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Effective
Communication

CLEAR ACTIVE
MESSAGE LISTENING
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LANGUAGE Sl
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Amid environmental, agricultural, and
resource challenges, law-abiding
organizations and human-centered
communication offer hope and impact.

o
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Understanding

N

Adherence to Rules

Sless sl Tl i 51 a5 5 sl islad 5 elainl e omelil slaglyms s 5 pesliis L 5
oS 5T e 5l sl euilos (S !l bl g " glas "

WS Cblax 1y e g B el (gateg;,l o ololi ciusludl oo T el 18 a8 ol Slojlu 4o (5,8, (66X S gL

wWww.iran-gma.com TYYAABVOYYA Ol sl Sl sl (g 3lwacwilyd obos dils yu



http://www.iran-gma.com/

Gilxo (sigel 0y99
(Lo i 51 L

L3, u“-“-’ s a0 (59, Yl b (9,0 (wlen] S a8 by 4 Bie
)5.“5 & O.A.u] Lol u..\.a...a.: ‘5...5 ..\.'l...u as ‘S:Lm‘;)a)j) J\) B Cwlo 6‘43)9
S8 oy Aokl (B9 16,5 sy (S (Fgd by iR oo KB T,

o

S (oS Bk Bigi o poley ST S sS4 gl S
L1y o S olesy ity 1 €950 U dgsgad |, (2S5 w0 ls Camga 1) !
Siloes S pAySd gt g el il Sl

2 Lo (85 ol plnil Sy Ci b e ;)1 (2 5SS (S by
Olegone )5 e oty (i 5 ctnd Sla T )5 «(55,5LiS e o el
oo ol plar aSd )bl pleplojle 4y Ladd & oS oo Zule) 1) 9B
SWje) ;o e w2z n 9 B by, 50 S by 4 Bl oS e
S e Ty L colazel o g ol DS ¢ St

1 oyl de 0yl Lo ol 4 cpmiloy sy 0uiS oo il Lo a5 L]
plgion oS Bad> 1) plpl @ Bae 5 lad o plazg ST Ll etl sl
‘il 1) ooy 0)gs <ol Jo

WE BUILD OUR
HOMELAND
NOT WITH
SLOGANS,

BUT WITH OUR
ACTIONS.

people, the law,
and the future.
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PSYCHOLOGICAL
PRE-TEST

on Effective
Communication Skills

1. | find it difficult to understand
the perspective of others.

2. When listening, | tend to v

interrupt, jump in, or finish ©
the other person’s sentences.

3. In conversations, | often get
distracted by my own
thoughts or external factors.

4. When giving feedback, |
usually focus on:
a) Praises and strengths
b) Criticisms and weaknesses
c) Facts and observations
d) Solutions and advice
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CASE STUDY

AR g 0 04035 a5l 5o S a8l druwgd
R 0593 ool sl Loy EFFECTIVE COMMUNICATION IN THE
AGRICULTURAL AND NATURAL
. o . RESOURCES ENGINEERING ORANIZATION
""hégs“ J.AL‘IJ 4‘ ‘) 05’ tSl’ CS)M ‘5*55 U""': ﬂ In a provincial office, a
i~ training project required close
| ’ | collaboration between the
. . . Lo Technical Department and
'(5‘5 4*‘3'0) h Financial Department.
Due to unclear and informal
. . communication between the
)| é.v ).) Gﬂ.....‘@ éil.a.a 9 JL‘> u.....al.a» &5.49.9 l.v JH 0)5)4 g.:.v ‘Lo ul—ﬂ)LMJ ).b departments, the project was

PROBLEM delayed and underfunded.

5l il 059 15 )0 ol axly g0 cwnl 2l b o «laliw 0l Both departments met to

establish clear processes,
including written requests and
ACTIONS documented meetings.

< LSLQJ'“’L?U 9 S U’““"L")‘ daools w‘nb)..v J?‘““"""’ cs""\""' 9 "\}‘5 ® The project completed on time
M' and within budget,
d . with improved interdepatmental
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KEY LESSONS  « Specify arocessesand protocols clearly
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= Consistent collaboration builds trust
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ACTIVE LISTENING

PAY ATTENTION

Give the speaker undivided attention

SHOW THAT
YOU'RE LISTENING

Use nonverbal cues to demonstrate
attentiveness

PROVIDE FEEDBACK

Reflect on what has been said

DEFER JUDGMENT
Avoid interrupting or making
assumptions

RESPOND APPROPRIATELY

Reply in a way that is respectful
and relevant
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EMPATHY
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LISTEN ASK QUESTIONS

S 69,900 Sympathy # Empathy cas 0,000 slixe & Josa
" i Bl iy 31 s o iy ke s 55l ol

Give the person your
full attention

— the ability to understand and share
the feelings of another person

o

Show interest and
inquire about their feelings

It sounds like
you'e feeling..

