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Communication Skills

(A @l g Band 4y )9 uda g dpaudnad Juaal gl 2 jlga)
What are the Topics of the Lecture?
» Introduction.
» What do we mean by Communication?

> Some Basic Issues in Communication. " CommunicationSkills And s |
> Personal Communication Skills checklist(Sheet#2) Uportance i fhe Weorkplege J

Introduction: @
It is self evident that spoken and written communication skills are

of crucial importance in business (and personal) life. Managers and “-{,
leaders in particular must be effective communicators, good at E,/ \G 4 ;
getting their message across to, and at drawing the best out of, LL. : =Q

people. Communication skills in all forms, including non-verbal communication, need to be
worked at and improved to ensure you understand people and they understand you.

Improve Your English Communication

What is the definition of Communication?

Communication is a process by which we give, receive or exchange

information with others. Communication means interacting with others: @ [ } -]

- To promote understanding;

- To achieve a result of some kind;

- To pass information to others so that they make action.

Communication involves speaking, listening, reading or writing. This information does not
necessarily need to be hard facts. Sometimes just a shrug of shoulder can act as our means of
communication. Communication is used to cover listening and talking and it is a loose concept.

Communication might be usefully defined as:

Communication is transferring information (non-materials) from a place/a person
ora groupto another. It is a process of transmitting & sharing ideas, opinions,
facts, values etc. from a person to another or an organization to another. Note
that sharingfeelings &emotions doesnotneed words. Every communication involves
5 elements:asender,a message,a recipient, a channel, and a Code (uauaidld 0w ).
This may sound simple, but communication is actually a very complex subject.

Transmissionofthe message from sender to recipient can be affected by huge
range of things. These include noise, our emotions, cultural situation, medium
used to communicate &our location. The complexity is why good communication
skills are considered so desirable by employers around the world: to have an
accurate, effective and unambiguous communication is actually extremely hard.

Good Communication Skills
are the
Key to Success
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The Communication Process Loop:

The communication process involves, at least four elements, the sender who transmits message

through selected channel to the receiver.
The Channel: s g 5 quua Jua) 5il) il o3y

As shown on next figure, information is transmitted
over a ‘channel’ that links the sender with the
receiver. The channel may be a computer, a
telephone, a television, of face-to-face conversation.

Sometimes, two or more channels may be used. The
proper selection of the channel is vital for effective
communication. Note that, not only must the
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information or instructions or ideas be passed from
one party to another, but the ‘receiving’ party must
also understand exactly what the ‘sending’ or the
‘transmitting’ party had in mind. If one party does
not clearly understand the meaning of a message- or
even misunderstands its meaning- errors and
mistakes, disagreements and disputes, and even
accidents, can occur due to bad communication. The

_ pw

Commanicaion process okl

next figure shows a block diagram model for the
detailed communication process loop.

Bad Communication Skills

""‘\E
Lo’

Key Elements of Communication:

There are 3 key elements in the communication process.

They are the following:

» You/Sender: You bring your professional experience,
education and training to the communication process.
How you communicate actually shows you.

» Your audience/receiver: In order to be an effective
communicator, you need to know who your receiver
is. You need different means, content and language
with different categories of people.

» Your message: The message element is equally
important. What do you want to say? What is the
best way to communicate your message? All messages
should contain who, what, when, where, why and how
(as appropriate to the message).
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Tools of Communication:

There are 4 basic tools of communication:

- Listening; - Speaking; - Reading; and - Writing.

All four of these skills can be learned and improved. First
you must want to improve your communication skills. Next,
you must understand them, and recognize their importance
in the communication process. Then, you need to learn some
new skills. Finally, you must practice good skills to become a
better, more effective communicator.

At an early age we begin to learn to speak, early enough that |
it is difficult to remember the process. However, most of us
can recall learning to read and write. These are skills we
learn from parents and teachers. We spend most of our
communication time listening. Yet, listening is a skill we are not taught, unlike writing, reading
and speaking. Probably listening is the most important communication skill we can develop.

Verbal Communication
(Jkall) gdd) Jua) i)

Verbal communication can be classified into two types: Verbal Communication |
1- Face-to-Face communication, and 2-Remote type (by Van!qnl communwu’c\mtj

phone or video conference, etc.) H‘"W b bt
Face-To-Face Communication: between individuals by using speech

It is the easiest. You can explain what you mean.
If a person does not understand you, ask yourself:
¢ Are you using the language they understand?

¢ Are you using not difficult but simple words?

