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Introduction 

Communication comes from the latin word comunicare, that is to put in common, to 

relate with. People are not islands, which mean that people are not separated from each other 

by immense quantities of water or some other substance that may prevent us from 

communicating with each other. Once the human being is a communicative being by nature, 

the more one knows how to manage, control, regulate or use one’s communication, the better. 

An effective communicator will always have the chance of becoming a good leader. When we 

come to think of daily conflicts at the work place, in school, even at home, and we try to figure 

out why the conflict erupted, or what fed that conflict, many times the answer to those situations 

is: lack of communication.  

  It is therefore important to learn about some concepts related with communication and 

leadership in order to be able to combine the two concepts and get the best from both. In this e-

book you will lread and learn about Command and leadership, Communication and also about 

Decision making and Problem solving. 

At the end of each chapter you will find some questions that can be used as self 

evaluation of the knowledge you retained from the chapter and also as a reminder of all new 

things you learned or remembered. 

By the end of this e-book you are expected to have acquired some new concepts and 

ideas to help you in your daily routines, tasks and duties in orderto become a more assertive a 

more effective communicator in the right path to accomplish any mission in the role of leader. 

 

 

 

 

Source: https://www.aspectpersonnel.com.au   
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1. Command and Leadership 

1.1. New challenges of command and leadership 

Organizations are open systems and prosperity depends on their ability “to learn and 

adapt to threats and opportunities presented by dynamic external environments” (Hannah & 

Lester, 2009, p. 34). It involves new knowledge or technologies assimilation into an 

organization, or alternatively, the effective consolidation or exploitation of what has already 

been learned (Waldman, Berson,& Keller, 2009). 

In a changing environment, uncertain and adverse, human power - intellectual capital 

and leadership competencies - has become a strategic factor for all organisations. Therefore, 

the capacity that human resources technicians must have to manage knowledge, based on tacit 

knowledge (Nonaka and Takeuchi, 2000) of leaders with higher performances, and to transform 

it into competencies referential – explicit knowledge is a challenge to any organisation 

(Davenport & Prusak, 1998; Bukowitz& Williams, 2002). 

In military environment, the capacity to manage the leadership competencies from 

experience – tacit knowledge – of commanders and its transformation into reference practices 

– explicit knowledge – represents a major challenge to the organization that aims at not failing 

to accomplish its mission and ensure the survival of their soldiers on the battlefield. 

 

1.2. Leadership competencies model 

From the various approaches to the term competence, one can conclude that there is no 

consensual definition. In the organizational context it is considered opportune to consider 

competence as a set of personality traits, knowledge, skills, attitudes and behaviors to have 

superior performance in the workplace and according to a reference criterion (Rouco, 2012). 

According to the author, the competencies can be organized regarding different domains: itself; 

relationships with others; work, activity and tasks; the context; and management, as shown in 

Table 1. 
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Table 1: Domains and type of competencies associated to leadership 

Personal – 

cognitive 
Social Functional Organizational 

Domain of competencies 

Individual Relations with others Work activity Management 

 Courage 

 Self-confidence 

 Self-control 

 Flexibility and 

adaptability 

 Determination 

and 

perseverance 

 Optimism and 

enthusiasm 

 Consideration 

 Transparency 

 Proactivity 

 Empathy 

 Interpersonal 

relationship 

 Participative 

leadership 

 Leadership by 

delegation 

 Influence by 

example 

 Cross-cultural 

awareness 

 Recognition, 

evaluation and 

positive feedback 

 Communication 

 Assertiveness 

Communication 

 Team work 

 Development of 

others 

 Planning and 

organization 

 Decision making 

 Problem-solving 

 Technical and 

professional 

skills 

 Vision 

 Conflict 

management 

 Task-

orientation 

 People-

orientation 

Source: Rouco (2012) 

According to Table 1, competencies within personal or cognitive, functional and social 

competencies are accepted by the scientific community and, in general, these competencies are 

in line with the French approach: know, know-how, know-do. This perspective is widely used 

in competency models of several international organizations only with the designation BE, 
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KNOW and DO. For Sinnott, Madison and Pataki (2002), the development of competencies 

can be observed as a life cycle. The main steps of this life cycle can be identified as follows: 

 

The creation of a competency model by identifying relevant job requirements, roles 

and competencies; 

The evaluation of existing skills; 

Analysis of existing skills; 

The skills required for a specific role of the job or task; 

Continuous monitoring of performance (good practices) and evaluation to confirm 

improvement; 

The skills required for a specific role of the job or task; 

Continuous monitoring of performance (good practices) and evaluation to confirm 

improvement. 

 

The following are the skills associated with command and leadership with their 

definitions: 

Courage I work to achieve the goals without looking at therisk even 

in the face of difficult environments while keeping ethically 

acceptable behavior at all times; 

Self-confidence  I trust my ability to act, choose solutions and perform the 

tasks correctly in any situation; 

Self-control I control emotions when faced with opposition / hostility 

from others, or when working under conditions of stress; 

Flexibility and 

adaptability 

 I am willing and able to change my behaviors to meet the 

needs of different situations and circumstances; 

Determination and 

perseverance 

Work hard for achieving objectives, not fading when a 

physical or an intellectual effort is required; 

Optimism and 

enthusiasm 

I work with enthusiasm and I can transform threats into 

opportunities; 

Consideration I create a certain degree of mutual trust and respect the 

ideas of others; 

Transparency I am honest and open with others, admitting errors or 

failures, facing and correcting immediately the unethical behavior 

of others; 

Proactivity  I have the initiative to make things happen and think in 

advance of solutions to solve group problems; 

Empathy  I recognise and understand the thoughts and feelings of 

others and am able to communicate and listen appropriately; 

Interpersonal 

Relationship 

I relate effectively with others in order to maintain an 

active communication, promoting teamwork to meet the objectives 

of the group; 
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Participative 

leadership 

 I invite and listen to contributions from others in the group 

before agreeing changes that affect the group; 

Leadership by 

delegation 

I entrust responsibilities and decisions to others in order to 

achieve completion of team tasks 

Influence by example I develop high standards in others, aligned with the values, 

beliefs or arguments to support performance and satisfaction; 

Cross-cultural 

awareness 

 I work in multi- and intercultural teams, respecting the 

beliefs, cultural values and traditions of others; 

Recognition, 

evaluation and 

positive feedback 

I evaluate, recognize and value the performance of others 

in the pursuit of success; 

Communication I communicate with ease, both orally and in writing, and 

by presenting a structured highquality content; 

Assertiveness 

communication 

I defend my rights and express thoughts, feelings and 

beliefs as appropriate and socially acceptable; 

Team work  I develop in others a sense of togetherness and teamwork 

during the tasks; 

Development of others  I seek opportunities to develop others providing new 

knowledge/information necessary to achieve required 

performance levels; 

Planning and 

organization 

I have the capacity to analyze, anticipate, plan, organize 

and give priority at the highest level to all actions. I can do that 

sequentially in order to reach results in a more efficient way with 

the least resources available;  

Decision making I identify problems related to the work of the group, 

analyzing them in a timely manner, systematically looking for 

causes and anticipating and implementing solutions; 

Problem-solving I identify problems related to tasks, analyzing them in a 

timely manner, systematically looking for causes, anticipating 

solutions and solving important problems or crises; 

Technical and 

professional skills 

- I maintain the skills and knowledge to effectively perform 

in my job; 

Vision I study and predict the future of the group/organization 

based on internal diagnostic factors (strengths and weaknesses) 

and external (threats and opportunities); 

Conflict management I encourage constructive resolution of conflicts in the 

group (constantly seeking consensus); 

Task-orientation  I focus on compliance with the previously outlined tasks 

without devotion; 

People-orientation  I recognize the needs and aspirations of others and try to 

reconcile them with the goals of the team. 
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1.3. What is command? 

The term leadership has undergone alterations/adaptations over the years, according to 

the theory addressed or the context in which it is inserted. Leadership in the military context 

implies ability to adapt, innovation and ability to learn from experiences and lessons learned 

(Rosinha & Matias, 2015). The leadership, from the military point of view, it is the process of 

influencing the human behavior, beyond what would be possible, through exclusive use of the 

invested authority in order to fulfill the purposes, goals and objectives designed and prescribed 

by the designated organizational leader (Vieira, 2002). 

The term command is defined as the exercise of authority that is conferred by laws and 

regulations to a military person to direct, coordinate and control Commands, Forces, Units and 

Military establishments. It is accompanied by corresponding responsibility, which is not 

delegable (Vieira, 2002). 

Given that, in organizations, leaders begin by being appointed to the exercise of a given 

function, invested with a formal authority and accompanied by their responsibility, this concept 

represents a key point, ie what makes a formal "leader" an emerging leader. 

1.4. The roles of commander and leader 

In the organizational context, the relationship between transactional and 

transformational leadership represents a fundamental perspective for better understanding the 

role of the manager and the leader. In that the manager develops his functions in stable situations 

and the leader is necessary in the situations in which the organizational change is required.  

 

Figure 1: Role of the Leader and the Commander in Organizations 

Source: Rouco 
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It should be noted that for organizations the most favorable situation is for the individual 

to play both roles in the different situations. That is, leadership development schools should 

raise awareness of individuals to play both roles, sometimes in management cycles and in others 

in leadership cycles, as shown in Figure 1 above. 

According to Figure 1, transactional leadership is associated with extrinsic tasks and 

rewards, where manager role performance is essential to help the organization find 

commitments in a climate of stability. 

In organizations, management seeks to produce predictability, order and stability. In the 

meantime, leadership seeks to produce organizational change, develop a vision for the future, 

define the strategies needed to make change come into effect, communicate and explain vision, 

and motivate and inspire people to achieve this vision. Just as it requires leaders courage to 

admit mistakes and doubts, take risks, listen, and create an environment of trust and teach 

others. 

Transformational leadership is associated with the relationship with people and intrinsic 

rewards, where in times of crisis and turbulence - unwanted situation - an individual is required 

to play the role of transformational leader in order to motivate followers to accept challenges 

and have performance above predicted achievements, extraordinary effort to achieve the desired 

states and with higher levels of satisfaction, Figure 2. 

 

 

Figure 2: Role of the Leader and the Commander in Organizations – Performance levels 

Source: Rouco 
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Transactional leaders exchange rewards and promises for levels of performance and 

respond to employees' interests by expecting the work to be done (Avolio & Bass, 2004). 

Transformational leaders encourage employees to perform above expected accomplishments. 

Collaborators identify themselves with the mission, the leader, and volunteer for greater 

challenges (Antonakis & House, 2002; Avolio & Bass, 2004). 

In the form of management and leadership cycles, transactional and transformational 

leadership complement each other insofar as the former adjusts performance expectations and 

establishes a minimum level of trust, and the latter represents the maximum effective end of a 

leadership behavioral scale and helps transactional leadership to achieve the group's goals. That 

is, transformational and transactional leadership are distinct but not as exclusive processes and 

the same leader can use these two types of leadership in different situations. 

This allows for the following to happen: leadership is the process of influencing human 

behavior beyond the authority invested, in order to fulfill the goals and objectives that surpass 

what is expected or required by the function, by means of extraordinary performance (Vieira, 

2002). Making subordinates the followers of the commander. 

 

 

Figure 3: Role of the Leader and the Commander in Organizations 

Source: Rouco 

 

One can conclude that the role of the manager and of the leader are complementary. The 

manager is associated with transactional leadership and the leader with transformational 

leadership. The manager is reserved for moments of stability and the leader for change. The 

role of the manager and of the leader can be performed by the same individual - the commander, 

in management and leadership cycles. 
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1.5. Different styles of leadership 

Fiedler (1964) pointed out that leaders, through their leadership behavior, have influence 

on their followers. Nowadays, the search for leaders’ behavior became the main research 

objective, the focus of attention, which may be easily seen in actions carried out in different 

situations (Leonard, 2003). Judge, Piccolo and Ilies (2004) carried out an analysis focused on 

the relation between leadership and behaviors linked to tasks and people, having noticed the 

importance of these two dimensions in terms of performance and satisfaction. 

