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Everyday Communication
1. START WITH NEUTRAL TOPICS when meeting new people. Your conversation
may be about weather, the latest news, other people or let this new person speak
about themselves.

4. MAKE SINCERE compliments that may initiate further discussion. For example,
telling them about their beautiful eyes may not develop a conversation but letting
them know that their jacket has a great look may be followed buy a discussion
of where to buy it.

2. ENGAGE IN A CONVERSATION by asking questions which can be connected
with the place where you are or with the situation that you are both involved in.
Starters for dialogue at an event:
• Why is this person here?
• How do they know the organizer?
• How did they find time for such an event?
• What is going on today?

5. MAKE DELICATE JOKES by remembering funny stories or news items that may suit
The conversation and cheer up the other person. Change the topic if your jokes
appear not to be interesting.

3. ASK FOR THEIR NAME so that the conversation will appear more personal and try
to include their name while communicating. Politely express your interest in the hobbies,
likes and dislikes of the other person and ask their opinion about the place or situation
that you are currently both involved in.

6. SPEAK NICE by including positive words in your conversation, controlling yourself
and letting the other person express themselves.

Everyday Communication
7. REMEMBER UNIVERSAL RULES:
• Pay attention to your body language (open gestures, appropriate distance, eye
contact, smiling).
• If you were the initiator of the discussion try not to be distracted by other people
and not to change the topic before you get a response.
• In each conversation there is a speaker and the listener therefore listen attentively,
don’t interrupt and use pauses if you want to make input in a conversation.

10. INVOLVE EMPATHETICAL REACTIONS by using special phrases like
“I understand…”, “I was in the same situation…”, “I can imagine…”

8. DON’T FORGET THAT:
• There are inappropriate topics for discussion, for example religion and politics.
• Arguing may create confusion and lead to hidden or open conflict.
• Too many intelligent topics may hinder the spontaneity and fluency of a conversation.
• If a person continues to give short answers, they may not be interested in talking
to you.

11. FOLLOW THE MULTI-STREAM PRINCIPLE which helps to keep conversations active.
When the other person talks, try not to summarize the conversation and with
empathetical reactions open a new topic, for example “I understand how boring
it is to spend time in traffic but tolerable with a good audio book or radio program.
What do you listen to while driving?”

9. TO AVOID SILENCE, that may be comfortable with those who you know and yet
uncomfortable with new people, be prepared to discuss other topics such as:
• Education and training
• Music, art and movie preferences
• Travelling
• Sports, etc.

12. OBSERVE YOUR INTERLOCUTOR and mirror them with your gestures, postures,
intonations, rate of speech and volume.

Business Communication

1. BE PUNCTUAL in that the most important value in business is time management,
which is based on effective planning.

4. MAINTAIN SELF-CONTROL over disturbing and negative emotions because nobody
wants to deal with unstable partners and colleagues.

2. FOLLOW BREVITY AND CLARITY, they make any communication clear and work
productive, make sure that the other person understands your message in full.

5. DO NOT COPY THE STYLE of others and maintain your individuality — the one
thing that differs you from others on the market.

3. SPEAK ABOUT THINGS YOU KNOW in that business people are very attentive
to content and your reputation may be destroyed with words you can not explain.

6. FOLLOW BUSINESS ETIQUETTE which is a great addition to your professional image
and may be an advantage with your competitors.

Business Communication

7. BE ATTENTIVE TO YOUR APPEARANCE, dress code and corporate culture, traits
that show your connection to your business community.

10. AVOID STRAIGHT ADVICE which is considered the biggest mistake. Instead,
create the impression of a professional and others will ask you for advice.

8. SHOW RESPECT to others without emphasizing a difference in status, listen
with expressive verbal and non-verbal signs and answer politely.

11. ADD HUMOR in your communication, it helps to establish a friendly atmosphere,
reduce any tension and create a positive impression about you.

9. NEVER START WITH PROPOSALS, it creates a bad taste. Business communication
is a two-way process, therefore try to express interest and focus on the needs
of the other person.

12. INCLUDE PERSONAL TOPICS but don’t cross boundaries. People appreciate
when others express interest in themselves but not during public meetings.

Communication in a Conflict
1. LET THE OTHER PERSON SPEAK OUT. It’s almost impossible and sometimes unsafe
to communicate with a person who is aggressive and agitated. Be patient and don’t add
fuel to the fire, it may create unpredictable results.

4. SPEAK ABOUT FEELINGS. Don’t bring your judgements and don’t use “You-statements”.
It’s best in a conflict to speak about yourself, following “I-statement” structure:
• Name the event which includes a description of an undesirable situation starting
with words such as "When you ...".
• Express your feelings and experiences about this situation with words such as "I feel ...".
• Name the preferred outcome with a description of a desirable resolution with words
such as "I would like to ...".