¢ Are your ideas going over their heads?

There are three areas that matter in verbal communication:
+ Words: What do we say?

+ Tone : How do we say it?

+ Body Language: How do we look when we are saying it?

Job inte rwiew ciuestions- "~_ . ‘

Advantages of face-to-face communication: Disadvantages of face-to-face communication:

- People can see what you mean. - You can give away (» o2l your true feelings.

- Eye contact helps establish if the other - The other person may not understand your
person is listening and understanding. words

- Your body language can help then believe - The audience may not like the way you are
what you are saying. saying your words.

Verbal Communication Goals im the Workplace

SUPERVNISORS PERSUAD E

- Address and diffuse issues

= Praise individual and team achievement
- Spot and resolve issues in client work
- Identify and address client needs

- Encourage conmnsultative dialogues

PRESENTERS

= Speak articulately and persuasively

INSPIRE RESOLVNE

Head Office New Mech. Power Building No.17000, Tel: 35678600/35678729 Mob:01002861989
4™ floor Faculty of Engineering Cairo University 4/10 accvlab@gmail.com [www.acc-vlab.cu.edu.eg|




Remote Verbal Communication by Phone or by Video Conference:

For good communication, you have to note the following:

- Talk as if you were face-to-face with the other person.

- Talk pleasantly.

- Sound alert and interested.

- Talk normally. Avoid speaking too softly or loudly.

- Speak words clearly and properly.

- Listen carefully and concentrate on what is being said.

- Do not allow distractions or surrounding noise in the
room to interfere with your listening abilities.
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An effective communication should have these 4 essential requirements:

v Individuals who have social contact with each other.
v" Shared means of communication.
v The clear transmission of a message.
v" Understanding of the message by the receiver.

We have below more discussion for each element above.
1-Individuals who have social contact with each other:

= e Jox T o= s RS
Commm::atlona"
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In this case, social contact can be face-to-face & remote (i.e. via written words or through phone,

e-mail, television, radio, film, video conference,.. etc).
2- Shared means of communication:

Usually this means through language/verbal but it is also covers non-verbal communication

such as:

-Physical gestures aualliS  siadl cilasali/cil L) -Use of touching o2kl
-Use of proximity 4 sl
-Eye contactone 3,5 Jual 55 -Appearance oslal s alall jeladl)

-Tone of voice < sall (5 siue g dc pufs i pas
-Use of facial expression 4> sl| < juas

-Position of head o/ ) i 5
-Use of posture swalliis/ima

Next figures show some examples for non-verbal means of communication:

Handshake Thumb-up l V sign

' ‘ [

Pointing to a Victory

Respect Praise 44l direction sign
Open palm & Fist 4l 428 Open
Toe arms
Sincerity
L/ adaly
onnocence Embrace
Team work Determined <& Jdsé

Openness i Cooperation ¢ Angry relaxed s siu

Arms crossed in .
front of the chest %Hﬁ,kgrthe Set straight ' Runing
- the beard
|Defensive e
=8 Tally/cu
Arrogant
a3Vl g ke
disagree In deep
mentoal i) thinking
Interested In arush
I[Hands ™ Brlsk erectwalk oo qein ?:ttmg with
gs crosse
an pocket ] foot locking ]
hlp slightl
Unsatlsn
fied with se

A
Tac, gl

Read-

iness
or

Confid-
ence
aggre
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Examples of different gestures
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Buddha Hand Gecturec (Mudrac) fFor (@ Hruce
onhyany Wity Q‘a(machq’\’q?
/ . Contemnplation Teaching Continuous Energy
> .  Center of Home Office or Library Office or Living Room
el - ; p——- ‘_‘ama5‘(a,¢ wWarads
Abhaya Mudra Adoration Compassion
No Fear Entryway or Dining Room Northwest Bagua Area

o

Surprised

Surprise

Sadness Fear Anger
Much more detailed facial expresions
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verbal Non-verbul NON-VERBAL COMMUNICATION | Iwenty portrait of a woman with differnet expressions
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What does Proximity mean"daatsi“ B A ial) e )3

N . 1 Proximity
SOCIAL | ]x

Proxnmlty(nonverbal communlcatlon)
||
g h, ‘
| |

172 12’
05m 1.2m Ay | Personal Distance Public Distance
PERSONAL SPACES FOR SOCIAL INTERACTION | 1.5-4 feet(0.5-1.2m) 12=25feet(3.6-7.5m)

3- The clear transmission of a message:
This means expressing oneself clearly in a way that aids understanding and overcoming any
physical inhibitions &) s (i.e., speaking or writing clearly or using the right medium/channel).
» It means using an effective & correct ‘coding’.
» Verbal message must agree with non-verbal one.