Theories about behaviors do not look for characteristics or capacities innate in leaders, 

they observe what leaders do. If the success of leaders may be defined in terms of description 

of their actions, then we may teach them to others so that they may be equally well succeeded. 

The search for competencies of leaders based on behaviors and linked to superior performances 

became an essential goal of researches, being the object of research what it is observable and 

that may be materialized in actions assumed in different situations (Leonard 2003). 

Therefore, this perspective takes a new direction since it observes the behavior of the 

leader, in opposition to the previous theories. This perspective constituted a very important 

development in leadership theories, not only owing to the existence of several empiric studies, 

which provided a solid basis, but also for the easy implementation in practice by managers in 

order to make leadership more efficiency.  

This approach on leadership led to several studies, where one of the most known models 

is the managerial grid Blake and Mouton that identifies five leadership types. Also important is 

the work of Likert (1961, 1967) in several studies on the behaviors of the leaders that led the 

group to efficient and inefficient performances. Or even the models and tools for psychological 

assessment, such as Managerial Practices Survey de Yukl and the Leadership Practices 

Inventory by Kouzes and Posner. 

According to Vieira (2002, p. 87), “leadership type is the personal way of exercising 

leadership”, that is to say, direct interaction of the leader with his followers. This means that 

leadership types are different according to the personality of the leader, his followers and the 

situation. The same author considers three basic types of leadership which are adopted in the 

Portuguese Military Academy as shown in Table 2. 
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Table 2: Leadership types – Leadership Training Model 

Directive type When the leader transmits to his followers what he intends to be 

carried out, how it should be carried out as well as date and place to 

perform the action, and then closely supervises his followers in 

order to verify that they follow his orders. 

When the time available is limited and only the leader knows what it 

is necessary to carry out and how to do it, this type is the most 

adequate to accomplish the mission. When the followers do not 

have experience or competence to carry out a certain task, the leader 

will have to guide and orientate them using that type. 

Participative type When the leader involves the followers in the determination of what 

it is intended to be carried out and how to do it, preserving however 

the responsibility for final decision. If the followers have any 

competence and if they are perfectly clarified about the targets that 

the leaders intends to achieve, they will be allowed to participate, 

which may constitute an important encouragement for the process 

of developing team work. This situation leads followers to have 

more confidence, increasing their support to a plan that they have 

helped to develop. 

Lead by 

delegation 

When the leader delegates the resolution of a problem and the 

authority for decision making on a follower or a group of followers. 

This type is adequate when the delegation is made on experimented 

followers, perfectly clarified about the targets that the leaders wants 

to achieve, competent and motivated for the accomplishment of the 

task that they have received. 

Source: Adapted from Vieira (2002) 

 

This perspective continues to be of great interest to researchers since it may 

systematically be adapted to the training of managers. The theories of behaviors may be easily 

developed, by analyzing the successes of leadership and the respective action of the leaders. 

With a significant number of studies, it is possible to statistically establish correlations with 

successful behaviors, as well as to identify behaviors – leadership types that contribute in ach 

situation to success or failure. 
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1.6. Organization, planning and control 

Organization, planning and control are tasks that a commander has at his command for 

the fulfillment of the mission, using the competencies of the leader: The ability to analyze, 

anticipate, plan, organize and prioritize all actions in sequence, at the highest level, in order to 

achieve effective results, with the minimum of resources available, emotional stability and 

supervision. 

1.6.1. Use of indoor / outdoor activities / exercises: 

• In indoor activities we have the planning of an order of operations or extreme 

situations in which it is necessary to plan, communicate and make decisions in 

a short time, for example "aircraft crash" or "escape from prison" exercises; 

 

 

Figure 4: “Aircraft crash” exercise 

Source: Military Academy, 2018 

 

• In the outdoor activities we have interaction with horses and obstacles. The 

interaction with horses consists of leaving the comfort zone, learning to communicate 

with the horse and learning about emotional stability. The obstacle course test consists 

in overcoming those obstacles in a short time, leading to a great interaction of the team, 

through communication, spirit of cohesion and discipline. 
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Figure 5: Situation Challenge 

Source: Military Academy, 2018 

 

In each training action, the trainees only reflect on the competencies of the leader, in 

which they have to identify the best practices acquired during the training and their respective 

places of work. 

1.7. Summary 

Competence is a set of personality traits, knowledge, skills, attitudes and behaviors to 

have superior performance in the workplace and according to a reference criterion (Rouco, 

2012). According to the author, the competencies can be organized regarding different domains: 

itself; relationships with others; work, activity and tasks; the context; and management 

competencies within personal or cognitive, functional and social competencies are accepted by 

the scientific community and, in general, these competencies are in line with the French 

approach: know, know-how, know-do. Leadership, from the military point of view, it is theess 

of influencing the human behavior, beyond what would be possible, through exclusive use of 

the invested authority in order to fulfill the purposes, goals and objectives designed and 

prescribed by the designated organizational leader (Vieira, 2002). The term command is defined 

as the exercise of authority that is conferred by laws and regulations to a military person to 

direct, coordinate and control Commands, Forces, Units and Military establishments. It is 

accompanied by corresponding responsibility, which is not delegable (Vieira, 2002). 

In the role of the manager and the leader, the first develops his functions in stable 

situations and the second is necessary in the situations in which the organizational change is 
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required. For organizations, the most favorable situation is for the individual to play both roles 

in the different situations. Management seeks to produce predictability, order and stability. In 

the meantime, leadership seeks to produce organizational change, develop a vision for the 

future, define the strategies needed to make change come into effect, communicate and explain 

vision, and motivate and inspire people to achieve this vision. Just as it requires leaders courage 

to admit mistakes and doubts, take risks, listen, and create an environment of trust and teach 

others. 

In the form of management and leadership cycles, transactional and transformational 

leadership complement each other insofar as the former adjusts performance expectations and 

establishes a minimum level of trust, and the latter represents the maximum effective end of a 

leadership behavioral scale and helps transactional leadership to achieve the group goals. That 

is, transformational and transactional leadership are distinct but not as exclusive processes and 

the same leader can use these two types of leadership in different situations. 

The role of the manager and of the leader are complementary. The manager is associated 

with transactional leadership and the leader with transformational leadership. The manager is 

reserved for moments of stability and the leader for change. The role of the manager and of the 

leader can be performed by the same individual - the commander, in management and 

leadership cycles. 

According to Vieira (2002, p. 87), “leadership type is the personal way of exercising 

leadership”, that is to say, direct interaction of the leader with his followers. This means that 

leadership types are different according to the personality of the leader, his followers and the 

situation. The same author considers three basic types of leadership which are adopted in the 

Portuguese Military Academy: Directive type, Participative type and Lead by delegation. 

1.8. Lead yourself to the right answer (self-evaluation task) 

1. What do you understand by tacit knowledge?  

2. Which are the four domains associated to leadership? 

3. What does leadership in the military imply? 

4. In times of crisis and turbulence - unwanted situation - , why is an individual 

required to play the role of transformational leader? 

5. Which are the three types of leadership defined by Vieira? 
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2. Communication 

2.1. Communication Styles 

Learning to identify the different communication styles - and recognising which one we 

use most often in our daily interactions with friends, family and colleagues - is essential if we 

want to develop effective, assertive communication skills. But how can we tell the difference 

between the styles, and if there is a time and place for each one in certain situations? 

Being assertive means respecting yourself and other people. It is the ability to clearly 

express your thoughts and feelings through open, honest and direct communication. 

Becoming more assertive does not mean that you will always get what you want - but, 

it can help you achieve a compromise. And even if you don't get the outcome you want, you 

will have the satisfaction of knowing that you handled the situation well, and that there are no 

ill feelings between you and the other person or people involved in the discussion. 

Communicating assertively is not a skill reserved for the very few – anyone can do it - 

but, it does take time and practice if it is not how you are used to communicating. Fortunately, 

it is a technique you can practice and master at home in your own time – either by yourself or 

with a friend you can trust to give you honest feedback. Remember to also think about how the 

person you are talking to may react and how best you might cope with this. 

Before deciding that you would like to communicate assertively, you need to have an 

understanding of what your usual style of communication is. There are five communication 

styles, and while many of us may use different styles in different situations, most will fall back 

on one particular style, which we use as our 'default' style1. 

 

 

 

 

                                                

1The above text was taken from http://www.clairenewton.co.za/my-articles/the-five-communication-styles.html 

http://www.clairenewton.co.za/my-articles/the-five-communication-styles.html
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Source: http://www.x5management.com/how-to-identify-communication-styles-in-

sales-and-service-2015/ 

 

 

The same way one’s confidence level defines the trait of one’s personality, similarly 

one’s communication skills reflects the approach and attitude of a person. 

Having regular communication is extremely imperative in the current dynamic business 

environment with people you are working with to stay proactive and informed. 

In our personal life also communication holds a vital position, as it bridges gaps and 

connects people with new ideas, expression and vision. 

So does one need to be an extrovert to be able to communicate with its surroundings? 

Or an introvert suffers poor communication skills? Your communication style speaks a lot about 

how you deal with people and situations along with their probability of being positive, negative 

or assertive. 

Experts believed that an appropriate communication style helps in avoiding conflict as 

well as solve issues both in personal and professional life. So let us understand the different 

communication styles and the best one that you can relate to your personality. 

2.1.1. Aggressive Communication 

Getting things done by other may seem an easy thing to you and the best way that suits 

you is dominating, raising voice with an intimidating posture. 

If this is what attracts you then your personality would adopt an aggressive 

communication styles, having forceful and hostile manner to deal with people and situations.  

http://www.x5management.com/how-to-identify-communication-styles-in-sales-and-service-2015/
http://www.x5management.com/how-to-identify-communication-styles-in-sales-and-service-2015/
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It can’t be said that adapting to this communication styles is heinous or unethical as it 

may be relevant for a certain work set up or sometimes with difficult people. 

 

Source: https://prezi.com/toyo6pdom5wo/learning-communicating-online/ 

 

The attribute associated with this communication styles leads to people being too loud, 

rude and threatening for others at workplace to meet organizational commitments, deadlines 

etc. 

They may practice the same behaviour in their personal life with friends and family to 

get things done as per ones will and fancy. People with aggressive communication are often 

misjudged by others; they become alienated by others due to the feeling of hatred or sometimes 

fear. 

Does your communication styles represent similar traits … do you often say: “I’ll get 

my way no matter what” or believe in “I’m superior and right and you’re inferior and wrong”, 

then possibly you have an aggressive communication styles. 

A negative component associated with this style is its capacity of humiliating or hurting 

others and that’s what the person practicing the communication styles would get back. 

Aggressive communication would make the person intuitive communicator with least 

patience in getting into the nitty-gritty of the process and being straight forward in its approach. 

2.1.2. Passive Communication 

My personal opinion, feelings, ideas can wait; let others raise this issue and I may follow 

him… does this line sounds similar to what you think when it comes to raising your voice or 

objecting to things you feel uncomfortable with, if so, then you may have a passive 

communication styles. 

A person with such communication style generally avoids expressing his feelings, 

protecting his rights or considering his own needs very easily. 

https://prezi.com/toyo6pdom5wo/learning-communicating-online/
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It is also difficult to say that this communication styles has originated from the introvert 

behaviour of people at work or in their informal setup but it is certain that these people fail to 

assert to themselves. 

 

Source: https://www.activia.co.uk/soft-skills/assertiveness/resources/dealing-with-

passive-behaviour 

 

People with passive communication often restrain themselves from overtly to hurtful or 

anger inducing situations. Why to fight over issues that can be solved with mere silence…. 

Or people don’t consider my feelings anyways… are these similar to your thoughts. 

Stop here and think….. If so then you may practice this communication style. 

