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Module 1  :  Soft Skills 
        1 :              
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Meaning                           :  
 

Soft skills are character traits and interpersonal skills that characterize a person's 
relationships with other people. They are personal attributes that enable someone to interact 
effectively and harmoniously with other people.  
 

                                              
                                         -
                                  .     -        
                                                 -
                                  .  
 
 

Components of soft skills                                  :   
 

1. Leadership Skills.                   :  
 

Companies want employees who can supervise and direct other workers. They want 
employees who can cultivate relationships up, down, and across the organizational 
chain; assess, motivate, encourage, and discipline workers; build teams, resolve 
conflicts, and help to create the desired culture.  
 

                                              
                                         
          .                          ,      -
                               ;       -
                       ,              ,       -
                           ;           , 
                  ,                   
                                     ;   -
                     . 

 

2. Teamwork.                   : 
  

Most employees are part of a team/department/division, and even those who are 
not on an official team need to collaborate with other employees. You may prefer to 
work alone, but it’s important to demonstrate that you understand and appreciate 
the value of joining forces and working in partnership with others to accomplish the 
company’s goals. 
 

                         /      /              -
                 ;                             -
                                         -
    .                                    , 
                                            
                                          -
                                         
                  .  
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3. Communication Skills.                         :  
 

Successful communication involves five components. Verbal communication refers 
to your ability to speak clearly and concisely. Nonverbal communication includes the 
capacity to project positive body language and facial expressions. Aural 
communication is the ability to listen to and actually hear what others are saying. 
Written communication refers to your skillfulness in composing text messages, 
reports, and other types of documents. And visual communication involves your 
ability to relay information using pictures and other visual aids.  
 

                               .    -
                                         -
              .                          -
                    ,                    
                               .          -
                                          
                         .          , 
      ,                                   
                                     . 
                                          
                                   -
         .   
 

4. Problem Solving Skills.                              :  
 

Many people shirk from problems because they don’t understand that companies 
hire employees to solve problems. Glitches, bumps in the road, and stumbling blocks 
are a part of the job. The ability to use your knowledge to find answers to pressing 
problems and formulate workable solutions will demonstrate that you can handle – 
and excel in – your job. 

 
                                          
                                          -
                             .          , 
                     ,                        
                     .                  
                                       
                                      , 
                                          
                . 
 

5. Work Ethic                      :  
 

While you may have a manager, companies don’t like to spend time micromanaging 
employees. They expect you to be responsible and do the job that you’re getting paid 
to do, which includes being punctual when you arrive at work, meeting deadlines, 
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and making sure that your work is error free. Extra mile shows that you’re 
committed to performing your work with excellence.  
 
                       ,                   
                         .                
               ,                 ,         
                                             
                                           
                                 .      
                                           -
                .  
 

6. Flexibility/Adaptability      /     :  
 

In the 21st century, companies need to change at the speed of light to remain 
competitive. So, they want workers who can also shift gears or change direction as 
needed. Also, while the economy may be recovering, many companies are not fully 
staffed, so they want employees who can wear more than one hat and serve in more 
than one role.  
 

ഈ                   ,                  -
                                        -
       .                                     , 
                                         . 
      ,                                  
                                   ,         
                                              
      . 
  

7. Interpersonal Skills.                     :  
 

This is a broad category of “people skills” and includes the ability to build and 
maintain relationships, develop rapport, and use diplomacy. It also includes the 
ability to give and receive constructive criticism, be tolerant and respectful regarding 
the opinions of others, and empathize with them. 

  
                             ഈ         , 
                ,              ,       -
                           ,                 -
                       ,                     
                      ,                       
                                . 
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Benefits of soft skills training 
 

                                            : 
 

Soft skills training offers many benefits, including: Empowerment, Mastery & Purpose 
 

                                       
                           ,        ,           
    . 
 

 ability to communicate effectively with co-workers, employers, clients and 
customers, friends and family members: relationship enhancement   
 

         ,            ,          , 
         ,         ,                      
             -           :                . 
  

 improvement of time management, organizational skills & goal setting 
 

            ,            ,                 
              . 
  

 development of leadership skills to improve teamwork, creativity, efficiency & 
productivity  
 

             ,       ,        ,           
                                      . 
 

 development of presentation skills to enhance sales, project explanations, self-
confidence, relationship development 
 

      ,               ,          ,      
                                        
           . 
  

 ability to recognize stress symptoms & develop stress deflecting strategies 
 

                                        , 
                                . 
  

 effective strategies for transition & change  
 

                                     -
       . 
  

 brain storming & problem-solving strategies to increase creativity and collaborative 
outcomes 
 

                                           
                      -                
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Practice Session                   
 

1. What are the various components of soft skills? 
 

                              ? 
 

2. What are the benefits of soft skills? 
 

                                    ? 
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Effective Communication                            
 
Concept of Effective Communication              :  
 

Effective communication is a two-way process, where each person takes responsibility for 
their own part. When people communicate effectively, it helps them feel more comfortable 
in talking about important information, sharing concerns or asking for help. 
 

                                                -
   ;                                        
                    .                         
    -                                       , 
                 ,                           -
                                         . 
  
Components of Effective Communication  
 

                              
 

We know that communication is a process of transmitting and receiving messages (verbal 
and non-verbal). Communication is a dialogue not a monologue. So, a communication is 
said to be effective only if it brings the desired response from the receiver. 
 

                                                
                                                  . 
                ;        .       ,           
                                            
                                           .  
 

Communication consists of six components or elements. 
 

                                         . 
 

 Context          : 
 

Every message (Oral or written), begins with context. Context is a very broad field 
that consists different aspects. One aspect is country, culture and organization. Every 
organization, culture and country communicate information in their own way. 
 

                                         
                   .                     
                               .      , 
       ,                                  . 
                                       
        . 
 
Another aspect of context is external stimulus. The sources of external stimulus 
include; meeting, letter, memo, telephone call, fax, note, email and even a casual 
conversation. This external stimulus motivates you to respond and this response may 
be oral or written. 
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                                        . 
       ,      ,         ,            ,      
      ,          ,          ,             -
                                           -
     .                                  
                               .  
  
Internal stimuli is another aspect of communication. Internal Stimuli includes; Your 
opinion, attitude, likes, dis-likes, emotions, experience, education and confidence. 
These all have multifaceted influence on the way you communicate your ideas.  
 

                                           . 
                 ,          ,     ,     -
  ,        ,        ,           ,         
    -                                        . 
                                         
                                     .  
 

A sender can communicate his ideas effectively by considering all aspects of context 
mentioned above. 

 

                                       -
                                              
                   . 
 

 Sender/Encoder            /            
 

Encoder is the person who sends message. In oral communication the encoder is 
speaker, and in written communication writer is the encoder. An encoder uses 
combination of symbols, words, graphs and pictures understandable by the receiver, 
to best convey his message in order to achieve his desired response. 
 

                                  . 
                                 ,         
   -                                     
  -       .                          
                                     -
            -                             , 
        ,          ,                            
          .  
 

 Message             

 
Message is the information that is exchanged between sender and receiver. The first 
task is to decide what you want to communicate and what would be the content of 
your message; what are the main points of your message and what other information 
to include. The central idea of the message must be clear.  While writing the message, 
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encoder should keep in mind all aspects of context and the receiver (How he will 
interpret the message). Messages can be intentional and unintentional. 
 

                                         -
                      '     '.           -
                                     
                                ;           
                                      -
                  .                      
         -   .                             
                                  /          
                       (                 -
           -             ).               
                            .  
  

 Medium        
 

Medium is the channel through which encoder will communicate his message. How 
the message gets there. Your medium to send a message, may be print, electronic, or 
sound. Medium may be a person as postman. The choice of medium totally depends 
on the nature of you message and contextual factors discussed above. Choice of 
medium is also influence by the relationship between the sender and receiver. 

 
                                       
                          .                
                       .     ,           , 
                   -                    
                            .          -
                                             . 
                                          -
                                        
               .       ,                  -
                                          
           .  

 

The oral medium, to convey your message, is effective when your message is urgent, 
personal or when immediate feedback is desired. While, when your message is ling, 
technical and needs to be documented, then written medium should be preferred 
that is formal in nature. These guidelines may change while communicating 
internationally where complex situations are dealt orally and communicated in 
writing later on. 
 

                 ,          ,               
                                       -
                  .        ,                -
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                                      -
            .     ,                        
                                           
                                         
ഈ                        . 
 