— DISTANCE (IN FEET) _
= ol B Y|

iy
Aelaia)

‘un-coding’s &l &b s U AY) quilalisie ALt ) Eaay Y s A gl & g &gual) B i g dad) dad pa (355 ) oy cilalelly Al )
An effective presentation/speech may include some of/all 4 channels of communication

= Face 1o face
« Phone contact

VERBAL

= Body Language etc
- Gestures

NONVERBAL

- -

e - Books/magazines Articles, Letters, Reports_etc
SO - Email

= Graphs and Charts , Tables, Videos,
VISUALIZATION e RARGE __etc

4- Understanding of the message by the receiver:

Communication has to be 2-way process & seeing it as 1-way ignores receiver’s role to the
process. This is why assessing feedback to judge effect & response outcome of communication
is important.
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More Examples for Non-verbal Communication

Facial “*"*‘

exprESﬂon Arms Akimbo
puaal &t g i
Iestun
s A ,um Feet Facing Directly
g G i Towards Someone
tJl,,;.l;L@ﬁ 9 wit W
Touch
e dablas B Mirroring
g e Addic | " i :
\l ‘, Sh.alcing yuur_Leg:s

" M

ny

Lowering your Head

01 Eye Conlact Bﬂdy I-a nguage How pecple stand could say a lot about what they're thinking and feeling

Power Pasing

Evan how you sit could

communicate a particular
behavior. You could come
Direct Eye Contact across as being extremaly

confident and relaxed, or

Arched Eyebrows

unsure and Bmad,

Blinking to much ? 0

Squinting

Arms Crossed

ITS WHAT YOU DON'T SAY THAT COUNTS!

hiding something,

bist what? hostile ﬁ interested? thinks
attitude? ¥ &> & f you're
& insecure? ) stupid?

S

lying? \

ngqre“ ve?

0

defensive?

A\

not open 1o
-ommunicating?

menacing?

g/ gia

impatuent

e — 1o leave?

mind?

v,z,,;ﬁﬂ

e hvwiid

Characteristics of Effective Communication Messages

For succeful communication process, the effective messages must have the following

characteristics:

» Clear: Communication should be clear and self-explanatory about why it has been

transmitted.

» Complete: The information given should be complete and should not have any scope for

questions.

» Correct: The information provided should be correct & based on facts rather than

impressions. <is Lk

» Save reciver’s time: Communication, specially the written type, should be such that the

reciver save time in understanding the message.

» Create goodwill: The pleasant, correct & clear message will result in creating good will for the

sender.

Head Office New Mech. Power Building No.17000,
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» Clarify_and condense information: The information in messages should be based, when ever
possible, on appropriate tables, photos or diagrams to clarify or condense information, to
explain a process, or to emphasize important points.

» State precise responsibilities: When messages are directed to some specific audiences, the
sender must clearly state what is expected of, or what he can do for, those particular audiences.

» Persuade and recommend: Business messages are ususally given to customers, clients,
management or subordinates. The messages should persuade them to accept the given
suggestions & recommendations.

Next figure shows the above essential characteristics

(Characteristics of effective communiction massages] Communication is the art of being

| ~ _ UNDERSTOOD.

e

Issues to note in Communication , @ !
v You must be in social contact with the other person or people. ﬁMUNIC ATIO%SKI

v" You must want to communicate with the receiver.

v 1t is better to risk familiarity than be condemned to remoteness.
v The best way to empower others is to impart information (along with ¥

the appropriate delegated authority 4hlw/u25i to make decisions and Lt — =
act on the information given). stening - Frigneliness i

v" Get out of your office-meet, listen, provide information and give people 3/ ﬁi ‘
the context in they operate- to communicate and to encourage.

Openmindedness

Essential Communication Skills for Your Career

v Good communication is the core of customer care.

v Remember customers & suppliers communicate with others about you. \

v" To communicate with your customers you must handle complaints (as
an organization) as personally as possible- by a meeting or phone call
in preference to letter or fax; you must also listen to what customers
suggest and communicate products/service changes/developments with
them in advance.

v" Presentation skills are important in communicating with colleagues as
well as customers/clients.

v Meetings, internal and external, are key indicators of a person’s
communication skills (including listening).

v" Communication is a business requirement: establish proper systems
and ensure all coworkers use them.

v Remember the important equation: Size + Geographical distance =

communl.catlon pro blems. ) . | 5 Essential Leadership Skills
v Communicate with poor performers to improve their
contribution and in the appraisals ~x& &) liu) be truthful,
helpful and tactful. aS>/3
v" Help others to improve their communication skills and strive to

improve them bit by bit. (also assess the communication skills of
colleagues and identify areas for improvement).