Silence is a silent killer for these people as they keep things up to them for too long until 

it reaches a stage of high tolerance and it is then when these people have a high outburst which 

sometimes may create situations at the work place. 

People with passive communication style in their personal life also are easy to live with, 

as they are great listeners and are considered as good friends. 

They have a polite nature and soft tone that attracts people towards them very soon 

sometimes being a soft and shy person they avoid making eye contact or have slumped body 

structure which shows a sign of low confidence. 

Such people are often anxious about their future and have lesser control over their 

surroundings that may lead to depression or having a feeling of resentfulness as their needs are 

ignored by others and by themselves. 

https://www.activia.co.uk/soft-skills/assertiveness/resources/dealing-with-passive-behaviour
https://www.activia.co.uk/soft-skills/assertiveness/resources/dealing-with-passive-behaviour
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2.1.3. Assertive Communication 

I know what my rights, responsibility and duties are; no one can know them better than 

me….. If you believe so and follow it with full heart and soul, then this could be your 

communication styles. 

Assertive communication makes the person straight forward and being capable of 

stating his or her opinion and feeling in public without much fear. It enables the person to firmly 

advocate about his rights and needs in any situation without harming or violating the rights of 

others. 

 

Source: http://www.eplway.co.za/assertive-communication-and-presentation-

skills.html 

 

A person with high confidence level not only caters to his or her own needs and feelings 

but also respects others. People with assertive communication are generally very clean hearted 

and clear with an idea of their personal choice; they are not easily influenced or can be bluffed 

by others in a management set up or even in their personal life. 

These individuals respects and value time, as they have clear vision of their emotional, 

spiritual as well as physical needs and demand respects not by advocating but through their 

contribution. 

Do you believe in equal entitlement to express each other respectfully? Then surely this 

communication style suits your personality making you feel connected to people around you 

and has control of your life. 

In a work place people with assertive communication are generally considered mature, 

they address to issues and problems on time as and when it arrives. 

Along with that they build a respectful environment for others to grow, people with 

assertive communication not only stand for themselves but also hold the courage to point out 

right or wrong for others. 

http://www.eplway.co.za/assertive-communication-and-presentation-skills.html
http://www.eplway.co.za/assertive-communication-and-presentation-skills.html
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People with such communication maintain good eye contact with people of every age, 

profile and status, have no inferiority complex, have relax body posture and speaks with a clear 

& calm tone showcasing huge confidence both at work as well as personal life. 

Another important trait of people adapting to the assertive communication style is that 

they are open to criticism, which may seem too difficult for people to accept both at work as 

well as in personal space and they are also like receiving compliments which further boost their 

confidence. 

2.1.4. Passive-Aggressive Communication 

You may appear subtle but basically you have ample capability to show your resentment 

and disapproval in an indirect manner. You may appear cooperative but actually you are not…. 

Does this sound any similar to you? If so then this could be your communication styles. 

People with passive-aggressive communication style work behind the scene this makes them 

incapable to express their resentment to others directly. 

 

    

Source: https://io9.gizmodo.com/the-secrets-to-handling-passive-aggressive-people-

1681127156 

This kind of communication styles leads to the follower having a feeling of being stuck, 

powerless and resentfulness. They do have a lot to stay, objection over certain things but they 

do get stuck making a decision for themselves to raise their voice against right or wrong. 

People often with this communication style are observed to having a habit of muttering 

to them, cribbing over issues that are unacceptable to them and on the same hand they have 

difficulty in acknowledging their anger. 

One can spot such a person by their facial expression that is usually unmatched to their 

feelings or behaviour for example, you may see them smiling even when they are angry. 

Do you use sarcasm to counter to your feeling or issues that are unacceptable to you? 

This could be commonly seen in people with such communication style of communication. 

https://io9.gizmodo.com/the-secrets-to-handling-passive-aggressive-people-1681127156
https://io9.gizmodo.com/the-secrets-to-handling-passive-aggressive-people-1681127156
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They may appear extremely cooperative in a team while they purposely do things to 

annoy and disrupt the work flow. People may find themselves being alienated from those who 

they found uncomfortable and shows resentment indirectly over issues that are unrelated. 

On a maturity scale they may mature as per age but by their nature these people are 

difficult to reach maturity. 

They are often mis-judged as they seem too polite when they talk with an irregular eye 

contact showcasing lower level on confidence. 

They are even called as two faced personality creating rumors and negative feeling 

among their co-workers and also in their informal set up they are unable to create long lasting 

relationships because of their un-clear intensions. 

They may hurt the people they are working with or even friends and family member by 

being confused, angry and resentful. 

2.1.5. Manipulative Communication 

The task assigned to you seems equally difficult as mine but you have resources to 

accomplish it and I don’t have…. Does this occur familiar to what you may have heard your 

team member saying in office to you? 

Then this is what manipulative communication sounds like; being extremely calculative 

and shrewd on the same time. People with this communication style are cunning and try to 

control others by showing a sorry figure about them. 

They are very straight forward and do not think twice before keeping their self-desire at 

priority, they look for opportunities to get their task done either through other or asking for help 

to accomplish it. 

They generally believe in making other obliged or create a feeling of sorry for them by 

citing a small face or lie sometimes. People which such communication skills are extremely 

competent in influencing other for their self-purpose and take full advantage of others as per 

required. 
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Source: https://keenetrial.com/blog/2016/04/15/negotiating-with-a-manipulative-

party-try-doing-it-in-text-and-you-may-fare-better/ 

 

Guilt is a strong weapon for people addressing to such manipulative communication, it 

is created by putting one’s position down if required to get work from others. 

They use different ways to manipulate others such as shedding artificial tears, soggy 

voice and low facial expression to influence others about the sorry figure. 

A person with such communication skill could never make close friends as they are 

unsure of where they really stand with a person like him, who may use their friendship for a 

selfish purpose; creating distrust and annoying felling among others. 

In personal life this communication style leads to tremendous misunderstanding among 

friends and family, if they would feel that their feelings are being used for a selfish purpose it 

can even end the relationship forever. 

The spoken words of a manipulative person has hidden meaning that can’t be judged 

easily by others, their integrating and patronizing voice attracts people towards them but are 

often seen carrying a feeling of resentment and ill-treatment which is annoying for others. 

2.1.6. Is there an ideal communication style? 

So what do you think, which communication styles suits you the best? It is important to 

understand the different communication styles to analyze one’s own communication style and 

the shortcomings associated with it, so that it can be worked upon. 

A positive communication not only leads to positive results but also inspires others both 

at professional as well as personal set up. Similarly, a poor communication often results in 

tension and a feeling of resentment at work and in personal relationships. 

 

https://keenetrial.com/blog/2016/04/15/negotiating-with-a-manipulative-party-try-doing-it-in-text-and-you-may-fare-better/
https://keenetrial.com/blog/2016/04/15/negotiating-with-a-manipulative-party-try-doing-it-in-text-and-you-may-fare-better/
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Source: http://theducklows.ca/is-depression-treatable-with-a-mobile-phone-app/ 

 

It is difficult to say that which communication style is ideal and which one should never 

be adapted because it is very much based on situation as well as one’s personal choice. 

Communication style connects a person a lot with his or her personality: it eventually 

becomes a part of his working communication style considering the ability to command respect, 

advocate the fulfillment of one’s rights as well as ability to stand for what is right and wrong. 

It is important that a person must know what exactly does his work set up requires to 

adapt to a particular communication style. 

Also in personal relationships choosing the right communication styles is a difficult yet 

important aspect because a positive communication effectively can help a person build long 

lasting relationships where as a negative communication style can ruin it forever. 

It is completely dependent on one’s personal choice and behaviour as well as his goals 

set for future. 

2.1.7. The DESC Model For Assertive Communication 

This is a communication formula which can be useful in dealing with conflict and 

confrontational situations. Use it as a guide and fit it to your own style of communicating.   

Try to make just one or two simple sentences for each step:   

 Describe the situation  Say what is happening that you want to deal with now. 

Focus on the immediate situation (e.g. “right now you are telling me that 

______” or “When you do ______”)  

 Express your feelings  (e.g. “I feel ______”)   

 Specify what you want  (e.g. “I prefer that ______” or “No, thank you, but I 

would like ______”)   

http://theducklows.ca/is-depression-treatable-with-a-mobile-phone-app/
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 Consequences Indicate what the POSITIVE PAYOFF will be for yourself and 

the other person if you get what you want (e.g. “I think that this will help me 

feel more comfortable being with you and we can have a better relationship.”)   

 

 

Source: https://slideplayer.com/slide/6370019/ 

 

It is important that you do not put the other person down, that you show them that you 

want a positive outcome for them as well as for yourself. This is important if you are to have 

long-term success in getting what you want to happen. This Model can be helpful in preparing 

yourself to confront difficult situations. If your usual style of handling a situation doesn’t give 

you satisfaction, then try this 

2.2. Various Types of Communication strategies 

Have you considered your most practised activity, one that you voluntarily exercise 

almost as often as your breathing? 

If you haven’t guessed it already, it’s “Communicating”. We’re constantly 

communicating every moment, through various forms, channels, gestures and expressions, all 

as a natural reflection of our self. But while it is completely voluntary, our communication is 

not always conscious. We sometimes communicate without our clear awareness, leading to 

misleading or even conflicting expressions of our self. 

https://slideplayer.com/slide/6370019/
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And there lies the key to superlative communication: awareness. If we can stay 

constantly aware of the subtle communication signals we send out every moment, we can align 

this to reflect what we want to express. Our communication is then no longer accidental, it’s 

thoroughly incidental! 

So let us take a step back and ask you: Are you aware that you’re communicating every 

moment? With yourself, with others, with nature? Are you aware of the various expressions of 

your communication? And finally, are you constantly communicating what you want to 

communicate, in the way you want to do it? 

Often, the answers we receive to these thought-provoking questions is mixed, tending 

towards an unsure, “No”. Through this post, we address this dilemma. We throw light on the 

various types of communication and their multi-dimensional expressions, so you can develop 

super-keen awareness around your communication. 

“Communicating every moment? How is that even possible? It’s not like I have my 

mouth open every minute,” we hear you ask. Ah, but you see, we communicate not just verbally, 

but also non-verbally, and even informally. The entire gamut of the various types of 

communication channels and expressions we enjoy is outlined in this chart.  

 

 

Source: www.educba.com/types-of-communication 

 

As you can see, there are at least 6 distinct types of communication: non-verbal, verbal-

oral-face-to-face, verbal-oral-distance, verbal-written, formal and informal types of 

communication. Add to this the boundless opportunities the internet superhighway offers, and 

you have an absolute goldmine of communication possibilities! 

 

http://www.educba.com/types-of-communication
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2.2.1. Formal Types of Communication Skills 

This type of communication is also referred to as “official communication” and covers 

the gamut of verbal expressions that address a formal need. 

It is: Conducted through a pre-determined channel. For instance, a large number of your 

interactions within your profession, financial communication (from and to your bank, creditors, 

debtors, etc.) and legal expressions are examples of formal communication. 

More time-consuming that non-formal communication, as it follows a particular 

communication protocol. 

Even in cases of oral expressions (in meetings, seminars, etc.), it is often backed by 

written communication that can provide documentation evidence of the oral conversation. (This 

written communication could be as simple as a minutes-of-meeting, to as complex as a detailed 

recording.) 

Considered a reliable source of information. (So when you receive a legal notice from 

your bank, you better take notice of it!) 

 

Source: https://www.scoop.it/t/workplace-communication 

 

Formal communication forms the core of our professional lives (though not all 

professional communication is formal). Hence becoming an expert in this type of 

communication is central to professional advancement and success. Below, we provide you 

simple tips to excel in your expression and profession: 

 

https://www.scoop.it/t/workplace-communication
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Begin by clarifying the purpose of your communication. 

Whether you use an oral or written expression, always follow a well-defined 

structure that can be easily understood by your audience. 

Keep your tone open, professional and friendly. 