 Receiver / Decoder            /            
 

The person to whom the message is being sent is called ‘receiver’/’decoder’. Receiver 
may be a listener or a reader depending on the choice of medium by sender to 
transmit the message. Receiver is also influenced by the context, internal and external 
stimuli. 

 

                                '         
             '.                         
                                             
                                     .      -
           ,      -                       
               . 
 

Receiver is the person who interprets the message, so higher the chances are of mis-
communication because of receiver’s perception, opinion, attitude and personality. 
There will be minor deviation in transmitting the exact idea only if your receiver is 
educated and have communication skills. 
 

                                         , 
             ,         ,         ,         
    0                                        
                .                       -
                                   
             ,                      -
                                   .  
 

 Feedback               
 

Response or reaction of the receiver, to a message, is called ‘feedback’. Feedback may 
be written or oral message, an action or simply, silence may also be a feedback to a 
message. 

 

                                           
          '        '                  .     -
               ,                      ,     -
                                  .  

 

Feedback is the most important component of communication in business. 
Communication is said to be effective only when it receives some feedback. 
Feedback, actually, completes the loop of communication. 
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                                          -
   .                                    
                               .         -
                                     
 

 Conviction         
 

The Conviction Principle is especially important for those who are a little unsure, 
nervous, or shy when communicating with bosses, coworkers or clients. In many 
situations, people tend to downplay their ideas and their talents, often to their own 
detriment. 
 

         ,          ,                      
                                      
                                          
                               .              
                                        
                                       . 
 

So, stop downplaying yourself. Convince your audience and convince yourself that 
the idea you have is a good one and worth listening to. Don’t start your conversation 
by saying “this is probably a dumb idea, but…” or “I’m sure someone else will come 
up with something better, but…” If you’ve thought carefully about what you want to 
say and feel like you’ve had an idea worth sharing, you need to share it in a way 
that’s convincing and engaging. 

 

        ,                       .        
                                         
                                             . 
"                       ,       ..."        , "   -
                                          -
                   ,       ..."            -
                                    .    -
                                        , 
                                        
      ,                                

 

Confidence             :  
 

Tips for Appearing Confident: 
 

                                           
 

1. Stable and clear voice tone. You may need to practice but speaking in a clear 
voice without whispers or stammering conveys self-assurance. 
 

                             .     
                            ,              -
                                       
                   .  
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2. Making eye contact. No staring at the floor or looking out the window. 
Confident eye contact isn’t a persistent stare, but it is a meeting of the eyes as 
you speak and make your point. 
 

                     .                   -
                                      -
     .                                 -
       ,      ,                           
                    
 

3. Listening to others. Listening to others is a way of expanding your view of 
the world, bridging the differences between you and someone else and 
demonstrating that your belief in yourself is strong enough to take in other 
points-of-view. 
 

               .                       
             ,                          -
                   ,                  
                                    -
                                . 
 

4. No attacks or threats. Self-confidence isn’t aggressive. A self-assured person 
can hear what someone is saying, respond to them and maintain their own 
point-of-view or make compromises to solve the real problems that are 
presented. 
 

                       .                   
            .                         
                          ,          
                                      , 
                                        -
                      . 
 

5. Speak from the heart. Try connecting to your inner sense of well-being and 
your inner convictions when you talk to others and assert yourself. You 
might appear passionate, but passion can exude a sense of sureness. 
 

                          .          -
                                  -
                                   
                              .         
                               ;    , 
                                    .  

 

6. Look for win-win solutions. When you’re confident, you know that getting 
your own way doesn’t have to come at someone else’s expense. Approach a 
situation with the attitude that it is possible that both perspectives are valid 
and that two or more people can gain from an interaction. 
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                      .                , 
                                       
                                      -
     .                            -
           ,                            -
                                      -
                                      . 
 

7. Use humor. When something is vital to us, it’s sometimes hard to discuss it in 
a light-hearted way. But humor can ease tension and shows you’re 
comfortable with yourself. 
 

                .                       
                                  .    -
       ,                              -
                        . 
 

8. Express Gratitude. Confidence is very different from arrogance. Someone 
who is confident is able to express gratitude to someone else. An added 
bonus is that expressing gratitude happens to be one of the most effective 
ways to strengthen relationships.  
 

                .                   
                        .            
                                      
           .                      
                                 .  
 

9. Apologize when in the wrong, but not for being alive or having legitimate 
human needs. 
 

                        .          
                                     
                    . 
 

10. Acknowledge others, give and receive compliments, recognize other people’s 
difficulties. 
 

                  ,                 , 
                            . 
 

Sometimes the world is more powerful than us and we don’t have the ability to 
change a situation. However, behaving with poise, refusing to sell out everything to 
get approval and liking and giving respect have the added benefit of making you feel 
more respected and more self-confident. 
 

                                        -
                                            -
   .           ,                          , 
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                 ,                    
                                    
                              . 

 

Enthusiasm    :  It is important because: 
 

         :                     ,      : 
 

 Prospect is excited because you are excited. 
 

                                         
                  .  
 

 Prospect will refer an enthusiastic friendly person. 
 

                                      
                     . 
 

 You will be more productive. 
 

                                  -
        
 

 Prospect will do business with a person excited about their product. 
 

                                     -
                                      -
     

 

Being enthusiastic about life will instantly make people gravitate to you and want to deal 
with you.  So: 
 

                                           -
                                              
               .       : 
 

 Smile when speaking or educating. This is a person you are speaking to not a 
computer. You don't have to be creepy showing all of your teeth. Smile naturally like 
talking to a family member. 
 

                                        -
       .               ,                     
          .                                 -
                              .             -
                                     . 

 

 Avoid being distracted. This can turn off your recipient leaving you wasting both of 
your time. 
 

 

                           .              
                                               
             . 
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 Repeat with sincerity what you were told to show that you have a clear 
understanding of a need or desire of your recipient. 

 

                                         -
                                        
                                     . 

 

Improving your Communication Skills by Showing Enthusiasm will greatly improve the 
way your treated, reputation and bottom line. Communicating is so much more than 
listening and talking; video tape yourself to help you make the necessary changes. This has 
worked for thousands and is very effective. 
 

                                        
                                          
                                 .            
                                             -
     ;                                       -
                          .              -
                                              . 
  
Remember when approaching/calling a prospect your emotional state will determine your 
prospects emotional state. If you seem not to care or bored when you speak you will come 
off as disinterested and so will your prospect. Wanting to get something you want is 
emotional and so is giving something of value. 
 
                                                
                                             -
                                .            -
                                                -
                                                
                   .                       -
                                       -
                                          . 
 
Listening            :  
 

Tips that will help improve listening and understanding skills and help manage emotions in 
the call center are: 
 

                                             -
      ,                                       -
                    : 
 

 Stay Focused: Prevent yourself from being distracted by colleagues or external 
noises and concentrate on what your caller is saying. 
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                         :                 
                                         
                                        . 
 

 Detect Emotions: Listen to the emotion in your caller’s voice. Does it match or 
endorse the words they are using? 
 

                   :                         
                                       .    
                                          
             
 

 Ask Questions: Ask questions to gain more information on points you need to 
clarify. 
 

              :                           
                                     
          
 

 Never Interrupt: You listen more effectively when you’re not talking, so refrain from 
interrupting your caller. Let them finish what they are saying; interruptions may 
break their train of thought. 
 

                 :                    
                          .       ,       -
                                   .     
                                            -
                 . 
 

 Never Pre-Empt: Avoid pre-empting what your caller is going to say, chances are 
you will be wrong and miss some of the content of their conversation. 
 

              :                               
         ,                          ,      -
                                  .  
 

 Recap Key Facts: Summarise and reflect back to check you have heard the key facts 
and content of the caller’s conversation correctly. It also lets the caller know you have 
understood them. Statements such as “What I’m hearing is…” and “Sounds like you 
are saying…” are great ways to reflect back and summarise. 
 

                                 :            -
                                  
                                           
                        .             
                                        . 
                     "                ..." 
       , "                    ..."     -
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 Keep Pen and Paper Ready  :  Have a pen and paper to hand and get into the habit 
of making short quick references to any questions you want to ask or points you 
wish to raise or comment on. When your caller has finished speaking refer back to 
your notes and take action. If you are thinking of answers and responses whilst the 
caller is speaking, you are not listening. 
 

   ,                          :                   
               ,         .                 -
                                         -
                         .                   
             ഈ                         -
          .                             
                                           -
                  . 
 

