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Communication Skills 
------------------------------------------------------------------------------------------------------------ 

)مھارات التواصل أساسية وضرورية لعدة مھارات أخرى(  

 

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 

getting their message across to, and at drawing the best out of, 

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. 
  

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:  
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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:   يتم تصنيف التواصل حسب نوع الوسيلة
 

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 

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 

next figure shows a block diagram model for the 

detailed communication process loop. 
 

  
   

 

 

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).    

 



Tools of Communication:
There are 4 basic tools of communi

- Listening;   - Speaking;   - Reading; and

All four of these skills can be learned and improved. Fi

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

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 listenin
 

Verbal Communication

Verbal communication can be classified into two types: 

1- Face-to-Face communication, and 2

phone or video conference, etc.)
 

Face-To-Face Communication

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?
 

Advantages of face-to-face communication:

- People can see what you mean.

- Eye contact helps establish if the other 

person is listening and understanding.

- Your body language can help 

what you are saying. 
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Tools of Communication: 
There are 4 basic tools of communication: 

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 

ation 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 
  )المباشر(التواصل الشفھى 

Verbal communication can be classified into two types:  

Face communication, and 2-Remote type (by 

phone or video conference, etc.) 

Face Communication: 

It is the easiest. You can explain what you mean. 

on 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: 

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

face communication: 

People can see what you mean. 

Eye contact helps establish if the other 

person is listening and understanding. 

can help then believe 

Disadvantages of face-

- You can give away تتخلص من
- The other person may not understand your 

words 

- The audience may not like the way you are 

saying your words. 
 

 

communication time listening. Yet, listening is a skill we are not taught, unlike writing, reading 

g is the most important communication skill we can develop.  

-to-face communication: 

 .your true feelings تتخلص من

The other person may not understand your 

The audience may not like the way you are 
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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.   
 

 
� Individuals who have social contact with each other. 

� Shared means of communication. 

� The clear transmission of a message. 

� 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:  

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 تلميحات باليدأوحركةالجسم/إشارات   -Use of touching الت�مس    -Position of head وضعية الرأس 

-Tone of voice سرعة ومستوى الصوت/تغييرنبرة  -Use of proximity المقاربة -Use of posture ھيئةالجسم/وضعية  

-Use of facial expression تعبيرات الوجه -Eye contactتواصل بنظرة عين -Appearance المظھرالعام والملبس     
 

Next figures show some examples for non-verbal means of communication: 
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 معنى ا,شارات والتلميحات قد يختلف حسب البلد والثقافة وقد يكون موحد عالمياً  (مثال لغة ا,شارة للصم والبكم والتمثيل الصامت) 
 

  
 

Some Examples for facial Expressions تعبيرات الوجه 
 

 

 
Much more detailed facial expresions 
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What does Proximity mean?ماذا تعنى المقاربة فى التواصل  
 

 
3- The clear transmission of a message:  

This means expressing oneself clearly in a way that aids understanding and overcoming any 

physical inhibitionsعوائق  (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. 
 

   ’coding’-unرسالة بالكلمات يجب أن تتفق مع لغة الجسد ونبرة الصوت وتعبيرات الوجه حتى I يحدث إرتباك عندالجانب اDخرأثناء فك الشفرةال

 
 

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. 
 

 



       8 / 10  

 
 

More Examples for Non-verbal Communication 

 
 

 
 

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. إنطباعات 
� 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. 
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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 
 

 
 

Issues to note in Communication 
************************************************ 

� You must be in social contact with the other person or people. 

� You must want to communicate with the receiver. 

� It is better to risk familiarity than be condemned to remoteness. 

� The best way to empower others is to impart information (along with 

the appropriate delegated authority سلطة /تفويض  to make decisions and 

act on the information given). 

� Get out of your office-meet, listen, provide information and give people 

the context in they operate- to communicate and to encourage.  

� Good communication is the core of customer care. 

� Remember customers & suppliers communicate with others about you. 

� 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. 

� Presentation skills are important in communicating with colleagues as 

well as customers/clients. 

� Meetings, internal and external, are key indicators of a person’s 

communication skills (including listening). 

� Communication is a business requirement: establish proper systems 

and ensure all coworkers use them. 

� Remember the important equation: Size + Geographical distance = 

communication problems. 

� Communicate with poor performers to improve their 

contribution and in the appraisals إستمارات تقييم be truthful, 

helpful and tactful. حكيم/لبق  

� 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). 
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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 ولىMا 
speech in the commons, his legendary predecessor  سطورةسلفهMا  Lloyd George – one of the great 

political orators خطباء of the century- asked him to come and see him. Lloyd George 

complimented Macmillan on his 1
st
 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: أيزنھاور الرئيس اMمريكى اMسبق دوايتمن أقوال   
 

 

  
 

 

 
Self-study part: 

Example 3 (Ref.1- page 99) The Charge of the Light Brigade  

التواصل الفاشل ونتائجه الكارثيةيوضح مثال ھذا ال  
Example 4 (Ref.1- p.112) How not to deal with Redundancies ا,سھاب وا,طالة  
 

 

 
************* End of Lecture # (2) Part-1 ************* 


