20-e-learning-20-course.pdf

2929

Course Complete

Thank you for taking the time to
complete

Communication & Design Professionals.

Close this window to complete the
course & print your certificate from the
My Courses/Certificates menu section.