 Say it Again: If you are having difficulty listening, make the necessary adjustments. 
You might say, “I’m sorry I missed that last point. Please repeat that for me.” 

 

            :                                 
                       .                
                .                       -
       .                 . 
 

 Watch the Stereotypes: Avoid stereotyping individuals by making assumptions 
about how you expect them to act and what you expect them to say. This will bias 
your listening. 

 

                      :                  -
                                        
                                   .    
                            

 
Barriers to listening  
 

                               
 

 We think we’re right and the other person is wrong 
 

                                     
 

 We feel we have to provide help right away 
 

                              
 

 We prefer to talk rather than listen 
 

                                     
 

 We are waiting for gaps or pauses to jump in with our response 
 

                                             -
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Communication process                     
 

Communication is the art of transmitting information, ideas and attitudes from one person 
to another. Communication is the process of meaningful interaction among human beings. 
 

                                        ,    -
  ,                                          
              .                          
                     . 
 
IT’S ESSENCES                 : 
 

 Personal process                    
 

 Occurs between people                        
 

 Involves change in behavior                             
 

 Means to influence others                            
 

 Expression of thoughts and                                  
 

Emotions through words & actions. 
 

              -                   
 

 Tools for controlling and motivating people. 
 

                                          
 

 It is a social and emotional process.  
 

                                         
 

The presentation will help in understanding the concept of communication, process, 
types, barriers, values, etc. 
 

ഈ                               ,       
        ,                     ,             
     ,                                        . 
 

KISS (keep it short & sweet) in communication – Composing effective messages : 
 

                 ഐ       (              &      ) - 
                              : 
 

A person whо іѕ modest, humble аnd simple whіlе talking іѕ always loved bу аll. Hеnсе, 
thіѕ principle plays а vital role іn communication. Whеn а person communicates іn а simple 
аnd straightforward manner, hе easily bonds wіth thе listener. On а personal front, іf уоu 
еvеr have tо give а bad news tо а close friend, how wіll уоu do іt? Will уоu beat аrоund thе 
bush оr pour іt оut аt once? Thе real challenge lies іn implementing thе KISS principle 
wіthоut being rude оr blunt. A simple speech іѕ always simple tо modify оn thе eleventh 
hour. It іѕ always easy tо make аnу last minute changes whеn thе basis іtѕеlf іѕ short аnd 
simple. Hеnсе, tо have аn effective communication, lеt уоur speech bе precise, 
straightforward аnd simple. This principal is very much helpful and effective in the process 
of communication. 
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        ,        ,                                    
            .                      ഈ      -
                           .                    -
                                               -
                          .           ,         
                                           -
          .                       ?       
                      ,     ,                 ? 
                           ഐ              
                                  .           
                                         
            .                                -
                                             
                .        ,                    -
                                          -
     .                    ഈ                   -
                . 
 

Effective Communication Skills 
 

                           : 
 

 Watch the PPT on Effective 
Communication Skills 
 

                 
             
 

 Ask relevant questions related to the 
presentation 
 
 

                  
                -
       
 

 Allow trainees to raise queries and ask them how such tips will help them in 
communicating with customers 
 

                                        -
                                           -
                                       -
               
 

 Guide them to note down important points. 
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Practice Session                   
 

1. Practice public speaking 
 

                                         
 

2. Speak on your likes and dislikes in the classroom. 
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Module 3  :  Grooming 
 

        3 :             
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Grooming                   
 

Create your first impression the lasting one. All staff irrespective of the fact that they have a 
direct or indirect contact with guests should be well groomed, as this leaves a good 
impression on guests, clients and customers.  
 

                                          . 
                                              
                                                 , 
    -                                       
                                                 
           .  
 

MALE  :   a well-groomed gentleman would exhibit the following minimum standards: 
 

         :                                        -
                        
 

Hair           : 
 

 Clean, neatly cut and not extending below 
the ears 
 

            ,          
                 , 
                
                  

 

 Always well shampooed and combed 
 

               
         ,                 -    

 

Face        : 
 

 Clean- shaven. Non-stubble beard or moustache. Well-trimmed above lip 
level and not drooping 

 

                      .                -
              .                          -
                                        -
      
 

 Wash your face frequently to make it appear fresh 
 

                                     
             
 

 Teeth must be regularly brushed twice 
 

                                       -
      
 

 Side burns should not too long 
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Nails            :  
 

 Nails should be short and cleaned 
 

                        
 

Personal hygiene                      : 
 

 Bath daily and use a deodorant after bath to avoid body odour. 
 

                                      
                                         
      
 

 Use a mouth wash often 
 

                                     -
               
 

 Chewing of paan and gutka is forbidden 
 

   ,                                 
          

 
Shoes           : 
 

 Well-paired shoes 
 

                            
 

 Always wear clean and polished shoes 
 

               ,                      -
      
 

 Laces neatly tied all the times 
 

                                  -
        
 

 Socks should be cleaned 
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Female   :    a well-groomed female would exhibit the following minimum standards: 
 

     :                                         -
                 
 

Hair             : 
 

Hair should be left open only if it is above shoulder 
length. While at work, it should be away from the 
face. 
 

                                
             .               -
                          
                 .  
 

 Long hair should be tied in a bun neatly. Recommended hair style is also a 
French knot 
 

                                    -
                      .                    
               .  
 

 Hair accessories should be black and minimal 
 

                                        
                     
 

 Short hair should be combed and kept tidy 
 

                                   
       

 
Make-up         : 
 

 Should be light, subtle and 
carefully applied from light to 
medium shades 
 

 
             , 
             
       ,      
             
                                    
 

 Light application of khol, mascara is recommended 
 

                                       
 

 Dark shades of eye shadows should be avoided 
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Hands         :  
 

 Hands should be always cleaned and well-manicured.  
 

                                     -
        
 

 Nails should be well-shaped with a light to medium application of nail polish  
 

                                      
                    

 
 

Shoes and sandals                     : 
 

 Shoes and sandals should have low heels and polished/cleaned regularly 
 

                                          
                                        
 

Jewellery               :   
 

 Heavy and shiny jewelleries should be avoided 
 

                                        
         

 

Uniforms            : 
 

 Uniforms should be neat and tidy 
 

                                   
 

 crumple free and well-pressed 
 

                                 
 

Some offensive habits should be avoided by both male and female: 
 

                                             
               :  
 

 Picking nose, ears and teeth 
 

    ,     ,                          
 

 Sneezing and yawning with mouth wide open 
 

                                    
 

 Eating with your mouth open  
 

                        
 

 Making noise while chewing food 
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Wardrobe Planning                      
 

Meaning             
 

Buying and maintaining the clothes and accessories that are appropriate for you and your 
lifestyle. 
 

                                               
                                . 
 

Principles for Making a Perfect Wardrobe: 
 

                                  : 
 

SELECTIVITY  :   Reserve your closet space for items that you love 100% 
 

          :                                      
                                         
 

Aim to curate a wardrobe full of garments that you love, that inspire you and that make you 
feel excited about getting dressed each morning. Every single thing in your wardrobe 
should express your personal style perfectly, so set your standards high: Good enough’s and 
‘ok’s should not make the cut. 
 

              ,                   ,           -
                                               
                                          -
    .                 -                      
                      ;                     
                       : '      ', '   '           
                        . 
 

DEFINITION :  develop a strong personal style and perfect your signature look  
 

        :                                            
                                     
 

If you want every single thing in your 
wardrobe to reflect your personal style, you 
first need to carve out the exact parameters of 
your style. So: spend time refining your 
visual taste buds and create a defined style 
concept with a clear story line. 
 

                        
                     
                     -
         ,           -
                          
              -       . 
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   -   ,                                       
       ,                                       
                          . 
 
QUALITY OVER QUANTITY       ,                :   
 
Build a wardrobe of high-quality key pieces that last you more than just a few seasons :  
 

                           ,                        
                                               : 
 

Instead of bargain hunting and impulse shopping for one-season pieces that you’ll just 
throw out after a couple of wears, carefully select each new addition to your wardrobe and 
pay special attention to the fit, fabric, colour and cut of every piece. One perfect sweater is 
always better than five imperfect ones. 
 

                                             -
                                             
            ,                                 
            ,                            ,      , 
      ,                                           . 
 
AUTHENTICITY :  forget conventional style typologies like ‘classic’ or ‘bohemian’ and 
create your own unique look :  
 

          :'     ', '         ',                 
             ,                                  : 
 

There is no single perfect wardrobe, only one that fits your individual style and lifestyle. So, 
create your own unique look and build your wardrobe around it. 
 