End by re-iterating what you expect to cause through this communication: 

clarification on your stance, answers to questions, a call to action, etc. Also clarify 

any constraints that apply to this communication (like confidentiality, time-limit 

for response, etc.) 

Finally, thank your audience for their listening. (This works well for written 

communication too.) 

2.2.2. Informal Communication 

Informal communication is surprisingly popular, and also referred to as “the (unofficial) 

grapevine”. This is often by word-of-mouth information. In fact, it is this type of 

communication that opens you up to unofficial yet provocative information. 

Informal communication is spontaneous and free-flowing, without any formal protocol 

or structure. Hence this type of information is also less reliable or accurate. 

A communication channel that spreads like wildfire, as there are no formal rules to 

follow. 

Mostly oral, with no documentation evidence. Due to this, many undermine the value 

of informal communication, terming it mere “gossip”. 

Despite its drawbacks, informal communication is considered “user-friendly” and hence 

offers huge advantages when used wisely. For instance, consider this example where a company 

is served by 3 different caterers. Employees may become aware of the timings of service, rules 

and regulations through a formal communication sent out by company management. But they 
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will become aware of the preferred caterer of the day through informal communication from 

friends and colleagues. 

 

 

Source: https://www.skillmaker.edu.au/informal-communication-methods/ 

 

This type of communication hence serves well when you want to control or encourage 

positive opinions, ideas and expressions, without making them seem like they’ve been “thrust 

upon” by senior management. 

Note: In modern times, social networks from “unofficial” sources (like your personal 

Facebook and Twitter feeds, LinkedIn, etc.) are powerful sources of informal communication 

and are often used to shape public opinion. 

2.3. Verbal Communication 

2.3.1. Oral Communication (Face-to-face) 

Face-to-face oral communication is the most recognized type of communication. Here, 

what you express comes directly from what you speak. Again, this can be formal or informal: 

with your friends and family, in a formal meeting or seminar, at work with your colleagues and 

boss, within your community, during professional presentations, etc. 

 

 

 

https://www.skillmaker.edu.au/informal-communication-methods/
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This type of communication: 

Gets better with practice. The more you practice with awareness, the more control 

you will have on your oral expressions. 

Is vibrantly a-live! This means that despite all past rehearsals, oral communication 

offers you a present-moment opportunity to tune, revise, revoke and fix what you 

express. It is hence the most powerful type of communication and can work for or 

against you with every expression. 

Engages your audience more than other types of communication. The listener (or an 

audience) often expects to speak-back to you with oral communication, enabling 

two-way communication more than any other channel. 

 

For superior face-to-face communication: 

Always meet the eyes of your audience with confidence, conviction and openness. 

Practice before a mirror to perfect your tone and expressions, so they suit the 

message you want to convey. They two facets often convey more than your words 

do. 

Practice using role-play. This means that even when you rehearse before a mirror, 

candidly ask yourself, “Am I ready to receive this message with this tone and 

expression?” If you aren’t convinced, your audience won’t be either. So practice 

again until you get it right. 

Consciously engage your audience’s participation. This is the strength of this type 

of communication, so never let your oral expression be a one-way rant to yourself. 

You can do this by asking questions, getting their opinion and encouraging 

expression of new ideas. 
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Finally, become an active listener. An effective oral communicator not only speaks, 

but also actively listens to his audience. 

2.3.2. Oral Communication (Distance) 

Distance (oral) communication has made the world a smaller and more accessible place. 

Mobile phones, VOIP, video-conferencing, 2-way webinars, etc. are all modern expansions of 

distance communication, taking its expression to the next subtle level. And in this type of 

communication, your tone of voice and pace of delivery take priority over other expressions. 

For effective oral communication over distance: 

Give higher priority to your listening. When you fail to listen, you will find that 

multiple people attempt to speak at the same time, undermining the value of this 

form of communication. 

Speak slightly slower than you would in face-to-face communication. This will 

make sure that you remain aware of the subtle nuances of your tone, and the receiver 

has time to grasp what you convey. 

Always re-iterate what you understand when you listen. This type of communication 

misses the non-verbal signals that you would receive in face-to-face communication 

(that can indicate subtle expressions like anger, friendliness, receptivity, sarcasm, 

etc.) So paraphrase what understand and confirm that this is indeed what the other 

party also meant to convey. 

Where appropriate, wear your friendly face with a smile on your lips and eyes. Feel 

this friendly face. Your tone will automatically convey your openness and 

receptivity to the other person. (This may not be appropriate if you expect to convey 

a warning on the phone, so ensure that your face suits your message.) 

Finally, back this up with written communication where possible. The intent is to 

confirm the take-away from the communication so all parties are on the same page. 

This makes sense even for an informal call with your friend – perhaps you can send 
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a quick text message to re-iterate how pleasurable it was to speak to him, and then 

confirm the final call-for-action. 

 

2.3.3. Written Communication 

A few decades ago, written communication depended on the trusty old mailman as we 

wrote to people who were far away. On rare occasions, this also included the formal note or 

legal notice from the bank, landlord, business client, etc. What a surprise then that this type of 

communication has now taken over every aspect of our world! 

 

 

Source: https://newswire.net/newsroom/pr/00106022-the-continued-importance-of-

written-communication-for-businesses.html 

 

Think about it, if you club the total written communication you engage with in a day – 

the text messages you send over your fancy mobile, your Facebook and Twitter updates, 

personal and professional emails, heck, even the blogs you write – it would far surpass any 

other verbal communication you enjoy. Correct? It makes sense then to be an absolute pro at 

this type of communication. Listed below are 3 rules that can help you get there. 

 

Follow a clear structure so your communication is not all over the place. This can 

include a brief introduction, agenda, message body and conclusion. The cleverness 

and effectiveness of your communication lies in how you’re able to capture this 

https://newswire.net/newsroom/pr/00106022-the-continued-importance-of-written-communication-for-businesses.html
https://newswire.net/newsroom/pr/00106022-the-continued-importance-of-written-communication-for-businesses.html
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structure in your mode of communication (email, text message, quick status update 

on social media, etc.). 

Clarify the context of your communication where possible. This might seem like 

overkill for a harmless text message. But you’d be amazed at the amount of 

seemingly-harmless (written) communication that reaches the wrong eyes and ears. 

So take care to ensure that your context is reasonably clear, no matter who the 

recipient. 

Always err on the right side of caution. There are very few instances when written 

communication is purely formal (addressed to professional peers and seniors or 

third-parties), or purely informal (addressed only to your immediate friend/family 

circle). More often, if falls between these two modes. Hence, play safe by adapting 

a semi-formal tone, keeping your communication clean (in language and expression) 

and open (without offending any group). Believe us when we say that it’s far better 

to have your friends think of you as a “stiff” communicator, rather than have your 

boss view as an “offensive” communicator! 

 

2.4. Nonverbal Types of Communication 

This type of communication is subtler, yet far more powerful. It includes the entire 

gamut of physical postures and gestures, tone and pace of voice, and the attitude with which 

you communicate. 

In the past few decades, body language experts have revealed how the posture you adopt, 

the hand gestures you endorse and other facets of your physical personality affect your 

communication. It is worthwhile to spend a few hours coming up to speed on basic body-

language gestures, so you don’t inadvertently send mixed messages with your gestures and 

speech. You can also use this to support your message, making it more impactful. 
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Source: https://www.ragan.com/5-keys-to-great-nonverbal-communication/ 

 

But despite what these experts tell you, there will be times when the body language you 

are meant to adapt is in complete contrast with how you feel (like using a “friendly” posture 

when you internally feel threatened or intimidated). Hence, non-verbal communication is most 

effective when these 3 facets are consistent in your communication: 

1. What you say with your words. 

2. What you share with your postures and gestures. (However, these can be learnt to 

express the right message). 

3. What you feel inside you, and hence impacts the subtle message you feel compelled 

to share outside you. 

As you can see, (1) and (2) can be learnt with a little bit of practice. But (3) has to be 

consciously built so you constantly align yourself to what you want to express. 

For instance, when you want your peers to think of you as a friendly person, it is because 

you genuinely like and care for people. 

When you want your team to think of you as a strong Leader, it is because you genuinely 

take responsibility for yourself and the team. 

When you want your peers, seniors and others to listen to you, it is because they are 

convinced that you will genuinely listen to them and factor their thoughts and opinions. You 

get the drift. 

Communication is a powerful activity that comes to us as naturally as breathing. With a 

little bit of awareness, our communication can be flawless so the other person not only receives 

our message, but is also open to it. We leave you with this powerful quote from Enlightened 

https://www.ragan.com/5-keys-to-great-nonverbal-communication/
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Master Paramahamsa Nithyananda, revealing a tip so potent that it shows its power in any type 

of communication (formal, informal, verbal, non-verbal, etc.). 

 

 

Source: http://www.tammymorath.org/improve-your-relationship-part-1-better-

listening/ 

So the next time you find yourself in the middle of a frustrating conversation, focus on 

your listening. This will help you grasp what your audience wants to hear from you, so you find 

a way to tailor your communication for your audience to become receptive to it too. When you 

listen and your audience too listens, you are engaged in the best form of communication! 

2.4.1. How to Improve Nonverbal Communication 

Communication is an essential part in one’s life; it plays a vital role in everyday life. 

Communication is a process, which humans use send and receive messages to share one’s 

knowledge, information and skills, Communication can be both verbal, and nonverbal. 

Nonverbal communication is communication without the use of words. Here things are 

conveyed through body language and gestures of the individual, such as facial expression, eye 

contact, touching, body posture, signal and tone in the voice. Nonverbal communication 

involves encoding and decoding, which is done either consciously or unconsciously. People use 

nonverbal communication for: 

 

 

 

http://www.tammymorath.org/improve-your-relationship-part-1-better-listening/
http://www.tammymorath.org/improve-your-relationship-part-1-better-listening/
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Expressing emotions 

Expressing interpersonal attitudes 

Managing communication between two people in the form of cues 

Representing one’s personality 

A form of rituals like greeting and so on 

2.4.2. Why is Nonverbal Communication Important? 

To form a good relationship one needs to have good communication skills. Non-verbal 

communication is a powerful tool of connecting oneself with others and it helps in expressing 

what one feels and means. Sometimes our facial expressions, gestures, eye contact, posture, and 

tone of voice can convey a louder and better message than our words. Nonverbal 

communication is a very important aspect in the work place, it shows how you listen, look and 

reacts while interacting with your co-workers; if one’s nonverbal communication is poor it can 

make your co-workers uncomfortable, it may create tension, and confusion. Whereas if one 

possesses good nonverbal communication; it can help in establishing trust, clarity and a good 

rapport with your co-workers. 

 

People use the following as a method of nonverbal communication: 

 

Facial expression: The human face uses a number of expressions on daily basis to 

express various feelings and emotions, like happiness, stress, sadness, fear, surprise 

and so on. 

Body postures: It includes communication through your posture, attitude and 

delicate movements. People get affected and influenced; by the way one sits, walks, 

and stands and uses various parts of the body to convey a message. 

Gestures: Gesturing is the way we use our body parts in the communication process, 

like using the hands at the time of greeting, giving a thumbs up to wish someone 
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luck and so on. Different gestures have different meaning in different cultures; 

therefore, one has to be careful while using them. 

Eye contact: Eyes can speak a lot, the way one looks at someone in a communication 

can convey whether one is interested, unreceptive, attentive or confused. It is very 

import to maintain the flow of the communication. 

Touch: Touch is also an import way of conveying one’s messages, like a tight 

handshake shows warmth and interest; a hug, a light tap on the shoulders convey 

different messages. 

Space: Space, the distance between two people when they communicate is an 

important aspect conveying message of intimacy, affection and domination. 

Tone of voice: The way one speaks, the tone of a person also influences the 

communication process, it symbolizes empathy, anger, frustration and other such 

emotions. 

