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Effective 
Communication

2026 South Carolina Bankers School

Second-Year 

Agenda

•Introduction
•Understanding Communication Basics
•Barriers to Effective Communication
•Active Listening Skills
•Verbal Communication Skills
•Non-Verbal Communication Skills
•Written Communication Skills
•Conflict Resolution
•Feedback and Constructive Criticism
•AI & Communication
•Conclusion and Recap

Who am I?

Margi Fleming

SVP at The Citizens Bank

Certified Plan Sponsor 

Banker for 19.5 years

Oversee HR, Marketing, Branch Administration

Wife, Mom, Sunday School and Youth Group Teacher

Lover of all things Communication

Favorite Family Motto: There is NO SUCH THING as 

Overcommunication! 

Stars are Important

Understanding 
Communication
Why does a good grasp of 
communication skills even matter? 

1

2

3



6/17/2026

2

Importance of Effective Communication

• Effective communication is essential for 
success in both personal and professional life.

• It fosters understanding, builds relationships, 
and resolves conflicts.

Important Highlight

How does effective 
communication contribute to 

personal and professional success?

Effective communication fosters
 understanding, builds  strong 

relationships, enhances teamwork,  
resolves conflicts, and promotes 

career advancement.
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Understanding Communication Basics

•Definition: Communication is the exchange of 
information, ideas, and emotions.

• Elements: Sender, message, channel, receiver, 
feedback.

• Types: Verbal, non-verbal, written.

Before I play this next slide, is anyone 

offended by some spicy language?

I have a clip from 

Rush Hour 1 
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Barriers to Effective Communication

Barriers to Effective Communication

Physical: Noise, distance, environment.

Psychological: Prejudice, emotions, mindset.

Semantic: Language differences, jargon.

Cultural: Different norms, values, beliefs.

Important Highlight

How can cultural barriers affect 

communication in a diverse 

workplace?

Cultural barriers such as language 

differences, non-verbal cues, and 

differing communication norms can 

lead to misunderstandings and hinder 

effective communication.
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Active Listening Skills

Active listening is crucial for understanding 
others and building rapport.

Techniques: Maintain eye contact, nod to show 
understanding, paraphrase to confirm 
comprehension, ask clarifying questions.

Role-playing exercises will allow for practical 
application.

The Big Bang Theory – Active Listening

Important Highlight

Why is paraphrasing an important 

active listening technique?

Paraphrasing allows the listener to 

confirm understanding by rephrasing 

the speaker's message in their own 

words, ensuring clarity, and 

preventing misinterpretation.
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Communication Origami – Activity 

Get out the printer paper handed to you at the 
beginning of class. If you need a piece, let me know! 

https://www.bjclearn.org/resiliency/PDFs/033109.pdf

Verbal Communication Skills

• Clarity and brevity in speech enhance 
understanding.

• Verbal communication can lead to different 
interpretations. 

• Tone and inflection convey emotions and 
attitudes.

• Assertiveness promotes clear communication, 
while aggressiveness can lead to conflict.

Important Highlight

What is the difference between 

assertiveness and aggressiveness 

in communication?

Assertiveness involves expressing 

one's thoughts and feelings 

confidently and respectfully, 

whereas aggressiveness involves 

forceful and hostile communication 

that disregards others' feelings.
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Non-Verbal Communication Skills

Body language, facial 

expressions, and 

gestures complement 

verbal communication.

They convey emotions, 

attitudes, and intentions.

Important Highlight

How can body language influence 

the perception of a message?

Body language, including gestures, 

posture, and facial expressions, can 

convey emotions, attitudes, and 

intentions, influencing how a 

message is received and 

interpreted.

Written Communication Skills

Clear and concise writing is essential for 
effective communication.

Structure: Introduction, body, conclusion for 
emails and messages.

Grammar and punctuation tips improve 
readability and professionalism.
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Important Highlight

Why is it important to pay 

attention to grammar and 

punctuation in written 

communication?

Proper grammar and punctuation 

enhance clarity and 

professionalism, ensuring that the 

message is easily understood and 

reflects positively on the sender.

Conflict Resolution

Understanding different conflict styles 
helps in managing conflicts.

Strategies: Active listening, empathy, 
compromise, collaboration.

Role-playing exercises will provide practical 
experience in resolving conflicts.

Important Highlight

What are some strategies for 

managing conflicts in a team 

setting?