-

<

\‘ Z
Foop gl ~
WITHHOLD REFLECT
JUDGMENT Acknowledge the
Avoid criticizing or making ~ Other person's emotions
assumptions
&y PVIY)

=L Cognitive Empathy
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COGNITIVE EMOTIONAL COMPASSIONATE
EMPATHY EMPATHY EMPATHY

Understanding Feeling and Taking supportive
another’s sensing another’s actions based
perspective or emotions on empathy
mindset
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“l can see why “I can feel your “I will help you
you think that.” pain.” feel better.”
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CONSTRUCTIVE
FEEDBACK

ia

BE SPECIFIC FOCUS ON IMPACT

Describe the situation - Explain the effect
and the behavior of the behavior

BE RESPECTFUL OFFER SUGGESTIONS
Avoid judgment « Provide ideas for
and be professional improvement

SITUATION § BEHAVIOR IMPACT
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CONFLICT
MANAGEMENT

| Identify m‘
* the Source

Determine the

cause of the conflict
o |dentify the specific

issue

e Look for underlying

causes

e Listen to both parties

§ Focuson
¢ |[nterests

Understand the needs
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(Conflict Management) ol <o pow =¥

Identify the
specific issue

e Encourage open and
honest dialog

o Acknowledge different
perspectives

© Practice empathy and
understanding

| Agreeona
¢ Resolution

and concerns of all parties ~ Find a mutually
acceptable solution
Encourage e
open and e Be clear and specific
honest dialog ~ ® Outline steps to

o Acknowledge different

perspectives

e Practice empathy
and understanding

implement

* Confirm commitment
from both sides
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(Reaching a Mutual Agreement) < yiice 38195 -V

REACHING A MUTUAL
AGREEMENT

STATE VIEWS
CONSTRUCTIVELY

TURN POSITIONS
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SHOW EMPATHY

AND LISTEN

GENERATE
OPTIONS

SELECT MUTUAL
GAIN OPTION

FORMULATE
SPECIFIC AGREEMENT
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1. Effective Communication / Interpersonal Communication

e Adler, R. B., & EImhorst, J. M. (2022). Communicating at Work: Strategies for Success in
Business and the Professions (12th ed.). McGraw-Hill.
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e McKay, M., Davis, M., & Fanning, P. (2018). Messages: The Communication Skills Book.
New Harbinger Publications.
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2. Active Listening

e Brownell, J. (2012). Listening: Attitudes, Principles, and Skills (5th ed.). Pearson.
Copde jo Jld ouid O)les 9550 )0 (BIRLNS gal> a2 e
e Rogers, C. R., & Farson, R. E. (1957). Active Listening. University of Chicago Industrial

Relations Center.
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3. Empathy & Mutual Understanding

¢ Goleman, D. (2006). Social Intelligence: The New Science of Human Relationships.
Bantam.

Slojle 5 (elazzl baly; jo ol (i 5 Jows o)bye 3liiyls) 5 oole medgs,
o Decety, J., & Jackson, P. L. (2006). A social neuroscience perspective on empathy. Current
Directions in Psychological Science, 15(2), 54-58.

4. Constructive Feedback

e Stone, D., Heen, S., & Patton, B. (2010). Thanks for the Feedback: The Science and Art of
Receiving Feedback Well. Penguin.
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e London, M. (2003). Job Feedback: Giving, Seeking, and Using Feedback for Performance
Improvement. Psychology Press.
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5. Conflict Management

e Thomas, K. W., & Kilmann, R. H. (1974). Thomas-Kilmann Conflict Mode Instrument (TKI).
P Lo pae oS el (gl SIS 1l

e Deutsch, M., Coleman, P. T., & Marcus, E. C. (2006). The Handbook of Conflict Resolution:
Theory and Practice (2nd ed.). Jossey-Bass.

6. Mutual Agreement & Negotiation

e Fisher, R., Ury, W., & Patton, B. (2011). Getting to Yes: Negotiating Agreement Without
Giving In. Penguin Books.
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7. Organizational Citizenship, Ethics & Lawfulness

e Robbins, S. P, & Judge, T. A. (2022). Organizational Behavior (19th ed.). Pearson.
Ol 2 slad > )13, (5 lay il (ouo)

e Luthans, F. (2011). Organizational Behavior: An Evidence-Based Approach. McGraw-Hill.
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8. Patriotism & Ethical Responsibility in Public Service

e Perry, J. L., & Hondeghem, A. (2008). Motivation in Public Management: The Call of
Public Service. Oxford University Press.
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e Miller, D. (1995). On Nationality. Oxford University Press.
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