2.4.3. How to Improve Nonverbal Communication? 

Have a good communication skill ensures personal and professional growth. People use 

a large amount of nonverbal communication in their interpersonal relations and with co-

workers. One can do the following to improve their nonverbal communications and make them 

more effective: 

 

Nonverbal signals: One needs to pay attention to the various nonverbal signals like, 

gestures, eye contact, and facial expression and so on. This will give an idea what is 

in the mind of the communicator, it will also influence the way you communicate 

further. 

Different behaviour: Sometimes the expressions are different from what the person 

is saying; one cannot fake one’s expressions. Therefore, if you pay attention to the 

nonverbal behaviour of the person you will be able to tell whether the person is 
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actually speaking the truth or he is putting up a fake conversation. One expression 

should match what one is saying. 

Tone of voice: When you speak notice your tone and how it affects other people. 

Whether your tone is able convey what your words say, like if you want to show 

interest in something is your tone sound enthusiastic and happy. The tones of the 

voice can convey a lot of emotions and feelings such as happiness, sadness, anger, 

boredom and so on. 

Eye contact: Eye contact is an import aspect of communication. When one makes 

eye contact while speaking, it conveys that the person is confident, interest in the 

communication and on the other hand if one avoids eye contact it means he is trying 

to hide something, or the person is not confident or unsure about what he is speaking. 

It is also important to know that too much eye contact can give messages of 

confrontation or coerce. 

Ask questions: If one is about the nonverbal signals of the other person, then it is 

always better to ask questions, to ensure what he is confused about or not 

understanding or what and then one can reinterpret what is in his mind. 

Use signals: Using signal is a handy tool for communication in presentations and 

when one is speaking to a large group. The use of body postures, use of hands and 

tone of voice helps in conveying the message in an easier way. 

Group of signals: While interpreting nonverbal communication, it is very important 

that one interprets a group of signals rather than just interpreting a signal. All signals 

taken together will give a clearer view of what exactly one is trying to say. 

Context and situation: It is very important to understand the context and situation in 

which the communication is held; in some cases, the communication needs to be 

formal and crisp, like in business meetings, whereas in other cases it can be the 

opposite, like in an office co-worker party or function. One needs to notice and 

improve upon the ways to match the nonverbal communication in accordance to the 

situation and context. 
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Misleading signals: While interpreting nonverbal signals, consider a group of 

signals. Ensure that your nonverbal signals match your words; mismatch will lead 

to misleading interpretations and meanings. Say when you want your co-workers to 

follow your instructions, your voice should be loud and forceful with a tone of 

power. 

Practise: Noticing one’snonverbal signals, and knowing where they lag, is important. 

One needs to put in effort and practise to improve them. With time and practise and 

experience one will be able to interpret nonverbal signals in a better way. 

Working on postures: One needs to work on one postures as they convey a lot about 

the person’s communication pattern, like a person sitting with folded hands and 

crossed legs is an introvert, who does not share ones thought and feelings vey easily, 

A person with drooping shoulders is tired or lacks confidence, or is under stress or 

depression and so on. 

Read your audience: It is very important to study the nonverbal signals of the 

audience. It will give you a clear idea whether the audience is listening to you or not; 

whether they are interested in what you are saying; when you need to repeat things, 

and end your communication or redesign the way of communicating. 

Relax: When entering into a communication, one should be relaxed and calm. This 

will also relax the person you are talking to; and they will be able to listen to you 

more attentively and with interest. If the situation is stressed or perceived as 

threatening, then the audience will not be comfortable and would not be able to 

concentrate on what one has to say. 

Maintain balance: It is very important to maintain balance in the nonverbal signals 

one uses. They should be a mixture of serious, humorous, interesting and focused 

way of communication, which encourages interest, participation and acceptance in 

the communication process. It should be such that the audience understands what 

one wants to convey. 
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Improve emotional awareness: It is very important for one to understand the reaction 

of others in the communication process. Therefore, should be able to read the 

emotions and body language of others, to improve and modify upon their nonverbal 

communication skills. 

Management of stress: It is very important to manage one’s stress in a 

communication process. Letting your stress on the communication process will lead 

to misleading interpretation of what you are saying; it signals anxiousness, worry 

and tension, which may influence your audience indirectly. 

2.4.4. How Can Nonverbal Communication Go Wrong? 

If one is not skilled in the nonverbal communication process, things may go wrong. Here 

are certain things to avoid inconvenience and confusion in a nonverbal communication process: 

There should not be a mismatch between what one is saying and the facial 

expressions, postures of the speaker. 

Do not interpret nonverbal signals based on only one signal, try and interpret a group 

of signals. 

One should not be confused in what one wants to say, as this will show in the 

gestures and people might get uninterested and confused with it. 

While developing eye contact, remember it should not be for too long, as it may 

signify pressure or lead to the other person feeling uncomfortable. 

Do not bring your stress in your communication, this will stress the listener and he 

may perceive it as threatening and negative. 

The tone of your voice should match what you are trying to say. Discrepancy in what 

you are saying and the way you are saying it will lead to confusion and 

misinterpretations. 
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One should be loud and clear with of what one is saying by using body language and 

gestures, low voice or unclear communication will lead to disinterest and 

inattentiveness. 

As different gestures have different meaning in different cultures one should be 

careful while using them, and they should have knowledge about them, before they 

use it. 

The most important thing in the nonverbal communication is that one needs to observe 

and learn about it, by observing the behaviours of people, how they interpret and analyse these 

nonverbal signals. 

2.5. Summary on communication 

Communication is an important aspect in human life. It is the way one expresses one’s 

knowledge, emotions and skills. Nonverbal communication plays an import role in the 

communication process; it determines how one interprets the information and actions of others. 

Nonverbal messages can be conveyed through eye contact, gestures, body language, touch and 

facial expressions. One needs to be skilled in nonverbal communication and he should also be 

able interpret it for smooth flow of communication in any relationship. When the nonverbal 

signals do not match the words or action of the speaker, it leads to misinterpretation, confusion 

and mistrust among the audience. 

Nonverbal communication plays a vital role in the work place, as co-workers interact in 

different ways, while working in a team, meetings, subordinate and high authority 

communication and so on. Therefore, the way in which things are expressed and conveyed is 

very important for the management and overall progress of the organization. Therefore, one 

constantly needs to develop and improve one’s nonverbal communication. One should be able 

to understand the nonverbal communication of the co-workers; When making nonverbal signal 

one should make sure that they are not confusing, and the audience is able to understand what 

he is trying to say; one’s nonverbal signals should be in line with the situation and context; The 

tone should match the words; one should speak with appropriate eye contact and so on. 

One needs to be careful while using nonverbal communication, as different communities 

and cultures interpret these nonverbal signals in different ways, therefore one should use them 

with caution and with the full knowledge about them’ they should ensure that by doing so they 
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are not hurting the sentiments of a community or a person. The understanding of nonverbal 

communication signals comes from constant observation, analysis, experience and regular 

practise over time. 

2.6. Describing concepts: IQ and EQ 

In order to be a good communicator, one needs not only to be proficient in the use of all 

the above mentioned tools of language, but also to be constantly training one’s EQ on a daily 

basis. The concept of IQ is often referred and given importance and relevance in terms of 

professional interviews and even professional routes to follow. However, the more recent 

concept of EQ is taking over the reign of the IQ and its effective use and knowledge about it 

gives visible beneg«fits to its users. 

2.6.1. The Brain  

Let us start by describing the structure, if one may call it this way, where emotions and 

intelligence take place: the brain. 

 

 

Source: http://online-rxstore.org/product/Kamagra.html 

 

The brain weighs approximately 1,5 kgs and possesses about 85 billion neurons, more 

than a hundred million other cells and more than a billion connections between them. 

The neuropsychologist Alvaro Bilbao (2017) describes the tasks performed by our brain 

according to its two hemispheres: the left - for linguistic tasks, in particular, finding words, 

learning languages, calculating, reasoning, developing ideas from memory. More analytical and 

http://online-rxstore.org/product/Kamagra.html
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rational; The right: interpretation of images, maps, development of images through imagination. 

It gets carried away by the emotions. Intuitive, passionate and imaginative. 

The brain is always developing and changing its neural connections. In this case, it 

fortifies the cerebral connections (the synapses) making us better in certain tasks. 

When we are born, we already have all the neurons, what changes is the connection 

between them. We are born like a tree, full of branches, that are lost, because the brain is 

specializing and loses the "branches" that are unnecessary. It's the so-called pruning thinning. 

Development ends at age 21. 

The last developmental zone is the prefrontal cortex associated with decision making 

and impulsivity. 

From the age of 40 we begin to lose synapses. We do not lose neurons (only in cases of 

stroke or neurodegenerative diseases) we lose the connection between them. 

2.6.2. What exactly do IQ2 and EQ3 mean?  

Intelligence Quotient, or IQ, is a theoretical construct used by psychologists within 

standardized tests as a means of describing one’s intelligence level. In the most commonly-

administered IQ test — the Wechsler Adult Intelligence Scale (WAIS) — an average score is 

100; about 95% of IQ scores fall between 70 and 130. It is important to note that IQ is not 

real — is simply a philosophical construct psychologists have created to describe a subset of 

human functioning they believe to be subjectively important in modern society. (Because of 

this, unless an IQ test has been specifically adopted for a different culture or country — and the 

most popular one has — IQ tests are very culturally specific and may be invalid when used in 

other cultures.) 

IQ tests involve the measure of two primary components — verbal and performance. 

Because the performance portion of the IQ test requires physical manipulation of objects in 

front of the testing psychologist, a legitimate IQ test cannot be taken online. All of the so-called 

“IQ tests” you see online are invalid — none have been validated against real-world IQ tests 

with peer-reviewed journal publications. 

                                                

2Grohol, J. (2018). IQ Test. Psych Central. Retrieved on December 10, 2018, from 

https://psychcentral.com/encyclopedia/what-is-an-iq-test/ .  
3Bressert, S. (2018). What is Emotional Intelligence (EQ)?. Psych Central. Retrieved on December 14, 2018, from 

https://psychcentral.com/lib/what-is-emotional-intelligence-eq/ 

 

 

https://psychcentral.com/encyclopedia/what-is-an-iq-test/
https://psychcentral.com/lib/what-is-emotional-intelligence-eq/
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When an IQ test is scored, three primary scores are obtained — verbal IQ, performance 

IQ, and the full scale IQ. The full scale IQ is what is commonly referred to as one’s “IQ score” 

by laypeople. Most people perform better in one component over the other in IQ testing (one 

either has a strength in verbal or performance). 

These two sections of the IQ test are divided into subscales, each measuring a different 

component of IQ. 

Verbal scales 

 Information: 29 questions – a measure of general knowledge. 

 Digit Span: Subjects are given sets of digits to repeat initially forwards then backwards. 

This is a test of immediate auditory recall and freedom from distraction. 

 Vocabulary: Define 35 words. A measure of expressive word knowledge. It correlates 

very highly with Full Scale IQ 

 Arithmetic: 14 mental arithmetic brief story type problems. tests distractibility as well 

as numerical reasoning. 

 Comprehension: 16 questions which focus on issues of social awareness. 

 Similarities: A measure of concept formation. Subjects are asked to say how two 

seemingly dissimilar items might in fact be similar. 

Performance scales 

 Picture Completion: 20 small pictures that all have one vital detail missing. A test of 

attention to fine detail. 

 Picture Arrangement: 10 sets of small pictures, where the subject is required to arrange 

them into a logical sequence. 

 Block Design: Involves putting sets of blocks together to match patterns on cards. 

 Digit Symbol: Involves copying a coding pattern. 

 Object Assembly: Four small jig-saw type puzzles. 

 

You cannot “fake” your performance on an IQ test. Either you have the abilities or 

knowledge tested on, or you don’t. Each subscale test starts off with easy questions or problems, 

and gets progressively more difficult with each successive question or problem. Only geniuses 

(those scoring higher than 130 on full scale IQ) will be able to answer all of a scale’s questions 

or solve all of its problems. 

