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Index
Introductions

ﬂ Punctuating Skills

” Effective Communication

Identify how communication takes place
Select an appropriate communication channel
Recognise the barriers to communication
Monitor the flow of information

Establish your individual communicating style
Interpret and comprehend information

ﬂ Speaking Skills

Communicate orally

Improve the way you speak
Develop an impacting voice
Pronounce words correctly

a Listening Skills

Develop active listening skills
Eliminate bad listening habits

B Reaing skilis

Develop reading skills
Vary your method of reading
Identify and eliminate bad reading habits

ﬂ Language Skills

Use effective communication tools

Name things with nouns

Substitute pronouns for nouns

Indicate action with verbs

Describe things with adjectives

Tell how, when, where or why with an adverb
Use prepositions appropriately

Use gerunds

Join words together with conjunctions

Use the appropriate article before nouns
Express emotions and feelings woth interjection

Terminate statements

Use the versatile comma

Use semicolons for a stronger pause

Enclose inessential items in parenthesis

Draw attention with a colon

Use a dash

Use hyphens appropriately

Show possession and omission with apostrophes
Insert quotation marks

ﬂ Writing Machanics

Express numbers in workplace documents
Use initial capitals for a specific purpose
Abbreviate effectively

Use miscellaneous symbols and signs
Find your way around a dictionary

Find alternative words in a thesaurus
Improve your vocabulary

Choose the best, most acceptable word
Use words economically

Check your spelling and grammar
Ensure verbs agree with their subjects
Use jargon selectively and effectively

a Nonverbal Communications

Analysc nonverbal communication
Use your body to communicate
Interpret the meaning of gestures
Use proxemics to advantage

Use paralanguage effectively
Aviod gender bias

Let your image speak for you

Be prompt

Let colour tell a story

Send corporate massages
Recognise cultural differences

ﬂ Nondiscriminatory Language

Use gender-inclusive language
Use appropriate titles and forms of address
Avoid racist language



E Assertiveness Skills

recognise assertion, aggression and submission
Become assertive
Send | messages and learn to say No

M Client Interaction

Ineract with client

MAuintain a relationship with clients

Greet, attend to and farewell callers pleasantly
Maintain effective clients by telephone

Deal with clients with different needs

E Workplace Interaction

Collect, record and present routine information
Give and follow instructions

E Team Building

Establish an effective work team
Develop a heathy communication climate
Lead a work team effectively

Develop your leadership skills

m Negotiating Skills

Identify negotiation in the workplace

Become a skilled negotiator

Develop a negotiating style

Progress through traditional stages of negotiation
Create a positive negotiating environent

E Conflict Resolution

Recognise the signs of conflict
Deal with conflict

Prevent conflict from developing
Aviod destructive confrontation
Make decisions and solve problems
Manage stess

Deal with difficult people

M Public Speaking

Speak in public

Prepare a speech

Incorporate visual aids
Develop and appropriate style
Overcome nervousness

Dress to impress

ﬂ Meeting Participation

Define the purpose of a meeting
Recgnise the different types of meetings
Use meeting terminology

Participate in meetings

Organise a meeting

Be an effective facilitator

Prepare meeting documents

Prepare for and conduct a meeting

Put a motion before a meeting

Elect office bearers

Organise and conduct a conference or seminar

E Job Seeking

Investigate employment opportunities
Prepare a professional CV

Write a solicited application letter
Write an unsolicited application letter
Make a telephone application

Perform effectively in job interviews

E Interview Skills

Be interviewed

Develop interviewing skills

Prepare for an interview

Establish a comfortable enviroment
Conduct an interview

Pose appropriate questions

Document an interview

Evaluate an interview

Conduct recruitment interviews

Employ radical recruitment processes
Conduct problem-solving or

disciplinary interviews

Conduct an exit interview

Conduct a performance appraisal interview
Conduct informal interviews with clients
Recognise breakdowns in communications

E Reseach Skills

Conduct reseach

Reseach published sources

Ask questions, make enquiries
Conduct a brainstorming session
Take notes

Construct an outline

Present your findings

E Workplace Documents

Create workplace documents

Write in plain English

Dictate workplace documents

Create designer documents

Format and layout workplace documents
Edit and proofread workplace documents
Communicate internally

Document policies and procedures
Produce specific workplace documents

E Business Letters

Create an effective letter

Incorporate the traditional parts of a letter
Construct good and bad news letters for specific
purposes

Write effective collection letters

E Reports and Submissions

Prepare a report or sunmission
Document a formal report or submission
Prepare individual document elements

E Graphic Communication

Use and interpret graphics in workplace
documents including graphs charts, tables,
maps and clip art



