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Importance of effective communication 

• 90% of conflicts due to mis-communication

• 70% of work time is communication 

• Communication is one of the most important skills of many jobs e.g.  

(customer service, telesales, sales persons) 



What is effective communication?

• Hearing the message being sent, making meaning of it and 

responding in a way that lets the sender know you truly 

understand 
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No one can live without communication, even animals and birds 

communicate with verbal and non verbal communication. 

A Hamza



Communication process



Types of 
communication 

Verbal 

written Oral 

Non-verbal

Body 
language

Eye contact

Facial expressions

Gestures

Postures

Appearance 



Types of verbal communication



Communication process
Sender

has an idea influenced by his mood, culture& 

background



Message 

• It is the idea or information sends by the sender to the receiver, the 

sender wants receiver to understand the message to ensure effective 

communication  



Sender encodes his message

• It means sender convert his message into words

• It may be written, verbal or non-verbal 

• Factors affecting message transmission:

1. Voice tone

2. Body language



Channels of communication

• It is the medium used to convey the message 

• Should choose (Right channel/Right message)

• Technical information or instructions of a machine 

cannot be delivered by using telephone



Channels of communication

• Internet 

• Report 

• Letter

• Fax

• Speaking

• E-mail

• Phone



Informational richness

• It means the amount of information that channel can 

carry

• It is differ form direct contact, telephone, written



Receiver decodes the message

• The receiver interpret the message i.e give meaning to the 

words of the sender

• If the receiver understand the message, it means 

successful communication



Feedback

• It is the response of the receiver to sender message

• Feedback in form of verbal and non-verbal

• Feedback from the receiver to ensure the receiver received  

and understand the message

• If no feedback, it is not effective communication



Types of communication in workplace

1. External communication

2. Internal communication

* Upward (bottom-up)

* Downward (top-down)

* Horizontal (lateral)



Communication barriers



Communication barriers
Definition

• It is something that interferes or interrupts, distorts or blocks 

the communication process 



Communication barriers 

• Physical barrier

• Physiological barriers 

• Psychological barriers

• Language problem

• Disagreement between verbal 

& non verbal

• Non verbal distraction

• Faking attention

• Lack of interest

• Grand standing



1- Physical barriers

It is tangible items interfer with communication efforts

• Poor lighting

• Poor phone signals  

• Too hot or too cold tempreture                               

• Hearing disabilities or problems

• External noise 



2- Physiological barriers 

• Hearing difficulties

• Sickness, ill-health 

• poor eyesight 

• Pain 



3- Psychological barriers

• Different culture & personal values

• If sender ideas run against receiver perceived thoughts

• Negative attitude, strong negative emotions e.g. anger, 

sadness 

• Stereotyping 



4- Language barriers

• Unfamiliar words, slang

• Different language

• Different accent

• Professional jargons  

• Rambling



Cultural barriers 

• Cultural differences e.g. talking about some sensitive topics 

is not accept in middle east



5- Organizational barriers 

• Bad information systems

• Lack of supervision 

• Lack of employees training 



6- Disagreement between verbal and non verbal



7- Non verbal distraction

• Unusual dressing

• Physical or facial problem

• Abnormal body language



8- Fake attention

• The receiver somewhat stare

• Centered eye

• Not react with the sender



9- Lack of interest

• In sender’s topic subject



10- Grand standing

• Most of People talk more than listen, Why?



Vocal skills

• Word rate

• Voice tone

• Verbal tics: word or voice 

• Volume: intensity of voice

• Enunciation: ariculation & pronunciation 



Vocal skills



Vocal skills video 2



Verbal tic



Verbal tics example 

• https://www.youtube.com/watch?v=-ydrYcQHJSY

https://www.youtube.com/watch?v=-ydrYcQHJSY


Vocal skills examples 

• https://www.youtube.com/results?search_query=%D9%85%D8%A7%D8%

B1%D8%AA%D9%86+%D9%84%D9%88%D8%AB%D8%B1+%D9%83%D9%8

A%D9%86%D8%AC+i+have+a+dream

• https://www.youtube.com/watch?v=ZlSsC0I99Po

• https://www.youtube.com/watch?v=89JJNeX8c7s

• https://www.youtube.com/results?search_query=%D8%AE%D8%B7%D8%

A8+%D9%87%D8%AA%D9%84%D8%B1

https://www.youtube.com/results?search_query=%D9%85%D8%A7%D8%B1%D8%AA%D9%86+%D9%84%D9%88%D8%AB%D8%B1+%D9%83%D9%8A%D9%86%D8%AC+i+have+a+dream
https://www.youtube.com/watch?v=ZlSsC0I99Po
https://www.youtube.com/watch?v=89JJNeX8c7s
https://www.youtube.com/results?search_query=%D8%AE%D8%B7%D8%A8+%D9%87%D8%AA%D9%84%D8%B1