People who score generally between 70 and 130 are considered to be within the normal 

range of IQ functioning, where 100 is the theoretical average. Those scoring 130 and above are 
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significantly smarter than the average population, and those scoring 70 and below are 

significantly less smart than the average population. 

 

 

Source: https://www.westuc.com/en-us/blog/conferencing-collaboration/eq-vs-iq-

which-best-collaborative-leadership 

 

What about EQ? What is it? Isn’t it the same as the IQ? Not really. 

For most people, emotional intelligence (EQ) is more important than one’s intelligence 

(IQ) in attaining success in their lives and careers. As individuals our success and the success 

of the profession today depend on our ability to read other people’s signals and react 

appropriately to them. 

Therefore, each one of us must develop the mature emotional intelligence skills required 

to better understand, empathize and negotiate with other people — particularly as the economy 

has become more global. Otherwise, success will elude us in our lives and careers. 

“Your EQ is the level of your ability to understand other people, what motivates them 

and how to work cooperatively with them,” says Howard Gardner, the influential Harvard 

theorist. Five major categories of emotional intelligence skills are recognized by researchers in 

this area. 

https://www.westuc.com/en-us/blog/conferencing-collaboration/eq-vs-iq-which-best-collaborative-leadership
https://www.westuc.com/en-us/blog/conferencing-collaboration/eq-vs-iq-which-best-collaborative-leadership
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2.6.3. Understanding the Five Categories of Emotional Intelligence (EQ) 

1. Self-awareness. The ability to recognize an emotion as it “happens” is the key to your 

EQ. Developing self-awareness requires tuning in to your true feelings. If you evaluate your 

emotions, you can manage them. The major elements of self-awareness are: 

 Emotional awareness. Your ability to recognize your own emotions and their effects. 

 Self-confidence. Sureness about your self-worth and capabilities. 

 

2. Self-regulation. You often have little control over when you experience emotions. 

You can, however, have some say in how long an emotion will last by using a number of 

techniques to alleviate negative emotions such as anger, anxiety or depression. A few of these 

techniques include recasting a situation in a more positive light, taking a long walk and 

meditation or prayer. Self-regulation involves 

 Self-control. Managing disruptive impulses. 

 Trustworthiness. Maintaining standards of honesty and integrity. 

 Conscientiousness. Taking responsibility for your own performance. 

 Adaptability. Handling change with flexibility. 

 Innovation. Being open to new ideas. 

 

3. Motivation. To motivate yourself for any achievement requires clear goals and a 

positive attitude. Although you may have a predisposition to either a positive or a negative 

attitude, you can with effort and practice learn to think more positively. If you catch negative 

thoughts as they occur, you can reframe them in more positive terms — which will help you 

achieve your goals. Motivation is made up of: 

 Achievement drive. Your constant striving to improve or to meet a standard of 

excellence. 

 Commitment. Aligning with the goals of the group or organization. 

 Initiative. Readying yourself to act on opportunities. 

 Optimism. Pursuing goals persistently despite obstacles and setbacks. 

 

4. Empathy. The ability to recognize how people feel is important to success in your 

life and career. The more skillful you are at discerning the feelings behind others’ signals the 

better you can control the signals you send them. An empathetic person excels at: 

https://psychcentral.com/disorders/anxiety/
https://psychcentral.com/disorders/depression/
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 Service orientation. Anticipating, recognizing and meeting clients’ needs. 

 Developing others. Sensing what others need to progress and bolstering their abilities. 

 Leveraging diversity. Cultivating opportunities through diverse people. 

 Political awareness. Reading a group’s emotional currents and power relationships. 

 Understanding others. Discerning the feelings behind the needs and wants of others. 

 

5. Social skills. The development of good interpersonal skills is tantamount to success 

in your life and career. In today’s always-connected world, everyone has immediate access to 

technical knowledge. Thus, “people skills” are even more important now because you must 

possess a high EQ to better understand, empathize and negotiate with others in a global 

economy. Among the most useful skills are: 

 Influence. Wielding effective persuasion tactics. 

 Communication. Sending clear messages. 

 Leadership. Inspiring and guiding groups and people. 

 Change catalyst. Initiating or managing change. 

 Conflict management. Understanding, negotiating and resolving disagreements. 

 Building bonds. Nurturing instrumental relationships. 

 Collaboration and cooperation. Working with others toward shared goals. 

 Team capabilities. Creating group synergy in pursuing collective goals. 

 

What factors are at play when people of high IQ fail and those of modest IQ succeed? 

How well you do in your life and career is determined by both. IQ alone is not enough; 

EQ also matters. In fact, psychologists generally agree that among the ingredients for success, 

IQ counts for roughly 10% (at best 25%); the rest depends on everything else — including EQ. 

2.6.4. How to Improve Your Emotional Intelligence4 

The good news is that emotional intelligence can be learned and developed. As well as 

working on your skills in the five areas above, use these strategies: 

 

                                                

4Taken from https://www.mindtools.com/pages/article/newCDV_59.htm 

 

https://www.mindtools.com/pages/article/newCDV_59.htm
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Observ how you react to people. Do you rush to judgment before you know all of the 

facts? Do you stereotype? Look honestly at how you think and interact with other 

people. Try to put yourself in their place , and be more open and accepting of their 

perspectives and needs. 

Look at your work environment. Do you seek attention for your accomplishments? 

Humility can be a wonderful quality, and it doesn't mean that you're shy or lack self-

confidence. When you practice humility, you say that you know what you did, and 

you can be quietly confident about it. Give others a chance to shine – put the focus 

on them, and don't worry too much about getting praise for yourself. 

Do a self-evaluation. What are your weaknesses? Are you willing to accept that you're 

not perfect and that you could work on some areas to make yourself a better person? 

Have the courage to look at yourself honestly – it can change your life. 

Examine how you react to stressful situations. Do you become upset every time 

there's a delay or something doesn't happen the way you want? Do you blame others 

or become angry at them, even when it's not their fault? The ability to stay calm and 

in control in difficult situations is highly valued – in the business world and outside 

it. Keep your emotions under control when things go wrong. 

Take responsibility  for your actions. If you hurt someone's 

feelings, apologize directly – don't ignore what you did or avoid the person. People 

are usually more willing to forgive and forget if you make an honest attempt to make 

things right. 

Examine how your actions will affect others – before you take those actions. If your 

decision will impact others, put yourself in their place. How will they feel if you do 

this? Would you want that experience? If you must take the action, how can you help 

others deal with the effects? 

 

Key Points 

Although "regular" intelligence is important to success in life, emotional intelligence is 

key to relating well to others and achieving your goals. Many people believe that it is at least 

https://www.mindtools.com/pages/article/newCS_93.htm
https://www.mindtools.com/pages/article/developing-personal-accountability.htm
https://www.mindtools.com/pages/article/how-to-apologize.htm
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as important as regular intelligence, and many companies now use emotional intelligence 

testing to hire new staff. 

Emotional intelligence is an awareness of your actions and feelings – and how they 

affect those around you. It also means that you value others, listen to their wants and needs, and 

are able to empathize or identify with them on many different levels. 

 

 

Source: https://insights.humancapital.aon.com/talent-assessment-blog/emotional-

intelligence-what-it-is-and-how-to-increase-your-own 

 

2.7. Using Communication as a means of influence 

Survey after survey highlight the importance of influencing and negotiating skills for 

achieving promotion and career progression. Influencing is much more than that. The ability to 

influence is a crucial skill in so many aspects of the modern working life – whether you are 

working in cross-functional teams, managing external supplier relationships or networking with 

potential new clients. Here are seven tips to help you to develop your influencing skills. 

2.7.1. How To Develop Your Influencing Skills 

We often have to persuade and influence those over whom we have no real authority. 

The question is how to do this in an effective and subtle way? 

A subtle, empathetic approach is recommended rather than a more direct or forceful 

style. If you can give the other party the impression that you have met them half way or further, 

https://insights.humancapital.aon.com/talent-assessment-blog/emotional-intelligence-what-it-is-and-how-to-increase-your-own
https://insights.humancapital.aon.com/talent-assessment-blog/emotional-intelligence-what-it-is-and-how-to-increase-your-own
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that they have bought into or even come up with the idea themselves you will get real support 

and longer lasting results. 

Successful influencing is about making a connection and appealing to the heart as well 

as the head. It is about identifying personal triggers and adapting your style to others’ to get the 

best results from the people you are trying to influence. 

A combination of communication and interpersonal skills will help you to get the results 

you need. Below are some practical hints to help develop your powers of influencing whether 

you need a decision from your boss, an “awkward” peer to help you or a client to accept your 

new prices.  

7 tips to develop your influencing skills5: 

1. CREATE RAPPORT Create rapport with the person you are trying to influence – it may 

sound like common sense but if they like and trust you there is a greater possibility that you 

will be able to persuade them 

2. LISTEN Listen and show you are listening. If someone feels valued they are more likely 

to be persuaded to your point of view 

3. ASK THE RIGHT QUESTIONS Use questioning techniques to lead people towards the 

answers you want. The art of influencing doesn’t come naturally 

4. BE AWARE OF BODY LANGUAGE Mirror the other person’s body language to create 

better rapport 

5. SELL THE BENEFITS Sell the benefits of your argument to the other person and try to 

see your position from their perspective 

6. BE RELAXED A relaxed and natural demeanour is more likely to achieve a successful 

outcome rather than an emotional or demanding approach. Demonstrating a natural 

confidence will help to persuade others that your ideas are good 

7. INVEST YOUR TIME Influencing isn’t a quick fix. It can take time to develop empathy 

and awareness but you are more likely to get what you want if you play a long game 

                                                

5 Taken from https://www.communicaid.com/communication-skills/blog/communication-skills/the-art-of-

influencing/ 

 

https://www.communicaid.com/communication-skills/effective-influencing-and-persuading/
https://www.communicaid.com/communication-skills/
https://www.communicaid.com/communication-skills/influencing-and-negotiating/
https://www.communicaid.com/communication-skills/blog/communication-skills/the-art-of-influencing/
https://www.communicaid.com/communication-skills/blog/communication-skills/the-art-of-influencing/
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3. Decision Making  

3.1. Decision Making vs Problem Solving 

Decision making is a fundamental component of human behavior (Tversky & 

Kahneman, 1982). According to Goodwin & Wright (2002), the decision-making process can 

be considered as fundamental as breathing, consisting of a natural and automatic process 

essential for life. For Cunha, Rego, Cunha & Cabral-Cardoso (2003, p. 488) the decision is "a 

multifaceted and omnipresent process". In literature there are several studies on decision 

models, at the organizational, social, philosophical and psychological levels. Thus, emphasizing 

the organization, some concepts were sought for the term decision: 

 

 

Source: http://driverlayer.com 

 

For Simon (1965), the decisions translate into something more than simple factual 

propositions. They are descriptions of a future state of affairs, and this description may be 

true or false, in an empirical sense. On the other hand, they also have an imperative quality 

because they select one future state of affairs over another and guide behavior towards the 

chosen alternative.  

In the decision making process, it is important to have data, information and knowledge 

available, but these are usually scattered, fragmented and stored in the heads of individuals 

and suffer interference from their mental models. Not only information and knowledge are 

intervening factors in the decision process, but also a set of other factors relevant to the 

decision maker, as well as their emotional conditions at the moment of decision (Angeloni, 

2003).  

http://driverlayer.com/
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Mintzberg, Ahlstrand & Lambel (1976) consider it as a set of actions and dynamic factors 

that starts with the identification of a stimulus for action and ends with the specific 

conformity of action.  

According to Chiavenato (2003) making decisions is to identify and select a course of action 

to deal with a specific problem or draw advantages in an opportunity. - In the definition of 

Turban (1995), the decision is a process of choosing between alternatives in course of action 

with the intention of reaching the proposed objective.  