                                 ,          
                                          -
       .         ,                               
                               . 
 
FUNCTION  : aim for form and function. You should be able to walk, run and dance in 
every outfit 
 

                 :                                  
              .  

The perfect wardrobe not only needs to be tailored to your aesthetic preferences but also be 
fully functional: your jeans should fit well, your sweaters should keep you warm, your bags 
should carry your stuff without ruining your shoulder, your shoes should feel comfortable 
all day. 
 
                                 ,       ,      
                   :                          -
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                                              ,     
                  :                              
                ,                              
          ,                                
                              ,              
                                             . 
 

STYLE TRUMPS FASHION : get excited about fashion trends that suit your own style, 
but ignore all others 
 

    ,                         :                -
     ,                                   
      :  
 

Personal style is above all a means of self-expression. So, have fun with your look, 
experiment and get inspired by new trends. But: Never follow trends blindly. Instead, 
carefully evaluate how well a trend fits your individual style concept and whether it 
deserves a long-term spot in your wardrobe. 
 
 

                                         . 
      ,                                          -
                                             -
                 .     ,                       
          .     ,                             -
                                            
                                            . 
 
INVESTMENTS: invest time and thought into developing your style and selecting the 
perfect garments 
 

       :                                   
                                             . 
 

The time and thought you put into building the perfect wardrobe is far more valuable than 
an unlimited budget. Invest in your wardrobe by putting in the work: actively define your 
style concept, figure out a versatile wardrobe structure and hunt down the perfect garments. 
 

                                            -
                      .                    
                            :                   
                  ,                        
                              . 
 

VERSATILITY: select harmonizing, mixable items and build a strong foundation of key 
pieces 
 

       :                                    -
                                         : 
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Your wardrobe should be more than the sum of its parts. Aim for coherence, versatility and 
a set of harmonising pieces that allow you to express every inch of your style concept and 
create an outfit for every occasion. 
 

                                              -
                  .                             -
                                                 
                              ,        ,       -
                             .  
 

COMFORT  :   comfort is a non-negotiable. If an item scratches, itches, tugs or rides up – 
out it goes 
 

    :                                      . 
 

Spend as much time as necessary finding items that express your style AND feel good, and 
never compromise on fit or fabric. You should feel comfortable in all of your clothes, from 
your PJs to your highest heels. 
 

                                      ,        
                                              
                  :                            
                                               
              ,                           
     .                                 ഈ 
                      . 
 

EVOLUTION: stay inspired and redefine your style often 
 

             :                                    
                            : 
 

Your personal style can be defined, stable and coherent but it is never static and will 
continually evolve, alongside your lifestyle and aesthetic preferences. Reassess your style 
concept and wardrobe structure at least twice a year at the beginning of a new season 
 

                                          , 
        ,                    ;     ,            
                                             -
                               .             -
                                              
               .   
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Personal grooming and hygiene 
 

                            
 

 Watch the PPT on Personal grooming and hygiene 
 

                                          -
           . 
 

 Ask relevant questions related to the presentation 
 

                                    
 

 Raise queries on hygiene 
 

                                  
 

 Note down important points  
 

                         
 

 

 
 
 
 
 
 
 
 
 
 
 
Practice Session                   
 

 

1. Practice proper grooming  
 

                              
 

2. Practice and always follow good hygiene habits 
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Module 4  :  Interpersonal Skill Development 
 

        4 :                      
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Interpersonal Skill Development                      :  
 

Interpersonal skills are the life skills we use every day to communicate and interact with 
other people, both individually and in groups.  
 

                                                 
                                           
                                          . 
 

People who have worked on developing strong interpersonal skills are usually more 
successful in both their professional and personal lives.  
 

                                            
               ,                               
          
 

Interpersonal skills are not just important in the workplace, our personal and social lives can 
also benefit from better interpersonal skills. People with good interpersonal skills are 
usually perceived as optimistic, calm, confident and charismatic - qualities that are often 
endearing or appealing to others.  
 

                                                , 
                                            -
                                          .     
                                           , 
       ,                         ,             -
                                          . 
 

A List of Interpersonal Skills Includes 
 

                                         : 
 
 Verbal Communication - What we say and how we say it. 

 

                  -                ,    
          . 
 

 Non-Verbal Communication - What we communicate without words, body 
language is an example. 
 

                      -                    -
                    ,                  -
     . 
 

 Listening Skills - How we interpret both the verbal and non-verbal messages sent 
by others. 
 

                 -                       -
                                    . 
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 Negotiation - Working with others to find a mutually agreeable (Win/Win) outcome. 
 

        -               (    /    )        -
                            . 
 

 Problem Solving - Working with others to identify, define and solve problems. 
 

                 -                              
                                . 
 

 Decision Making – Exploring and analysing options to make sound decisions. 
 

              -                              
              ,              . 
 

 Assertiveness – Communicating our values, ideas, beliefs, opinions, needs and 
wants freely. 
 

          -             ,      ,         , 
         ,       ,                      
          . 

 

How to improve and develop your interpersonal skills: 
  

                                         ? 
 
Learn to Listen                    :  
 

Listening is not the same as hearing. Take time to listen carefully to what others are saying 
through both their verbal and non-verbal communication. Visit our Listening Skills pages to 
learn more.  
 

                             .                   
                                              
              .                             
                       . 
 

Choose Your Words                                 :  
 

Be aware of the words you are using when talking to others. Could you be misunderstood or 
confuse the issue?  Practise clarity and learn to seek feedback to ensure your message has 
been understood. 
 

                                               
                      .                           -
                ?                            
                                            -
            . 
 
Encourage others to engage in communication and use appropriate questioning to develop 
your understanding.  
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                                            . 
 

Understand Why Communication Fails   
 

                                            
 

Communication is rarely perfect and can fail for a number of reasons. Learn about the 
various barriers to good communication so you can be aware of - and reduce the likelihood 
of - ineffective interpersonal communication and misunderstandings.  
 

                                              
                         .                    
                            ,                -
        -                                        -
                             . 
 

Relax                :  
 

When we are nervous we tend to talk more quickly and therefore less clearly.  Being tense is 
also evident in our body language and other non-verbal communication. Instead, try to stay 
calm, make eye contact and smile.  Let your confidence shine. 
 

                                             . 
                     .                         
                                            .     , 
                    ,                       , 
        .                              .       -
                  ,                           
            : .  
 

Learn to take time to relax, see our section: Relaxation Techniques. Further relevant pages 
include:  Dealing with Stress and Coping with Presentation Nerves.  
 

                                    :        
              
 

Clarify                :  
 

Show an interest in the people you talk to. Ask questions and seek clarification on any points 
that could be easily misunderstood.  
 

                                          . 
                                         
                ,        . 
 

Be Positive               :  
 

Try to remain positive and cheerful.  People are much more likely to be drawn to you if you 
can maintain a positive attitude.  
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   ,                          .                
                                            -
               . 
 
Empathise                :  
 

Understand that other people may have different points of view. Try to see things from their 
perspective. You may learn something whilst gaining the respect and trust of others.  
 

                                      .        
                                   .           
                              ഈ              
      . 
 
Understand Stress                      :  
 

Learn to recognise, manage and reduce stress in yourself and others.  Although stress is not 
always bad, it can have a detrimental effect on your interpersonal communication. Learning 
how to recognise and manage stress, in yourself and others, is an important personal skill.  
 

                                                -
                               .               
             ,                                   
           .                                
                                ,                -
       . 
 

Learn to be Assertive                          :  
 

You should aim to be neither passive nor aggressive. Being assertive is about expressing 
your feelings and beliefs in a way that others can understand and respect.  Assertiveness is 
fundamental to successful negotiation.  
 

                                       .      -
                                          -
                                                
               .                            -
      . 
 
Reflect and Improve                        :  
 

Think about previous conversations and other interpersonal interactions; learn from your 
mistakes and successes. Always keep a positive attitude but realise that you can always 
improve our communication skills.  
 
                                               
             ;                                       
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      .                                            , 
                                              
                                        . 
 
Negotiate          :  
 

Learn how to effectively negotiate with others paving the way to mutual respect, trust and 
lasting interpersonal relations.  
 
                           ,                -
                                            
                      . 
 
Working in Groups                           :  
 

We often find ourselves in group situations, professionally and socially. Learn all about the 
different types of groups and teams.  
 