Communication  Motivation Positivity

Feedback

Creativity
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Examples of Good (and bad) Communication
Example 1(Ref.1 p.97): Good Communication has to be Simple:

Former British Prime Minister Harold Macmillan once related how after his maiden 5%
speech in the commons, his legendary predecessor 3_shuY) 4ilu Lloyd George — one of the great
political orators sbbi of the century- asked him to come and see him. Lloyd George
complimented Macmillan on his 1** attempt and then gave him a tip: ‘If you are an ordinary
Member of Parliament, make only one point in your speech (you can make it in different ways
but it should centre on one point). If you are a minister, you may take two. Only if you are a
Prime Minister, can you afford to make three points.’

Example 2(Ref.1 p.98): Encouraging the two-way communication: s« <yl 50 3 S i ) JI g8 ¢

Attimes I received advice from friends, urging me to give
up or curtail visits to troops. They correctly stated that, so
far as the mass of men was concerned, I could never speak,
personally, to more than a tiny percentage. They argued,
therefore, that I was merely wearing myself out, without
accomplishing anything significant, so far as the whole
Army was concerned. With this I did not agree. In the first
prlace I felt that through constant talking to enlisted men
I gained accurate impressions of their state of mind. I talked
to them about anything and everything: a favourite ques-
tion of mine was to inguire whether the particular sgquad
or platoon had figured out any new trick or gadget for use
in infantry fighting. I would talk about anything so long
as I could get the soldier to talk to me in return. Jsag gubie g (1969)-1890) sguisd aiw culg

I knew, of course, that news of a visit with even a few men & Basiall gl C’MU B Gl ) cuals G Qsi-’“i
in adivision would soon spread throughout the unit. This, Baaall i gl U*“i'??h"]" 142 81961 (1953 ale
I felt, would encourage men to talk to their superiors, and & silsll clgl Jei laiy A dulal) cuall P&
this habit, I believe, promotes efficiency. There is, among ¥ ¢ dlaly bkl Ge Vg Lad glgy Ly
the mass of individuals who carry the rifles in war, a great stlall 31431942 ale & L2l ddee B L 81 Jlat
amount of ingenuity and initiative. Ifmen can naturally and o 45-1944 qale 4y il dgal B Ll Ll mald)

without restraint talk to their officers, the products of their e ki u.hl_,m 3 i E.Jmi 1951 8=
resourcefulness becomes available to all. Moreover, out = g

of the habit grows mutual confidence, a feeling of part- RAGM\I\I\

nership that is the essence of esprit de corps. An army ~) T AT

fearful ofits officers is never as good as one that trusts and 4,”“

confides in its leaders. \'LighlBtiuaﬂe

Russian
Cavalry

|Examples of bad communicationl

Self-study part:
Example 3 (Ref.1- page 99) The Charge of the Light Brigade T
@J&‘ wm\s d&m‘ M‘\,ﬂ‘ G‘b\” S]z' “ ‘h — CAUSEWAY HEIGHTS
Example 4 (Ref.1- p.112) How not to deal with Redundancies 4y 5 cilgu)

fa ) G daa A Be) B caalgdagig t alA 42 aB ) Cudi iy A GIARY Al 23 (e 3303 g
EC3 YouTube ~° communication skills funny bYouTuhe =
COMMUNICATION PROBLEMS | F|

The Random Videos - 0K views - 1 year ago

communication skills games and activities

Fun Team Game On Communlcatlon
Paper Plane HR - 169K views - 10

Communication Gap demonstratios

Communication Games - Drawing #22|

Communication skills funny video
WHY videos - 18K views - 1 year ago

Best Way to Improve Communication
Reaction II Sufi Dev Vohra
Sufi Dev

- 46K views - 1 year ago

Rj Sufi Dev is Corporate Theatre Trainer & Motivational
Education & Training

Communicate in the workplace
satafe

SAGE102 - Experiential Learning: Inter
s

Manuel Antonio Noronha - 8.6K views - 2 years ago

This interactive game requires the participants to liste]

stk End of Lecture # (2) Prt ] e
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