Strategies include active listening,  

identifying common goals, finding 

compromises, and seeking win-win 

solutions through collaboration.
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Feedback and Constructive Criticism

Feedback is vital for personal and 
professional growth.

Guidelines: Be specific, timely, and 
constructive.

Practice sessions will allow participants to give 
and receive feedback effectively.

Important Highlight

How can feedback be delivered 

effectively to encourage 

improvement?

Effective feedback should be 

specific, timely, and constructive, 

focusing on behavior rather than 

personal attributes and offering

 suggestions for improvement.

Great News!  If you aren’t a pro at 
communication… you can be!

Continued practice leads to 
improvement in communication skills.
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Important Highlight

What are some ways to continue 

practicing and improving 

communication skills outside of the 

classroom?

Continued practice can involve 
seeking feedback from peers and 

mentors, actively listening in various 
situations, reading about 

communication strategies, and 
participating in communication 

workshops or courses.

AI & 
Communication

Can AI help with communication??

Let me count the ways!

Is anyone afraid that 

their job will be 

replaced by AI? 

What about 

co-workers at your 

bank? 
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Cassie Thompson – Senior Director of People and Culture 

Since so much of AI is 

based on Human Prompts 

and Human verification – 

you shouldn’t be worried 

about AI taking your job.

HOWEVER – you should be 

worried about someone 

proficient in AI taking your 

job. 

What are some benefits of 

using AI for Bankers? 

More Effective & Proper Communication
AI tools can analyze written and verbal 

communication for tone, clarity, and 
compliance, helping bankers craft more 
professional, consistent, and regulation-
oriented messages across customer and 

internal channels.
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What are some benefits of 

using AI for Bankers? 

Improved Customer Experience
AI-powered chatbots and virtual 
assistants provide 24/7 customer 

support, answer questions quickly, and 
personalize interactions, increasing 
customer satisfaction and loyalty.

What are some benefits of 

using AI for Bankers? 

Streamlined Operations
AI automates repetitive tasks like data 

entry, compliance checks, and 
document processing, reducing human 

error and freeing staff to focus on 
higher-value activities.

What are some benefits of 

using AI for Bankers? 

Predictive Insights for Growth
AI analyzes customer behavior and 

market trends to identify cross-sell and 
up-sell opportunities, helping banks 

develop targeted marketing strategies 
and drive revenue growth.
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What are some benefits of 

using AI for Bankers? 

Enhanced Fraud Detection
AI can analyze large volumes of 

transactions in real time to detect 
unusual patterns and flag potentially 

fraudulent activity, improving security 
and reducing losses.
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Content 
Generation 
with 
ChatGPT 
for Banking

Dear [Customer's Name],

We hope this letter finds you well and thriving. We are writing to express our sincere 

gratitude for choosing [Bank Name] for your financial needs. Your decision to open an 

account with us is truly appreciated, and we are committed to providing you with 

excellent service and support every step of the way.

We are excited to introduce you to our Bank Manager, [Manager's Name]. [Manager's 

Name] brings [his/her] expertise and dedication to our team and is committed to 

ensuring that your banking experience with us is nothing short of exceptional. 

[He/She] is available to assist you with any inquiries, concerns, or financial goals you 

may have.

At [Bank Name], we understand that each customer has unique financial aspirations 

and needs. Whether you are saving for the future, planning for retirement, or seeking 

investment opportunities, we are here to support you every step of the way. Our 

comprehensive range of banking products and services is designed to meet your 

individual requirements and help you achieve your financial goals.

Please feel free to reach out to [Manager's Name] or any member of our dedicated 

team if you have any questions, need assistance, or would like to explore our offerings 

further. Your satisfaction and financial well-being are our top priorities, and we are 

here to serve you.

Once again, thank you for choosing [Bank Name]. We look forward to building a long-

lasting relationship with you and being your trusted financial partner for years to 

come.

Warm regards,

[Your Name]

[Your Title/Position]

[Bank Name]
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Important Highlight

AI Disclaimer
1.  Check your company policies before 

using AI. 

2.  Do NOT input any personal or private 
information into AI software. NEVER! 

3.  Set up as a personal account, not a 
business or BANK account. This may 
protect your company with potential 

litigation.

Thank you

The Citizens Bank

Margi Fleming, CSPS
Senior Vice President

mfleming@tcbsc.bank
843-519-2552

Here is the link to a Quizlet to help you “study” if you’d like:

https://quizlet.com/929127234/sc-bankers-school-
effective-communications-class-2nd-year-flash-
cards/?i=h2k33&x=1jqY
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