                            ,           ,     -
                 .                                  
             . 
 

Positive Attitude                          :  
 

A positive attitude makes you happier and more resilient, it improves your relationships, 
and it even increases your chances of success in any endeavor. In addition, having a positive 
attitude makes you more creative and it can help you to make better decisions.  
 

                                               , 
                            ,             
                                      .       ,     
                                                  
                                               . 
 

Tips to develop a positive attitude 
 

                                               : 
 

Have a Morning Routine. How you start your morning sets the tone for the rest of the day. 
Make sure that you have an attitude-boosting morning routine that puts you in a good 
mood so that you can start the day off right.  
 

                       .                   
                                               -
    .                                          
                                 ,           
                                     . 
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Carry An Attitude of Happiness With You. Instead of waiting for external things to make 
you happy, be happy and then watch how that influences the things that go on around you. 
That is, instead of telling yourself that first something good has to happen, and then you’ll 
be happy, be happy first. Happiness is an attitude, not a situation.  
 

                                     .       
                                             , 
            ,                                    
                     .                           
                                             
    , ,                  .                      , 
               . 
 

Relish Small Pleasures. Big pleasures—graduation, getting married, being promoted, having 
your book published—come too infrequently. Life is made up of tiny victories and simple 
pleasures. With the right mental attitude, watching the sunset, eating an ice cream cone, and 
walking barefoot on the grass are all you need to be filled with joy.  
 

                    .           -      , 
      ,        ,                           
                  .                              
                      .                      -
     ,                  ,                     , 
                                             
              . 
 

Smile. Smiling will give you an instantaneous attitude boost. Try smiling for a minute while 
you think of a happy memory or the last thing that made you smile. Smiling releases 
endorphins and serotonin, also known as the feel good hormones. It’s a lot easier to adopt a 
positive attitude when the chemicals being released by your body are conducive to well-
being.  
 

      .                                 
          .                                         
                                           
       .                                  ,       -
                                              -
        .                                         -
                                                . 
 

Upload Positivity to Your Brain. Read books with a positive message, listen to music with 
uplifting lyrics, and watch movies in which the protagonist’s optimism helps him/her to 
overcome obstacles and win, despite the odds. Change your attitude for the better by 
uploading as much positivity into your brain as you possibly can.  
 

                                .              -
                   ,                           , 
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                    /                          
                                               . 
                                                
                                             -
   . 
 

Take Responsibility. At any moment your attitude can be that of a victim or of a creator. The 
first step you need to take to shift from victim-mode to creator-mode is to take 
responsibility. Here’s the attitude of a creator:  
 

                  .                               
                                           .       -
                                                
           ,                      .           -
                : 
 

 I create my life.                            
 I am responsible for me.                      . 
 I’m in charge of my destiny.                              
 

Be Proactive. A reactive person allows others and external events to determine how they 
will feel. A proactive person decides how they will feel regardless of what may be going on 
around them. Be proactive by choosing your attitude and maintaining it throughout the day, 
regardless of what the day may bring.  
 

             .                                  
                                               
          .                                       
                                              -
                    .                         
                     ,                           -
                         . 
 

Change Your Thoughts. Positive thoughts lead to a positive attitude, while negative 
thoughts lead to a negative attitude. Changing your attitude is as easy as hitting the “pause” 
button on what you’re thinking and choosing to think different thoughts.  
 

                   .                          -
              ,                              -
                        .                         
                      "                   -
    "                ,                       
                  . 
 

Have a Purpose. Having a purpose in life gives you a fixed point in the horizon to focus on, 
so that you can remain steady amid life’s vicissitudes and challenges. Bringing meaning and 
purpose into your life—knowing why you are here—will do wonders for your attitude. 
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                    .                           
                                          -
   .                                              -
                                       .         
               ,                  -          -
                                           
                   . 
 

Focus On the Good. In order to have a positive attitude, focus on the good. Focus on the 
good in yourself, the good in your life, and the good in others.  
 

                .                          ,        
               .              ,                   
  ,                                     . 
 

Stop Expecting Life to Be Easy. The truth is, life gets tough at times. For all of us. It can even 
be painful. But you’re brave and resourceful, and you can take it. Know that sometimes 
things won’t be easy and adopt the attitude that you have what it takes to deal with 
anything that life throws at you.  
 

                                         .        
                                ,              -
                       .                        -
          ,                .                
                       .                       -
                                                  
                . 
 

Keep Up Your Enthusiasm. Enthusiastic people have a great attitude toward life. Have a list 
of ways to lift your enthusiasm ready for those times when you feel your zest for life 
draining away. Being enthusiastic will help you maintain the attitude that life is good and 
that you’re lucky to be alive.  
 

                       .                      
                                .                
                                             
                                          . 
                                                
                                             . 
 

Limit Your Complaints. Whining about anything and everything is not conducive to a 
positive attitude. When you complain you’re saying negative things about a person, place, 
or event, without offering a solution to fix the situation. Instead of complaining, do the 
following:  
 

                             .                 -
                                             . 
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                                           ,     
                                            
                            .                    , 
               : 
 
 Remove yourself from the situation. 

 

                             . 
 

 Shift your perspective about the situation. 
 

                                    . 
 

 Offer a possible solution. 
 

                             . 
 

 Accept that there’s nothing you can do to change the situation and that complaining 
about it just fosters negativity. 
 

                                         
          ,                              
                                       
         . 
 

 Constantly complaining leads to a bad attitude. So, stop complaining. Instead, start 
looking for solutions or accept what cannot be changed. 
 

                                   .       , 
                .     ,                     
                                

 
Watch Your Words. Use positive words when you talk to yourself. Studies have found that 
positive self-talk can boost your willpower and help you psych yourself up when you need 
to get through a difficult task. In addition, it can calm you down when you’re worried or 
anxious.  
 

                    .                            
                 .                            -
               ,                                  
                                            -
                            .          ,      
                                          . 
 

Use The Power of Humour. People who know how to laugh at themselves and at life’s 
absurdities have a great attitude. Your sense of humor is a power tool, and you can use it to 
lift your mood and enhance your emotional state at any time.  
 

                 .                           
                                                  -
   .                                   .        
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                                              . 
 

Use Gratitude to Improve Your Attitude. When you find yourself focusing on what’s wrong 
in your life, what you don’t have, or what you’re missing out on, adjust your attitude by 
feeling gratitude.  
 

                                            . 
                                           -
                ,              ,                
           ,                                     
          . 
 

Practice Session                   
 

1. Practice on developing positive attitude and behavior  
  

                                           
         

 

 
 
 
 
 
 
 
Decision Making                       :  
 

 
 
Decision making is the process of making choices by identifying a decision, gathering 
information, and assessing alternative resolutions. 
 

                                              ,     -
                    ,                        -
                                     . 
 

Using a step-by-step decision-making process can help you make more deliberate, 
thoughtful decisions by organizing relevant information and defining alternatives. This 
approach increases the chances that you will choose the most satisfying alternative possible. 
 

                                                  
                 ,                               
                                          -
                            . ഈ             
                                          
                  . 
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Tips for decision making  
 

                              : 
 
Step 1: Identify the decision      
    1 :                      :  
 

You realize that you need to make a decision. Try to clearly define the nature of the decision 
you must make. This first step is very important. 
 

                                          .      
                                            
       . ഈ                     . 
 
Step 2 :  Gather relevant information  
 

    2 :                         : 
 

Collect some pertinent information before you make your decision: what information is 
needed, the best sources of information, and how to get it. This step involves both internal 
and external “work.” Some information is internal: you’ll seek it through a process of self-
assessment. Other information is external: you’ll find it online, in books, from other people, 
and from other sources.  
 

                                               
        :                   ,                
       ,                  . ഈ                
          "     "          .                 -
   :                                           -
   .                   :                   
                                                  
      . 
 

Step 3 :  Identify the alternatives  
 

     3 :                           
 

As you collect information, you will probably identify several possible paths of action, or 
alternatives. You can also use your imagination and additional information to construct new 
alternatives. In this step, you will list all possible and desirable alternatives.  
 

                       ,                
                                             
          .                                 
                                           . ഈ 
     ,                                           
       . 
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Step 4 :  Weigh the evidence  
 

     4 :                          
 

Draw on your information and emotions to imagine what it would be like if you carried out 
each of the alternatives to the end. Evaluate whether the need identified in Step 1 would be 
met or resolved through the use of each alternative. As you go through this difficult internal 
process, you’ll begin to favor certain alternatives: those that seem to have a higher potential 
for reaching your goal. Finally, place the alternatives in a priority order, based upon your 
own value system.  
 