2. STAY CALM BUT CONFIDENT. Remember that one of the goals of the other party
is to shake your foundation, making you behave as they want. Therefore protect your
emotional state and don’t be arrogant.

5. TRY TO IDENTIFY THE PROBLEM, in other words involve the other party
in a dialogue and then separate the problem from the personality. Engage the other
party and get them to express their emotions about the problem and a desirable
result. Discuss ways to resolve and don’t dwell on one option, try to find other
possibilities.

3. TRY TO SWITCH ATTENTION to other topics to diminish aggression — ask questions
about something not connected with the conflict but seemingly important to the other
person; ask for advice or initiate unexpected discussion to help break the chain.

6. LET THE OTHER PERSON KEEP THEIR FACE, the conflict will end anyway but what was
said and done, for example, your rudeness and tactlessness, may stay in one’s memory
forever. Don’t lower yourself to the level of the other party.

Communication in a Conflict
7. REFLECT AS AN ECHO in order to make communication in a conflict more clear.
Using such phrases as “If I understand you correctly” or “Did you want to say that…”,
shows your attention to the words of the other party and diminishes aggression.

10. PAY ATTENTION TO BODY LANGUAGE, it will give you a better understanding
of what is going on and is very effective in cases of hidden conflict when the other
party doesn’t express any disagreement. You definitely feel that something is going
on but don’t quite understand it yet.

8. APOLOGIZE IF NEEDED. We all make mistakes and only confident and mature people
can ask for forgiveness, it disarms and generates respect. This works only in cases if you
really made a mistake and genuinely feel sorry.

11. DON’T MAKE FAST DECISIONS. Negative emotions are very dangerous and may
trigger unchangeable results. Sometimes these decisions make ruin people’s lives,
therefore make a rule not to make decisions in conflict. Calming down enables you
to think logically and make informed decisions.

9. STOP FIRST. It’s proven that 80% of conflicts arise without our desire. Therefore if
you notice you are involved in a conflict try to stop first and keep silent. People always
scream all the while want the other party to stop screaming. People always hurt all
the while want the other party not to hurt them. In short, don’t demand something
from the other party what you won’t do for yourself.

12. THINK POSITIVE and try to learn a lesson after each conflict. Analyze what you
learned in this conflict, what possibilities were created or what new understandings
were discovered. These conclusions are the resources that will protect you next time
and help identify people who engage in conflict.

Communication with Loved Ones
1. SHOW RESPECT. We always afford more attention and manners to strangers than
we do to our loved ones. With loved ones we react negatively with greater ease,
however maintain control with others. Remember, our loved ones have the same
needs as strangers.

4. LISTEN MORE. Knowing each other for years, we begin to believe that there
is nothing new that they can tell us, and as a result communication and mutual
interest diminishes.

2. SMILE MORE, positive emotions are a wonderful prevention to conflict, the source
of good memories and a pre-condition of good mental health.

5. ASK QUESTIONS. There is only one way to let people who you love know that
you are involved in their everyday life — to show your interest, which is important
in building trust in close relationships.

3. CALL BY NAME, this rule works for close ones as well as for others. We usually
address our loved ones by nickname, forgetting that their name is such a special
sound to them.

6. TALK MORE. Topics that you discuss with others may be interesting to discuss
with those you love — music, art, movies, books, traveling, sports, sympathies,
gossips, news, mutual friends and so on. Your communication may become more
fulfilled once you start.

Communication with Loved Ones
7. BE ATTENTIVE WITH WORDS. People close to us are vulnerable and sensitive
because they are open with us and even one misstated word could hurt them.
Don’t forget to express gratitude.

10. ESTABLISH BOUNDARIES. It’s important to develop togetherness but at the same
time embrace the possibility of independence, the so called private territory
with our own rules and decisions, the territory that belongs only to ourselves.

8. INVOLVE BODY LANGUAGE. Pay attention not only to verbal but also to non-verbal
cues — postures, gestures, facial impressions, eye contact, personal distance and
intonations. Be congruent with your messages and carefully observe those who you love.

11. PROVIDE CARE. To give love is more pleasant than to receive it. The most
important thing is to agree on how much love you are able to give otherwise there may
always be misunderstanding and conflict.

9. MAKE MUTUAL PLANS. The majority of conflicts happen because our time is limited
and mutual time should be planned, if we want to be together with those who we love,
for example, watching movies, having dinners or evening walks.

12. DON’T CRITICIZE. If you want to develop trust, then don’t judge the other person.
People appreciate those with who they feel safe. It’s fine to argue when discussing
things but it’s never appropriate to think that you are better than the other person.
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