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INTRODUCTION

Whether you are presenting your business ideas or attempting to resolve a conflict within your company or team, commu-
nication is key to reaching your goal. The aim of this course is to assist you in becoming a more effective communicator by
learning how to identify people’s thinking patterns and preferred learning methods and by tailoring your communication
accordingly. You will learn how to use every resource you have available to elevate your speeches and presentations from
mundane to captivating. Moreover, in this training course, you will learn how to resolve even the most problematic
conflicts using a variety of approaches and proven techniques. You will identify your preferred conflict resolution style and
learn how to adapt it to tackle the situations you may face as well as become equipped with the ability to diffuse conflicts
and use them as a platform for positive change.

COURSE METHODOLOGY

This course is designed to be interactive and participatory. It includes various learning tools to enable participants to
function effectively and efficiently in a multilateral environment.

The course will be built on four pedagogical pillars: concept learning (presentations by the consultant), role playing (group
exercises), experience sharing (roundtable discussions), playback of videotaped performances (where permissible), indivi-
dual and group feedback, as well as exposure to case studies and scenarios.

COURSE OBJECTIVE
By the end of the course, participants will be able to:

« Use advanced communication tools and skills to deliver various types of messages

« Discover the different personal listening styles and identify their own

« Practice and use assertiveness skills in different situations

» List the main causes for boring and ineffective presentations and ways for overcoming them

« Project the right verbal and non-verbal characteristics essential in powerful presentations

«  Pinpoint the main reasons that lead to Public Speaking Anxiety (PSA) and ways for eliminating them prior to presenting
« Define and understand the different sources of conflict

+ ldentify personal conflict resolution styles

« Manage conflict in teams and engage in effective team problem solving

COURSE OUTLINE
DEFINING EFFECTIVE COMMUNICATION

+ COMMUNICATION: DEFINITION AND CHARACTERISTICS

+  MYTHS ABOUT COMMUNICATION

+ COMMUNICATION FUNCTIONS

+  THE FOUR LAWS OF COMMUNICATION

+  EVOLUTION OF COMMUNICATION

+  COMMUNICATING FOR RESULTS

+  UNDERSTANDING ELEMENTS OF COMMUNICATION

+  MEHRABIAN’S 55-38-7 RULE

+  OVERCOMING COMMUNICATION ANXIETY AND OTHER OBSTACLES
+ COMMUNICATION ETIQUETTE
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COURSE OUTLINE
THE ART OF LISTENING

+ COMMON LISTENING ISSUES

+ GUIDELINES FOR EFFECTIVE LISTENING

+  EFFECTIVE LISTENING AND PARAPHRASING TECHNIQUES

+ UNDERSTANDING DIFFERENT LISTENING STYLES: ACTIVE VERSUS PASSIVE STYLES
+  IMPROVING THE INFORMATION RECALL RATE

+  ASSESSING PERSONAL LISTENING PROFILES

BODY LANGUAGE IN COMMUNICATION

+  THEHANDS, LEGS AND THE EYES

+  TO MOVE ORTO STAY PUT?

+ TIPS FOR EFFECTIVE BODY POSITIONING

+  GUIDELINES FOR ANIMATING THE LEGS AND HANDS

+  CHARACTERISTICS OF CAPTIVATING VERBAL DELIVERY
«  AVOIDING CLICHES AND EUPHEMISMS

+  THE DANGERS OF SMART CASUAL

+  DRESS AND APPEARANCE: WHAT ARE THE RULES?

PUBLIC SPEAKING ANXIETY (PSA)

+ REASONS WHY MOST PEOPLE GET NERVOUS

+ ADRENALIN AND ITS EFFECT ON PRESENTATIONS

+  DEALING WITH PSA: SHORT AND LONG TERM SOLUTIONS
+  WHAT DO GREAT PRESENTERS DO?

DEFINITIONS OF CONFLICT

+ NATURE AND SCOPE OF CONFLICT MANAGEMENT

+ MISCONCEPTIONS ABOUT CONFLICT

+ SOURCES OF CONFLICT

+  POSITIVE AND NEGATIVE FACTORS OF CONFLICT

+ WHEN CONFLICT COMES BETWEEN YOU AND YOUR DESIRED RESULTS

THOMAS-KILMANN CONFLICT RESOLUTION MODE INSTRUMENT

+  SCORING AND INTERPRETATIONS

»  WAYS OF COPING WITH CONFLICT

+  ASSUMPTIONS AND OUTCOME OF CONFLICT
+ MANAGING CONFLICTS AND USING APPROPRIATE STYLE FOR MORE EFFECTIVE OUTCOMES
+  APPROACHES TO CONFLICT RESOLUTION

+  GIVING AND RECEIVING FEEDBACK

+ ASSUMPTIONS IN DISAGREEMENT

+  CREATING A COLLABORATIVE WORK ENVIRONMENT FOR FASTER AND BETTER RESULTS
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WHO SHOULD ATTEND :

This course is targeted at employees, supervisors, middle managers and senior managers seeking to take their communi-
cation skills, presentations skills and conflict management skills to the next level by developing advanced communication
techniques and strategies.

TARGET COMPETENCIES

«  Verbal and non-verbal communication

+ Proactive listening

«  Building rapport

+ Influencing, inspiring and persuading others
+  Providing and receiving feedback

+ Assertiveness

« Presentation design and delivery

+ Public speaking
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CERTIFICATION

Certificates will be awarded to all the participants upon successful
completion of the training.

NOTES

1. Programs can also be customized and conducted on any dates on
the nomination of 8 or more participants.

2. Tuition fees do not include accommodation, meals, medical, health &
evacuation costs.

3. Arranging the visa for UAE costs USD 100/- per delegates and visa
issuance may take 3 - 4 business days.

4. Complimentary Tours included in Dubai are :
Desert Safari with dinner.
Dubai City Tour.
Dhow Cruice with dinner.

5. Details of the complementary device :
2019 Apple Ipad, 10.2-inch Retina display

6. As part of the covid -19 measure HST will provide delegates with
travel medical insurance coverage in case of unexpected health
and medical emergencies.
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