              ,                            , 
                              ,        -
                  .      1                  
                                             
                                        . ഈ 
                                           ,      
                                :              
                                         . 
        ,                                       
                         . 
 

Step  5  :  Choose among alternatives  
 

    5 :                              
 

Once you have weighed all the evidence, you are ready to select the alternative that seems to 
be best one for you. You may even choose a combination of alternatives. Your choice in Step 
5 may very likely be the same or similar to the alternative you placed at the top of your list 
at the end of Step 4.  
                           ,                
                                           
        .                                    -
     .      4-                                  -
                          5                    . 
 

Step  6  :  Take action        6 :              
 

You’re now ready to take some positive action by beginning to implement the alternative 
you chose in Step 5.  
 

                5                          
                                      . 
 

Step   7  :  Review your decision & its consequences  
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Steps to decision making:  Identify the decision തീരുമാനമമടുക്കുന്നതിനുള്ള 
നടപടികൾ;  gather information  identify alternatives തീരുമാനം തിരിച്ചറിയുക 
അറിവുകൾ ശേഖരിക്കുക     വിവരങ്ങൾ തിരിച്ചറിയുക;  weigh the 

evidence മതളിവുകൾ കമെത്തുക;  choose among alternatives 
ഇതരമാർഗ്ഗങ്ങൾ തിരമെടുക്കുക;  take action നടപടി എടുക്കുക;  review our 

decision തങ്ങളുമട തീരുമാനം അവശ ാകനം മെയ്യുക;  

     7 :                                        
            
 

In this final step, consider the results of your decision and evaluate whether or not it has 
resolved the need you identified in Step 1. If the decision has not met the identified need, 
you may want to repeat certain steps of the process to make a new decision. For example, 
you might want to gather more detailed or somewhat different information or explore 
additional alternatives 
 

ഈ          ,                               -
              1                               
                     .                        -
          ,                                         
                         .          ,        
                                              -
                                         
               . 
 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              56 
 

Listening Skills                    :  
 
Importance of Listening                           : 
 

Listening is key to all effective communication. Without the ability to listen effectively, 
messages are easily misunderstood.  
 

                                            -
    .                                  ,        
                      . 
 

Stages of listening process                                
 

 Hearing           
 Focusing on the message                            
 Comprehending and interpreting                     

 Analyzing and Evaluating                                       

 Responding                  
 Remembering             
 
 How to be an effective listener                                
 

 Understand the complexities of listening 
 

                              
 

 Prepare to listen                  
 

 Adjust to the situation                       
 

 Focus on ideas or key points 
 

                                             -
       

 Capitalize on the speed differential 
 

                              
 

 Organize material for learning 
 

                                
 

 Establish eye contact with the speaker 
 

                                    
 

 Take notes effectively                             
 

 Be a physically involved listener 
 

                                     
 

 Avoid negative mannerisms                            
 

 Exercise your listening muscles 
 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              57 
 

                                  
 

 Follow the Golden Rule                     

 

Practice Session                
 
1. Listen to paragraph reading                   

 

2. Listen to story telling                    
 

3. Listen and participate in quiz  
  

                                    
 

Negotiating Skills                    :  
 
Negotiation Skills are required to negotiate superior deals in both your business and 
personal life. Negotiating Skills include methods of: communicating, persuading and 
influencing, planning, strategizing, employing tactics, techniques, tool-sets, systems & 
processes, and often teamwork. 
 

                                               -
                                      . 
                              ,        ,        , 
     ,        ,               ,           ,       
&         ,                                  . 
 

Negotiation is a fact of life. Everyone negotiates something every day. 
 

                            .                       
                            . 
 
1. Any method of negotiation may be judged by three criteria: 

 

                                              
 

a. Should produce wise agreement if agreement is possible; 
 

                                      . 
 

b. Should be efficient; 
 

               ; 
 

c. Should improve or at least not damage the relationship between the parties. 
 

                                     
                         . 

 
 

2. Negotiation takes place on two levels: 
 

                       : 
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a. Addresses the substance; 
 

                           
 

b. Focuses on the procedure for dealing with the substance. 
 

                                     
                . 
 

3. Negotiations often viewed as either 
 

                                     : 
 

i. “Hard”   "    " 
 

1. participants are adversaries 
 

                        
 

2. goal is victory                  
 

3. demand concessions as a condition of the relationship  
 

                                
      
 

4. distrust others search for the single answer: the one you will accept 
 

                                     
            .                   . 
 

5. try to win a contest of wills 
 

6.                                  
 

7. apply pressure                  

 

 
ii. “Soft”    "      " 

 

1. participants are friends 
 

                       
 

2. goal is agreement               
 

3. make concessions to cultivate the relationship 
 

                              
  

4. be soft on the people and the problem 
 

                                     
 

5. trust others                     
 

6. change your position easily  
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7. make offers                 
 

8. search for the single answer: the one they will accept 
 

                                 ? 
 

9. insist on agreement                        
 

10. try to avoid contest of will 
 

                                  

 
11. yield to pressure                 

  

4. Seven Elements involved in negotiation: 
 

                       : 
 

1. Interests   
         
 

2. Options    
        
 

3. Alternatives    
           
 

4. Legitimacy    
          
 

5. Communication   
           
 

6. Relationship    
    
 

7. Commitment   
      

 Creative thinking        
              :  

 

Creative thinking means looking at 
something in a new way. It is the very 
definition of “thinking outside the box.” 
Often, creativity in this sense involves 
what is called lateral thinking, or the 
ability to perceive patterns that are not 
obvious. 
 
                     
                       
            . "        
             
           "                     .          ഈ 
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                                ,         
             -                           
        . 
 
Creative people have the ability to devise new ways to carry out tasks, solve problems, and 
meet challenges. 
 

                                              -
                                                    
       . 
 
The main benefits of developing creative thinking include: 
 

                                               : 
 
 Developing creative thinking                              
 

 Brainstorming                     
 

 Mind mapping               
 

 Reframing                   
 

 Envisaging the future                           
 

 Role play             
 

Characteristics of creative thinkers include:  
 

                         : 
 

1. They are communicators                          :  
 

Creativity and confidence are expressed in many ways through both listening and 
communicating.  
 

                                         
                                  . 

 

This is why creative thinkers are good communicators. 
                                       -
      . 
 

Collaboration is also important for this kind of thinking, and good communication is 
essential for work performance as a part of a team.  
 
                               .     
                                            
          . 

 
2. They are open-minded                       :  
 

An open mind is a mind that appreciates criticism, is ready for new solutions and 
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ideas, and isn’t afraid of evaluating ideas. 
 

                             ,             -
                         ,       
                    . 
 

A person who is open-minded is willing to learn from both successes and mistakes, 
being able to grow and develop.  
  

                                             
                   ,                    
      . 

 
3. They are risk-takers                       :  
 

Exploring new ideas and strategies is impossible without risk-taking, as a 
willingness to face challenges and accept change. 
 

                                      
                        ,                        
                             . 
 

Creative thinkers are resilient, and they aren’t afraid of taking a chance, knowing 
that one needs to be brave when exploring innovative and original ways of thinking 
about and solving problems. 
 

                         ,               
                                           
                        ,                   
                             . 
 

They know that leaving a comfort zone is sometimes necessary to succeed, even if it 
means facing the unknown.  
 

                                            -
         ,                               . 

 
4. They are knowledgeable                       :  
 

To develop an understanding of things and situations, you need a background story. 
 

      ,                                 
                  

Knowledge allows creative thinkers to see the full picture, which is why they know a 
lot about the sector they work in. 
 

                                           
          ,                           
                           . 
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They are experts in what they do, and the concept of life-long learning is what they 
base their expertise on. 
 

                            ,               -
                                        . 

 
5. They are flexible                     :  
 

Abilities to adapt to changes and think outside the usual patterns are parts of 
creative thinking, which is why being flexible is a characteristic trait of creative 
thinkers. 

 

                               ,       
                                              , 
                      ,                
                                        . 
 

They welcome changes; they aren’t afraid of changing their method of work, and 
they are good at working with others.  

 

                      ;                     
                       ,                  -
                     . 

 

Empathise                :  
 
It is the ability to share someone else's feelings or experiences by imagining what it would be 
like to be in their situation sympathise: to understand and care about someone's problems.  
 