Characters of distinguished voice

•Articulation:

a) speed

b) ricitism

c) sigmatism



Characters of distinguished voice

• Pauses:

 Make your voice louder during telling an important competitive  

advantage

 After that make pause by 1 or 2 seconds gain attention and give

chance to the receiver to understand the message



Active listening 
or effective listening 

• Listening to the meaning of the words & understanding the 

message & avoid distraction

• Evaluate the understood information

• Decide how that information can be used



Hearing vs. listening



Hearing vs. listening

• Hearing:

it is the physical process of perceiving sound 

• Listening:

it is the physical and cognitive process of hearing something 

with thoughtful attention and consideration 





Listening process
4 stages  



Hearing vs. listening

Hearing Listening

Accidental Focused 

Involuntary Voluntary 

Effortless Intentional 

Physical process Physical & mental process

Not a skill Skill 

Does not lead to learning Lead to learning 



Reasons for listening

• To gather information about something

• To understand 

• For enjoyment 

• Learning new concepts



Contents of effective communication

• Body language     55% 

• Words (content)   38% 

• Voice                    7% 
55%

7%

38%

body
language

words

voice



How to be active listener?

• Once you have a purpose for listening, you will listen



1- Stop talking

• Focus on what speaker say, not on what your 

comment will be 



2- Control your surrounding

• Remove competing sounds and noisy objects

• Close doors and windows

• Control noisy appliances



3- Keep an open mind

• Avoid bias

• Try to listen to the end



4- Listen to the main points

Focus on what you are looking for and

recognize speakers theme



5- Establish a receptive mindset

• Expect to learn new something by listening

•Avoid false conceit

- I know more of what being said

- I know the topic



6- Listen between the lines

• Focus on verbal and non verbal

• listen to the meaning of words before listening to 

speaker emotions and voice tone







7- Judge ideas, not appearance

• Focus on the content of the message

• 75% depend on(How you say it)

• 25% Depend on ( what you say)



8- Hold your fire

• Force yourself to listen to the speaker instead of 

argument



9- Take notes

• Pen and paper to write notes



10- Provide feedback

• If there is no feed back, you did not communicate

• Nod your head

• Ask questions

• Good listener participate effectively in information exchange

• Keep eye contact



Communication styles 



Communication styles example

• https://www.youtube.com/watch?v=USgSMA0YQ3Y

https://www.youtube.com/watch?v=USgSMA0YQ3Y




What is body language?

• Body language is a communication without words but using symbols, 

signs (traffic signals, black flag on beach, white flag means surrender 

or peace), gestures, facial expression, body posture





Non verbal communication speaks loudly 



Body language characteristics

• More accurate indicators than verbal 

• Difficult to be controlled due to done involuntary   

• Difficult to hide 

• You can stop verbal communication, but can't stop non-verbal 

communication 



Importance of non-verbal communication

• Awareness with body language lead you to:

- Control your negative body language

- Build professional image 

- Read body language of others i.e. customers 



Verbal vs. non verbal

35%

65%

verbal

non verbal



Contents of effective communication

• Body language     55%

• Words (content)    7%

• Voice                    38%
55%

7%

38%

body
language

words

voice



Let your body do the talk

• 65% of the message transmitted by body language which made by 

the person subconsciously, it means that 65% of the message 

transferred subconsciously

• Also it discovers your feelings & attitude





Types of body language

• Facial expressions including eye contact

• Gesture (hand movement)

• Body posture

• Appearance



People of interest

• Sales persons

• Trainers, lecturers

• Public speakers 

• Interviewer & interviewee

• Politicians



Eyes are the mirror of your soul









Do not 



Do not

• In previous photos there are 2 mistakes

1) Staring

2) Finger pointing



Facial expressions 



Facial expressions

There are 6 types of emotions:

1. Happiness (+ve)

2. Anger (-ve)

3. Surprise (-ve or +ve)

4. Sadness (-ve)

5. Fear (mainly –ve)

6. Disgust (-ve)







Plutchik's wheel of emotions





Facial expressions





Smile

• Nothing creates a rapport like a smile

• Two types of smile 

1) fake smile

2) normal smile



Normal smile Fake smile



Hand gestures



Measure something



Finger pointing



Finger pointing

• Finger pointing must be avoided because, it stimulates negative 

emotions of others

• There are two types of finger pointing: 

1- Finger pointing forward is a sign of accusing.

2- Finger pointing upward is a sign of threatening

• When pointing to a person or something use hand palm 



Negative emotions due to finger pointing







Overcoming negative emotions due to finger pointing

• Finger pointing develop negative emotions

• Use your whole hand instead of pointing finger



Open palm of the hand



Open and honest



Types of palm positions



Dominant palm position



Superiority, aggressiveness, and domination



Handshaking





Palm and back of the hand



Submissive



Dominance and superiority



Alternate respect





Double hander



Hand on check

Boredom 





Hand on check

• If there is eye contact, it means focusing, interesting

• If no eye contact, it means not focusing, boredom



Hand rubbing

Anticipation, positive expectations



Stroking chin



Indecision (confused), try to make a decision



Tilted head

Interest, admiration



Arms crossed over chest

Defensive position



Arms on chest

Defensive position 



Aggressiveness, defensive Need to be supported





Feel with superiority 



Raised and lowered steeple



Frustration • Confidence 

• Evaluating others



Open hand, clenched shoulders

I do not know



Hands on head 

Frustration



Stubborn

Arms on chest & no eye contact



Hand lateral to the mouth

Shouting, calling someone



Cupping ear  

I don’t hear you



3) Body posture



Right body posture







Hands on hip

Readiness, aggression



Arms behind back

Confidence 



Hand clasp rest behind back

Frustrated, try to control himself



Hand clasp elbow behind back

Higher frustration level,

more trying to control himself







Arms on chest with crossing legs









Closed attitude

Defensive, Uncertainty, Cautious, Closed attitude





Sitting with legs apart

Open, relaxed 



Walking with hands in pocket

Dejection 



Crossed arms or legs is defensive



Leaning forward

Interested 



Erect posture (attention posture)

Rigidity



Erect posture

• Women used that posture more than men

• Indicate formality

• Used by students when talk to teachers

• Used by subordinates when talk to manager 



Legs apart

Show off



Closed and crossed legs



Closed and defensive



Reflective behavior
unconscious following body language of others



•Leading

•Superior

•Dominant 

•Strong personality 

•Following 

•Inferior

•Submissive

•Week personality



Types of interpersonal distance 



1- Intimate zone



2- Personal space



3-Social zone



4- Public zone



Personal space

•Do not penetrate personal space of others specially if 

there is no relations with them

•Penetration of personal space is irritating & stimulate 

(–ve) emotions of others





Reaction to personal space invasion

• Feel troubled

•Get defensive

•Become aggressive

•Retaliate



Common signs of lying



1- Nose touch





2- Mouth cover





3- Eye rub



4- Ear grab



5- Neck scratch



6- Collar pull



7- Finger in mouth



8- Lack of eye contact



Other signs of lying

• Change in voice tone

• Unusual body language

• Try to change the subject using humor or sarcasm

• Lack of eye contact 





Signs of stress

• Sweeting

• Flushing

• Increased blinking

• Tremors

• Hesitancy

• Irritability

• Lack of eye contact

• Lack of smile

• Jumping Adam's apple

• Biting nails



Top of stress
Baiting nails















Defensive



10 Steps to Improve Your Body Language

• Don’t cross your arms or legs

• Have eye contact, but don’t stare

• Relax your shoulders

• Nod when they are talking

• Sit up straight



10 Steps to Improve Your Body Language

• Smile

• Don’t touch your face

• Don’t stand too close (personal space)

• Don’t put your hands in your pockets

• Don’t look at your watch

• Match non-verbal with verbal



Exercise



Exercise



Exercise



Exercise 



Exercise 