Jones (1973) considers it as a course of action chosen by the one who decides, who has chosen 

a certain way by judging it as the most efficient in its disposition to achieve the objectives or 

the objective indicated at the moment, that is, the best way to solve an open problem. From 

his point of view, the decision is a selected solution after examining several alternatives, and 

the decision-maker chooses the path he deems most effective to meet the programmed goals.  

According to Pereira and Fonseca (1997), the decision is a systematic, paradoxical and 

contextual process, and cannot be analyzed separately from the circumstances surrounding 

it. Knowledge of characteristics, paradoxes and challenges of society is essential to 

understanding decision processes.  

As Friedberg (1988) says, decision is the essential act of all organizational life. The daily life 

of organizations is characterized by a multiplicity of decisional acts that condition their 

functioning and results. Making decisions is an everyday activity, in matters such as "what 

clothes to wear", "what to eat" or in ideas or projects.  

 

The decision-making process is characterized as the cognitive ability to analyze, 

categorize, perform probabilistic judgments, build alternatives and make decisions (Salazar & 

Gómez, 2011). This process involves numerous criteria and subcriteria that are used to classify 

the alternatives that an individual has over the decision to make and thus choose the next step 

(Saaty, 2008). The decision-making process, as well as the problem solving, can have an 

intrinsic or extrinsic influence on the choices we make on an individual, professional or 

academic basis. Characteristics such as determination, personal satisfaction, willingness to 

develop technical, physical and intellectual skills, may contribute to the decision-making 

process (Ryan & Deci, 2000). 

The act of making a decision is intrinsic to the human being to the extent that when we 

make a decision we consider: a) problems; b) alternatives and c) opportunities, although this 

process is not always conscious for the human being, that is, to arrive at the decision making 
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process we first analyze the problem, then we think about the alternatives to the problem and 

finally we adopt a behavior that translates into action / behavior to deal with the problem. 

3.2. Models of Decision Making 

Mintzberg and Westley (2001) consider three main types of decisions: rational, intuitive, 

and improvised. 

3.2.1. Rational decisions 

The rational model can be described as defending the "think first" rule, the intuitive 

model consists of "seeing first" and the improvisational model defends the advantages of "doing 

first". In this sense, Cunha, Rego, Cunha & Cabral-Cardoso (2003) point out that the best-

known models of decision-making emphasize the rational component of the process and apply 

mainly to the case of non-programmed decisions. 

This means a sequential logic that begins with the definition of the problem, since 

problems are not offered to the decision makers in a pre-programmed way, with the need for 

the decision maker to formulate his own definition of the problem. Next, the situation is 

diagnosed in order to identify the causes of the problem. In this way, conditions are created for 

the generation of multiple resolution alternatives, which will later be weighted. Finally, 

analyzing the alternatives among each other, the decision will result. 

 

Source: https://allmindtools.com/rational-decision-making-model/ 

https://allmindtools.com/rational-decision-making-model/
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3.2.2. Intuitive decisions 

Robbins (1999) believes that many decisions are influenced by intuitive criteria 

associated with rational analysis itself. The author defines intuitive decisions as the result of an 

unconscious process, created from consolidated experience. For this author, the decision 

maker's experience allows him to recognize the situation and use previously obtained 

information to quickly arrive at the choice of an alternative. 

As these authors point out, to use intuition, it is necessary to have sufficient preparation. 

The intuitions of inexperienced or unknowing professionals are potentially disastrous. A 

"prepared mind" has exceptional conditions for slowly, continually and unconsciously 

incubating a subject. Isenberg (1984) found that managers decide based on a gestalt of data, 

experience and feelings, suggesting the validity of the intuitive model. The third model of 

decision, described by Cunha, Rego, Cunha & Cabral Cardoso (2003) is that of the 

improvisational decision. As Mintzberg and Westley (2001) point out, the decision is made in 

a way that traditional authors would qualify as at least somewhat canonical. 

 

 

Source: https://www.execunet.com/intuitive-decision-making/ 

 

These authors highlight the processes of the improvisational model by their inversion in 

relation to the prescriptions of the rational model. Therefore, in an improvisational mode, 

decision makers begin by doing, then evaluate the outcome of their actions and finally retain 

the solutions that have worked effectively. However, it may work. 

3.2.3. Naturalistic Decision Making (NMD) 

Other models of decision-making are naturalistic models. The Naturalistic Decision 

Making (NMD) aims to understand human cognitive performance by studying how individuals 

https://www.execunet.com/intuitive-decision-making/
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make decisions under real conditions (Nemeth & Klein, 2010). This research approach is one 

that "has contributed the most in the last decades to the understanding of decision making in 

the world" (Keller, Cokely, Katsikopoulos, & Wegwarth, 2010, p.256).  

Most investigations of the 1970s were conducted in the laboratory and had as objectives 

the verification of mathematical and statistical models (Nemeth & Klein, 2010). When these 

researches left the laboratory and moved into the real world, researchers in the NDM area 

attempted to understand how individuals made complex decisions under conditions of limited 

time, uncertainty, high risks, vague goals, and unstable conditions (Cooksey 2001; & Klein, 

2010; Lipshitz et al., 2001). 

These NDM surveys attempted to understand, through questioning the experts, how 

decisions were actually made in naturalistic contexts rather than how they should be taken, 

addressing real-life tasks as opposed to laboratory tasks. According to Rasmussen (1995), NDM 

was linked to action and unfolded over time, always depending on the decision maker's 

knowledge.  

The analysis of the knowledge and skills of the decision makers allows identifying the 

points that improve the performance and the training of decision making (Schraagen, Klein, & 

Hoffman, 1998). "In many areas, decision-makers often have to deal with situations involving 

high risk. Time-bound and with several plausible decision alternatives, the decision maker uses 

his experience to quickly identify the typical reaction "(Schraagen, Klein, & Hoffman, 2008, 

p.4).  

NDM, in addition to studying decision making, also assesses the real context and the 

demands placed on decision-makers so that they can perform their functions effectively and 

safely. According to Nemeth and Klein (2010), the notion of satisfaction presented in the work 

developed by Simon (1955) was one of the creators of the NDM approach, allowing individuals 

in complex environments to find satisfactory (rather than optimal) solutions ) when better 

answers cannot be found.  
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Source: https://crestresearch.ac.uk/comment/naturalist-decision-making-uncertainty/ 

 

Klein (1989), based on his study of fire department commanders, concluded that 

decision-makers do not act in accordance with traditional decision-making theories, since a 

large part of the effort is devoted to assessing the situation or the discovery of the nature of the 

problem. 

The Naturalistic Decision Making must be studied in both natural and simulated 

environments, taking into account that within the simulation there will be no real consequences 

for the decision maker, and it is only necessary to reproduce characteristic phenomena that 

normally occur in real environments (Salas, Prince, Baker, & Shrestha, in Lipshitz et al., 2001).  

According to Kleiboer (1997) the simulation can be defined as a model that reflects the 

central characteristics of a system, process or environment. Simulated activities provoke a type 

of behavior that is similar to that observed in a real environment, but without the inherent risk 

of the situation and the specific environment experienced (Lipshitz et al., 2001). 

 

4. Decision-making and leadership skills development 

The literature review that follows gives us an overview of how horses have been used 

throughout the history and their role in society nowadays. Research about how horses can help 

individuals to develop leadership skills will be presented next as well as literature about 

leadership development programs that use horses. 

Horses can help men to develop leadership skills (Fransson, 2015). Research hasshown 

a number of additional skills that horses can help to develop, such as confidence (Plymoth, 

2008; Forsberg, 2008; Keaveney, 2008; Evans et al., 2009), improved self-awareness 

(Keaveney, 2008; Evans et al., 2009; Gehrke, 2009), assertiveness (Duff, 2010; Evans et al., 

2009; Forsberg, 2008), power-of-action (Forsberg, 2008; Plymoth, 2008), emotional control 

https://crestresearch.ac.uk/comment/naturalist-decision-making-uncertainty/
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(Keaveney, 2008), planning (Plymoth, 2008), attentiveness to verbal and non-verbal signals 

(Plymoth, 2008; Keaveney, 2008; Duff, 2010; Hausberger et al., 2008; Evans et al., 2009), 

communication and persuasion (Plymoth, 2008; Keaveney, 2008; Hausberger et al., 2008), 

relationship-building (Keaveney, 2008; Hausberger et al., 2008), cooperation and teamwork 

(Plymoth, 2008; Duff, 2010; Hausberger et al., 2008). 

 

 

 

 

 

 

 

 

  Source: IMLA - Workshop Leadership in Communication, Military Academy  

 

Historically, the equestrian sport has been seen as masculine, where a good horse was a 

male status symbol representing class (Plymoth, 2012). Nowadays, much of the gender 

perspective has changed, and horses are mostly used as companion animals and for leisure and 

sports (Persson, 2005). Moreover, horses are increasingly being used for therapeutic purposes 

(Porter-Wenzlaff, 2007; Burgon, 2011) and leadership purposes (Blymoth, 2008; Forsberg, 

2008; Keaveney, 2008; Hausberger et al., 2008; Duff, 2010; Evans et al., 2009). 

Most research about horses has focused on horse behavior and how to handle and train 

horses (Miller, 1995; Miller, 1996; Birke, 2007; McGreevy, Oddie, Burton & McLean, 2009). 

The new era of research focuses more on horses unique abilities to influence and develop 

humans (Fransson, 2015). There are many studies on how horses can be used in therapy (Porter-

Wenzlaff, 2007; Burgon, 2011).  

However, the newest field of research is about how horses can help individuals to 

develop leadership skills (Blymoth, 2008; Forsberg, 2008, Keaveney, 2008; Hausberger et al., 

2008) and how horses can be used in leadership programs (Andersen, 2009, Duff, 2010, Evans 

et al., 2009). 
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In Susan Keaveney (2008) study about the human-horse relationship, she found that 

humans better understand themselves and their relationship with others through horse 

experiences. Horses teach their handlers to control their own emotions since frustration and 

anger is usually detrimental if transmitted when handling a horse.  

Patience, trust, empathy, respect, 

confidence, responsibility and 

attentiveness to others are other skills that 

can be learnt from horse experiences. 

Persuasion is also a skill that humans learn 

in order to assure the horse to follow their 

lead (Keaveney, 2008). Communication 

skills and the ability to understand how 

and when to give rewards and punishment 

are also needed to convince the horse to 

follow the handler’s lead. Keaveney 

(2008) says that the persuading skills can be transferred to a human- human relationship 

(Fransson, 2015).  

4.1. Identification of competencies in movement 

4.1.1. Examples of tools to be used in the development of leadership skills 

As a consequence of the research stating that horses can help individuals to develop 

leadership skills, leadership development programs that use horses has been developed. The 

reason why these programs have gained more attention is that traditional leadership programs 

lack taking the participants individual and contextual differences into consideration (Hotho & 

Dowling, 2009) and they have also been criticized for not having a long-term effect (Duff, 

2010).  

Leadership development programs that use horses are based on immediate experiences. 

Gehrke’s (2009) research suggests that leadership development programs with horses can 

contribute to more efficient and authentic leadership. One benefit of using horses in leadership 

Source: IMLA - Workshop L in C  
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training is that they respond immediately on humans’ emotional state of being without any 

judgment (Gehrke, 2009).  

Horses mirror feelings, body language and emotions back to the human (Andersen, 

2009). This will make the participants aware of 

the consequences of their emotional and physical 

presence and also allow them to see what 

happens if they change their way of being since 

the horse will reflect this. Leadership 

development programs with horses help people 

to read other people and situations and to 

understand non-verbal signals (Duff, 2010).  

The programs can also improve a number 

of aspects, such as responsibility, assertiveness, work ethics, relationship building and 

communication. Furthermore, since every horse is different, the participants of these leadership 

programs learn to be flexible in their leadership styles and make necessary adjustments to be 

able to handle the different horses (Duff, 2010). 

It has been shown that life skills can be enhanced with horse related training programs. 