                                         -
                                            
                                   :             -
                                            . 
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Module  5  :  Social  Interaction 
 

        5 :                 
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Soft Skills 

Copy Right @Tops Security Limited                                                                                              65 
 

Social Interaction                      :  
 

Social interactions are the processes by which we act and react to those around us.: 
 

                                           -
                                    . 
 
Types of social interaction                       : 
 
Nonverbal Communication                                 :  
 

Nonverbal communication is the process of communicating by sending and receiving 
wordless messages. 
 

                                        
                                          . 
 
Exchange               
 

Social exchange theory argues that people form relationships because they determine that it 
is in their best interests to do so.:  
 

                                       
                  ,                 .           
                      . 
 
Cooperation            
 

Cooperation is the process of two or more people working or acting in concert. 
 

                                            
                                   . 
 
Conflict               
 

Social conflict is the struggle for agency or power within a society to gain control of scarce 
resources.:  
 

                                             
                                          
      . 
 
Competition         :  
 

Competition is a contest between people or groups of people for control over resources. 
 

                                                  
             . 
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Stereotypes in Everyday Life                                 
 

A stereotype is a belief about a group of individuals that people apply to any given 
individual deemed to be part of that group.  
 

                                                    
                                        . 
 
Personal Space                 
 

Personal space is the region surrounding people that they regard as psychologically their 
own.:  
 

                                               -
              . 
 
Eye Contact              
 

Eye contact develops in a cultural context and different gazes have different meanings all 
over the world.  
 

                                           , 
                                           . 
 

Applied Body Language                           
 

Body language is a crucial part of social interaction. 
 

                                           . 
 
Example of self-introduction          -                    : 
  

 Hello/ Good Morning Sir/Madam 
 

     /               /       
 

 My name is Arafat Islam.   
 

                         
 

 I live in India at Delhi. 
 

                             
 

 I have a small family of 5 members. 
 

      5                              . 
 

 My father is Nazril Islam. 
 

                          
 

 My mother is Zuby Aktar. 
 

                    . 
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 My father is a foreigner. 
 

                           
 

 My mother is a housewife. 
 

                     . 
 

 I have 2 siblings one young men brother and a sister they both are studying. 
 

                                           
                          
 

 I have done school my school from Central Academy. 
 

                                         . 
 

 Along with, I have done basic computer course.  
 

      ,                              . 
 

 My hobby is football playing. 
 

                           
 
Phrases of Conversation- Greetings   
 

                  -        
 

 Hi/ Hello      /      
 

 Good morning/ Good afternoon/ Good evening. 
 

             /             /     ഈ      
 

 How are you?  / How are you doing?  / How ya doing? (Informal) 
 

            ? /              ? /     ? 
(            ) 
 

 Fine. How about you?       .                  ? 

 
 

Introducing Oneself                         : 
 
 I'm Salim.           . 

 

 Introducing Self                     
 

 I'm Rakesh. (Use first name in informal situations) 
 

            . (                       
                  ) 
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 I'm Salim Khan.                
 

 I'm Rakesh Chauhan. (Use full name in business and  formal situations) 
 

               . (                        -
                             
 

  (It's) nice to meet you.                 (    )         
 

 (It's) nice meeting you. (It's) good to meet you. 
 

  (     )                   .             -
         . 

 

 Nice to meet you too.                         . 
 
Introducing other People                            : 
 

 This is my friend, Suresh.  ------      Hi Suresh, I am Rahul. 
 

                      .----          ,     
     . 
 

 Nice to meet you.       -------           Nice to meet you too. 
 

                      . -------               
      . 

 
Describing People                       
 

Tell me about your father.   ------     Well, he's very friendly, smart and funny. 
 

                           . -      ,     
          ,       ,        . 
 

Tell me about your mother.   ------ She’s tall, thin and beautiful. 
 

                        .     -           
                    . 
 

What is your sister wearing?  -----   She is wearing a pink frock. 
 

                          ? -----          
              . 

 

Face to Face Interaction                                   
 

When two people meet each other and closely interact with each other is face to face 
interaction 

 

                                    
                                           
                  

 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              69 
 

Formal and informal Interaction  
 

                                 
 

 Formal is more polite and also if you don't know the person. 
 

                                           
                . 
 

 In formal is used when talking to friends only! 
 

                                           -
                   ! 
 

Simple formal greetings, introductions and goodbyes conversation 
 

                      ,       ,             
         
 

Greetings   ആേംസകൾ 
Sample  sentence 
           

Sample   Response 
              

Hello, Mr. Jones  
                

Hello. 
     

Hello, teacher.   
          

Hello. 
     

Good morning.            . Good morning.             

Good afternoon  
            

Good afternoon  
            

Good evening.  
    ഈ      

Good evening.  
    ഈ      

How are 
you?            ? 

Fine, thank you. 
         

Introductions     മുഖവുരകൾ 

Teacher Paul, I’d like to introduce you to 
my friend Linda  
    ,               
                   -
                  

It’s a pleasure to meet you. / Pleased to meet you.  
 

                            . / 
                        
 

Good-byes    വിടപറയ ുകൾ 

It was nice meeting you.  
                     
              . 

It was nice meeting you too. 
                  
                 

It was nice to see you. 
                     
                

Same to you. 
       
 

Have a good day.  
                      . 

Thank you. You too. 
            

Good night / Goodbye.  
         /       

Good night / Goodbye. 
         /       
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Simple informal greetings, introductions and goodbyes conversation 
 

                        ,                      
 

Greetings   ആേംസകൾ 
Sample  sentence             Sample   Response                

Hey. Hi.                    ,   Hey. Hi.        ,   
How are ya?                  ? I’m good. All right.  

          .         
How are things?              ? Pretty good.                
How’s it going?                ? OK. Not bad.                       
How ya doing?                 I’m doing good.                
What’s up?        ? Nothing much. Not a whole lot. Nothing. 

Nothing special. Not much. 
 

       .                      . 
                 .              
 

What’s new?                  
What’s happening?            

What are you up to?               
What’s going on?    
                      

Introductions     മുഖവുരകൾ 

Jane, this is John. He’s in my class. 
                        

Hi John.  Nice to meet you. 
                  

Hi. My name’s Jason. 
                 

I’m Jack. Nice to meet you. 
                      

Good-byes    വിടപറയ ുകൾ 

Nice meeting you.              You too 
      . 
 

Take it easy.                    
Take care.           
I’m off.                 OK, bye.             
I gotta go.                     See ya. See ya later. Bye. 

                ,    
 

So, long.              
See ya.           
See ya later.             
Bye.          
 
Practice Session                      
 
1. Interact with friends and parents both informally 

 

                                               
         
 

2. Interact with neighbours formally 
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Practice Session                      
 
1. Give a brief description about yourself in the class 

 

                                         
 

2. Follow polite habits while interacting with your trainers, peers, parents, friends, 
neighbours and the larger society 

 

                                      ,     -
                                        -
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Module  6  :  Group Interaction 
 

        6 :                 
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Group Interaction                      
 

Concept of group                    : 
 

A collection of individuals who have regular contact and frequent interaction, mutual 
influence, common feeling of camaraderie, and who work together to achieve a common set 
of goals.  
 

                                                 
                                                 
                                        
 

Group Dynamics                    :  
 

Group dynamics is a system of behaviours and psychological processes occurring within a 
social group (intragroup dynamics), or between social groups (intergroup dynamics) 
 

                                                  
                                              
                                                   
          
 

Team Building                 
 

Team building is an ongoing process that helps a work group evolve into a cohesive unit. 
The team members not only share expectations for accomplishing group tasks, but trust and 
support one another and respect one another's individual differences. 
 

                                                   
                                                 -
                                                 
                                          
                                           -
                 
 

With good team-building skills, you can unite employees around a common goal and 
generate greater productivity. Without them, you limit yourself and the staff to the effort 
each individual can make alone. 
 