The life skills are patience, assertiveness with others, awareness of own body energy, social 

confidence, understanding of verbal and non-verbal communication, confidence as a leader, 

confidence with authority figures and self-awareness (Evans et al., 2009).  

Interestingly, the individuals that had experience of handling horses before the training 

program showed less improvement of the life skills after the training program was over. 

Parallels can also be drawn from the way a horse herd interacts to the everyday situations within 

organizations (Gehrke, 2009). In a horse herd there is always a true leader. The lead horse is 

responsible to ensure that the herd is safe. Usually, there is also a dominant horse in the herd. 

The dominant horse may try to become the leader and it might look as he or she is in control, 

but the herd will never accept this horse as their true leader. Similar characters can also be seen 

in day-to-day life (Gehrke, 2009). 

 Skills and knowledge are capabilities that develop over time according to experience 

and education (Mumford et al., 2000c). Leadership skills are not restricted to only a few gifted 

individuals. On the contrary, many individuals possess the potential to become leaders. It is a 

question of experience and the capacity to benefit and learn from experiences.  

 

Source: IMLA - Workshop LinC 
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 Leaders are not born or made. Instead, leadership depends on the way experiences shape 

inherent potentials that enable the development of necessary capabilities needed to solve 

important social problems. The development of leadership skills needed at the high levels in an 

organization is a slow process as they, similarly to leadership skills needed at the lower levels 

in organizations, are a function of practice.  

Studies have shown that leaders are brighter than others, indicating that there is a 

positive correlation between intelligence and leadership (Mumford et al., 2000c). Intelligence 

is not the only ability that influences the acquisition of leadership skills and thus performance. 

Cognitive abilities such as oral and written expression and comprehension are also needed in 

order to acquire, manipulate and exchange information in problem domains (Mumford et al., 

2000c).  

Acquisition of requisite leadership skills and skills development not only depend on 

intelligence and other abilities, it also requires a willingness to face situations where these skills 

must be exercised, often to solve organizational problems. Therefore, it is expected that 

individual’s motivation and personality influence the development of leadership skills and 

leader performance.  

Leadership skill requirements increase with organizational level (Mumford et al., 2007). 

There are a number of abilities, skills and personality characteristics that are common when it 

comes to advancement to middle management, these include human relation skills, cognitive 

skills, creativity, decision-making, planning and organizing 

skills, oral communication, resistance to stress and desire 

for advancement, motivation, energy, emotional stability, 

tolerance for ambiguity, high work standards and diversity 

in interests (Connely et al., 2000).  

There are different requirements in terms of 

leadership skills at various career phases (Mumford et al., 

2000a). The nature of leadership requirements changes 

with advancement in the organization, both because the 

complexity of the problems and challenges increase but 

also because a greater involvement in the environment is 

needed. 

Source: IMLA - Workshop LinC 
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Emotional intelligence is a central underlying attribute of top-level leadership (Palmer 

et al., 2001) and the need for leaders to possess emotional intelligence has been asserted (Higgs 

& Aitken, 2003). Emotional intelligence refers to an individual’s ability to manage the 

individual own emotions but also other people emotions (Palmer et al., 2001). It does not matter 

how much training or technical skills a person has, he or she will never become a great leader 

without emotional intelligence (Goleman, 2001). 

Horses also help people to develop a number of social skills. Communication skills are 

important when handling horses (Plymoth, 2008; Duff, 2010). In order to avoid dangerous 

situations horses needs to be communicated with in a consistent way to ensure that 

understanding is reached (Plymoth, 2008).  

It is important to create a positive relationship with the horse that is built on good 

experiences (Hausberger et al., 2008). People who handle horses also need persuasion skills to 

assure the horse to follow their lead (Keaveney, 2008). The ability to know when and how to 

give rewards and punishment are included in the persuasion skills.  

The shared communication between horses and riders creates a sense of teamwork and 

partnership (Keaveney, 2008), this is important since 

cooperation between horse and rider is essential to 

perform well (Hausberger et al., 2008). It is also 

common that horse owners develop a community 

where they feel belonging and togetherness with one 

another (Keaveney, 2008). 

There are a number of leadership skills that can 

be developed through horse experiences according to 

the research. Confidence, for instance, is a leadership skill that received much support and can 

be connected to self-awareness in Goleman’s (2000) framework. Assertiveness, power-of- 

action and emotional control received much support as well. These skills can be connected to 

the competency self-management. The last skill that received much support is communication, 

which can be connected to social skills. 

Source: IMLA - Workshop LinC 
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4.1.2. Decision-making and communication 

Regarding self-management, it comes from 

self-awareness, meaning that you need to be aware 

and understand your emotions before you can control 

them (Goleman, 2000). This means that horses 

probably can be useful when it comes to the 

development of self-awareness too. The confidence 

that can be developed through horse experiences is a 

useful leadership skill, since it makes the leaders 

unafraid to take on challenges and deal with problems. The leaders stated that you learn to be 

assertive when handling horses and that it is important for leaders to be assertive in order for 

the co-workers to accept their leadership. A clear and straightforward way of communicating 

is another skill that is learned when handling horses and this skill is important for leaders to 

possess in order to direct their co-workers in a clear way and to keep them motivated.  

Confidence belongs to the capability self-awareness while assertiveness, emotional 

control and power-of-action belongs to the capability self-management. Communication skills 

on the other hand are social skills. However, since self- management comes from self-

awareness it can be concluded that horse experiences help individuals to become aware of their 

emotions and to control them.  

Horses are extremely sensitive and 

true, reflecting what we do to them and feeling 

the divergence between our thought or feeling. 

At the first contact the horse reacts without 

dissimulation, feeling no need to please us, 

mirroring exactly the signs we send him and 

giving a direct feedback without flowering, 

showing our effectiveness or inefficacy in 

communicating with him. 

 In fact, horses can instantly respond to and amplify any experience of the moment, 

including thoughts, feelings, and emotions of those who are close by so it has been readily 

apparent that horse's contribution to the development of leadership is evident. The horse is a 

Source: IMLA - Workshop LinC 
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born leader, who can naturally command without noticing such ability, and manages to 

evidence characteristics, which man often does not have the courage or personality to expose. 

In the contact with the horses we learn to pay more attention to our actions and to 

consciously apply the pressure and energy we infuse in our relationship with others. 

In order to identify competencies, one of the sources is through best practices and 

lessons learned. In the organizational context one can consider competence as a set of 

personality traits, knowledge skills, attitudes and behaviors to have superior performance in the 

workplace and second a benchmark. 

The horse / rider relationship produces behavioral changes in both players. This 

symbiosis, between two distinct biological entities, only becomes truly effective when it results 

from the integral cooperation of the horse and the intellectual capacity of the rider. Both of 

these players must know their role perfectly, the horse because he is motivated to trust his 

horseman and to cooperate unconditionally with him (recognizing him as a leader), and the 

horseman because he is knowledgeable not only of the equestrian language but also of the horse.  

It is possible to use the horse to develop skills related to leadership or emotional 

intelligence (concepts developed in Psychology by Solovey & Mayer, and Goleman), also 

serving as a therapeutic tool for the treatment of physical, psychic and social changes and 

deficiencies, auxiliary in the treatment of 

hyperactivity, stress and trauma, of patients with 

injuries to the nervous system, as a pedagogical 

resource in the changes of attention, 

concentration and discipline, and especially for 

people with syndromes such as Autism, Down, 

Rosenfeld or others. 

Horse Psychology is relatively simple to 

understand, although there may be cases of 

exception. Normally, through observation, we 

have been able to define a transverse behavior model for the whole species. The horse is a prey 

(herbivore), which is organized as a herd. Within the herd can be organized in small groups, or 

even in some particular cases we can find isolated elements. Yet the instinct for survival is 

intrinsic to the herd as a whole, using nonverbal language to communicate any threats.  

Source: IMLA - Workshop LinC 
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Body language is the form of communication that each horse uses to transmit danger 

signals, immediately perceived by all the elements that make up the herd, whether they are in a 

group or isolated. 

The survival capacity of a herd depends fundamentally on the ability to quickly perceive 

one another's body language, so that all elements must be attuned to each other, not only 

physically but also emotionally. To such an extent that some authors even argue that the horse 

has an extrasensory capacity over which we can only theorize. 

According to several authors, the horse may experience panoply of emotions such as 

fear, joy, anger, apprehension, relief, curiosity, determination, and even embarrassment. These, 

like other emotions, are drawn from the context of human emotions, and are witnessed (through 

observation) by individuals who throughout their lives have dealt with horses. 

Just as the horse understands the body language of its peers because it is in tune with 

them (physically and emotionally), it has also learned to be in tune with the human being and 

the surrounding environment, being able to interpret the language human body.  

In this way, the horse manages to reveal the emotional state of the human being who 

deals with him, reproducing immediately through the use of his language the emotions that are 

being transmitted to him. That is, as he perceives, understands, and reproduces the emotions of 

the elements of the herd to which he belongs, as a survival tool, so does the human being by 

perceiving, understanding, and reproducing his emotional state.  

 

                         www.cbc.ca/news/canada/calgary/equine-co  

This ability allows instant and reliable feedback of the emotional state the human is in 

when dealing with the horse, even if for some reason it is attempted to hide. And as the horse 

reacts to stimuli, to conditioned response patterns, not being able to think using deductive 

reasoning, the reproduced feedback is always true and accurate. "Horses do not lie"! 
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Hence it is said that, although these two biological entities are totally different, they 

complement each other so that the behaviors that lead to the common understanding are 

acquired by both parties. And it is up to man, as a rational being, to know how to identify and 

manage these behaviors according to his will through the development of his own language. 

In this sense, specific teaching in the area of ridingaims to 

align the previously mentioned objectives with the development, 

although unconscious, of certain essential skills in the preparation 

of future leaders, through a scientific approach based on 

observation, in the collection and analysis of data, and in 

experimentation, making possible the externalization or 

formalization of tacit knowledge in the context of the preparation of 

future leaders with the "Horse" as an instrument to facilitate the 

learning process. This way, the horse seeks to identify 

competencies, emotions, attitudes and / or behaviors evidenced in 

the relation of the horse / rider binomial, exposing the use of the 

"Horse" as a natural simulator in the acquisition and development of skills, attitudes and / or 

behaviors and as a natural simulator in the management of emotions, through the development 

of pedagogic technologies that the user's self-awareness of the skills acquired or to be developed 

through immediate feedback from the horse. 
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Key to Lead yourself to the right answer (sel-evaluation task) 

 

Chapter 1 – Command and leadership 

  

1.  Which are the 4 domains of competences associated to leadership? 

Individual, Relations with others, work activity and Management 

2.  What does leadership in the military imply? 

It implies ability to adapt, innovation and ability to learn from experiences and lessons 

learned 

3.  In times of crisis and turbulence - unwanted situation - , why is an individual required 

to play the role of transformational leader? 

in order to motivate followers to accept challenges and have performance above 

predicted achievements, extraordinary effort to achieve the desired states and with 

higher levels of satisfaction 

4.  Which are the three types of leadership defined by Vieira? 

Directive, Participative and by delegation. 

 

Chapter 2 – Communication 

1. Which are the Communication styles you have learned about? 

Aggressive, Passive, Assertive, Passive-Aggressive and Manipulative. 

2. What is the DESC model used for? 

Assertive communication. 

3. Can you name the 6 communication styles you read about? 

non-verbal, verbal-oral-face-to-face, verbal-oral-distance, verbal-written, 

formal and informal. 

4. When is nonverbal communication most effective? 

when these 3 facets are consistent in your communication: 

What you say with your words. 

What you share with your postures and gestures. (However, these can be learnt to 

express the right message). 

What you feel inside you, and hence impacts the subtle message you feel compelled 

to share outside you 

5. Which are the 5 categories of Emotional Intelligence? 

Self awareness, self-regulation, motivation, empathy and social skills. 