       -                                          -
                                                
                                                
                                             
                
 

Team building is an ongoing process that helps a work group evolve into a cohesive unit. 
The team members not only share expectations for accomplishing group tasks, but trust and 
support one another and respect one another's individual differences. Your role as a team 
builder is to lead your team toward cohesiveness and productivity. A team takes on a life of 
its own and you have to regularly nurture and maintain it, just as you do for individual 
employees. 
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                                             -
                                                
                                               -
                                             
                                                   
                                               -
                  
 
Managing diversity well can enhance team-building  
 

                               -                  
       
 

Team building can lead to:                                
 

 Good communications with participants as team members and individuals 
 

                                        -
                        
 

 Increased department productivity and creativity 
 

                                         
 

 Team members motivated to achieve goals 
 

                                
 

 A climate of cooperation and collaborative problem-solving 
 

                                      -
                        
 

 Higher levels of job satisfaction and commitment 
 

                                     
 

 Higher levels of trust and support 
 

                              
 

 Diverse co-workers working well together 
 

                                        
 

 Clear work objectives 
 

                      
  

 Better operating policies and procedures 
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Steps to Building an Effective Team  
 

                                      
 

The first rule of team building is an obvious one:  to lead a team effectively, you must first 
establish your leadership with each team member. Remember that the most effective team 
leaders build their relationships of trust and loyalty, rather than fear or the power of their 
positions. 
 

                                                   -
                                                    
                                                   
                                              -
                                                
                      
 
 Consider each employee's ideas as valuable. Remember that there is no such thing as 

a stupid idea.  
 

                                      
                                               
 

 Be aware of employees' unspoken feelings. Set an example to team members by being 
open with employees and sensitive to their moods and feelings. 
 

                                          -
                                              
                                             
       
 

 Act as a harmonizing influence. Look for chances to mediate and resolve minor 
disputes; point continually toward the team's higher goals. 
 

                                           
                                        -
                                            
          . 
 

 Be clear when communicating. Be careful to clarify directives. 
 

                                      
                    
 

 Encourage trust and cooperation among employees on your team. Remember that 
the relationships team members establish among themselves are every bit as 
important as those you establish with them. As the team begins to take shape, pay 
close attention to the ways in which team members work together and take steps to 
improve communication, cooperation, trust, and respect in those relationships. 
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                                       -
                                               -
                                             -
                                           -
                                          
        
 

 Encourage team members to share information. Emphasize the importance of each 
team member's contribution and demonstrate how all of their jobs operate together to 
move the entire team closer to its goal. 
 

                                           
                                               
                                              
                                          -
     
 

 Delegate problem-solving tasks to the team. Let the team work on creative solutions 
together.  
 

                                        
                                               
 

 Facilitate communication. Remember that communication is the single most 
important factor in successful teamwork. Facilitating communication does not mean 
holding meetings all the time. Instead it means setting an example by remaining open 
to suggestions and concerns, by asking questions and offering help, and by doing 
everything you can to avoid confusion in your own communication. 
 

                                         
                                          
                                     -
                                             
                                              
                                            
                                    
                                    
 

 Establish team values and goals; evaluate team performance. Be sure to talk with 
members about the progress they are making toward established goals so that 
employees get a sense both of their success and of the challenges that lie ahead. 
Address teamwork in performance standards.  
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                                      .       
                                  
 

Discuss with your team                              : 
 

 What do we really care about in performing our job? 
 

                                  
                   
 

 What does the word success mean to this team? 
 

ഈ                        
 

 What actions can we take to live up to our stated values? 
 

                                        
                                     

 

 Make sure that you have a clear idea of what you need to accomplish; that you know 
what your standards for success are going to be; that you have established clear time 
frames; and that team members understand their responsibilities. 
 

                                       
                                           
                                     
                                      
                       
 

 Use consensus. Set objectives, solve problems, and plan for action. While it takes 
much longer to establish consensus, this method ultimately provides better decisions 
and greater productivity because it secures every employee's commitment to all 
phases of the work. 

 

                                    
                                      
                                      ഈ 
                                          
                                             
                                           
 

 Set ground rules for the team. These are the norms that you and the team establish to 
ensure efficiency and success. They can be simple directives (Team members are to be 
punctual for meetings) or general guidelines (Every team member has the right to 
offer ideas and suggestions), but you should make sure that the team creates these 
ground rules by consensus and commits to them, both as a group and as individuals. 
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                                         -
                                              
ഈ                                          
                                            -
                                 
   

 Establish a method for arriving at a consensus. You may want to conduct open 
debate about the pros and cons of proposals or establish research committees to 
investigate issues and deliver reports. 
 
                              .            -
                                          -
                                            -
                                           -
           

 

 Encourage listening and brainstorming. As supervisor, your first priority in creating 
consensus is to stimulate debate. Remember that employees are often afraid to 
disagree with one another and that this fear can lead your team to make mediocre 
decisions. When you encourage debate, you inspire creativity and that's how you'll 
spur your team on to better results.  

 

      ,                                . 
                  ,                   
              ,                         . 
                                         
              ഈ                            
                                   .      
                          ,          -
                      ,                    
                             . 
 

 Establish the parameters of consensus-building sessions. Be sensitive to the 
frustration that can mount when the team is not achieving consensus. At the outset of 
your meeting, establish time limits, and work with the team to achieve consensus 
within those parameters. Watch out for false consensus; if an agreement is struck too 
quickly, be careful to probe individual team members to discover their real feelings 
about the proposed solution.  

 
                                          . 
                                      
                          .                    
       ,                   ,               
                                           . 
                                     ;     
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                          ,               
                                      
                             . 

 

Symptoms that Signal a Need for Team Building  
 

                                     
 

 Decreased productivity                     
 

 Conflicts or hostility among staff members 
 

                                     . 
 

 Confusion about assignments, missed signals, and unclear relationships 
 

       ,              ,              
                       . 
  

 Decisions misunderstood or not carried through properly 
 

                                            -
            . 
 

 Apathy and lack of involvement                        . 
  

 Lack of initiation, imagination, innovation; routine actions taken for solving complex 
problems 
 

              ,     ,        ;              
                                    . 
  

 Complaints of discrimination or favouritism 
 

                                       . 
 

 Ineffective staff meetings, low participation, minimally effective decisions 
 

                     ,             ,      
                    . 
  

 Negative reactions to the manager 
 

                              . 
 

 Complaints about quality of service 
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Practice Session                   
 
 

1. Participate in group discussion in the classroom 
 

                                
 

2. Give public speech 
 

                    
 

3. Work in coordination in a team and develop your team 
 

                                               
                    

  



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              83 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
Module  7  :   Time Management  
 

        7 :                 
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Time Management                       
 

If you can manage your time well you spend most of your time effectively.  
 

                                            
                                         . 
 

If I give you a note of Rs. 500 and ask you to tear it, you will not do it. You will say, how can 
I waste Rs. 500. But then every day you waste about 30 to 40 percent of your time doing non-
productive things, those things that don’t make you a great seller. And that doesn’t get you 
the result you or your management wants from you. 
 

               500                                 
                   .                 .      
               500                   ?           
       30      40                             -
                     ,                       -
                          .                  
                                           
       . 
 

You will have to look for ways and means through which you can save your time and the 
saved time you can use for preparing for sitting in front of the prospective people in the 
office and from outside. Here you must ensure that your most of the working time must be 
spend in front of the prospects. If you can manage your time well you can be an effective 
person. 
 

                                               
              .                              -
                                           -
                          .                    
              -                    .         
                                           
                      . 
 

Meaning of Time Management                              
 

As an individual, you have various ways through which you can improve your 
effectiveness. Another way through which you can get the same result is through managing 
your time well.   
 

                                           
     -                            .              
                                         
                   . 
 

There is always a problem of having to do so much and having too little time for it. At times 
you would have wondered how fast time flies. So, try to manage your time well so that you 
know how much effectively you are doing your job and how much you are getting the 
results you are working for.   
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                                            .     
                                           
          .       ,                            
             ,                              
                                             
                         . 
 

You have to ensure that you manage your time well and do more in less time. If you really 
want to increase your productivity then you have to really start managing your time well.  
 

                                               -
                                          .  
                                        
       -                                        
            . 
 
Time can be explained by the acronym TIME.  
 

        ഐ                                     . 
 
TIME stands for        ഐ                         : 
 
T –  Things which are to be done and accomplished. 
 

   -                                  
 

I –  Identify what related things are to be done and give time to each of those activities. 
 

  -                                           
                                      

 

M –  Make the most of time available and get your goals within the time lines set. 
 

.   -                                          
                            . 

 

E –  Evaluate and measure your achievement of your goals. 
 

  -                                        -
            . 

 

Importance of time management                                 
 

Time if managed effectively on a daily basis can give: 
                                            
 

 Higher productivity and satisfaction, both, in the professional and personal life. 
 

                                           
                       . 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              87 
 

 It makes one more creative in their work as their mind is more focused.   
 

                                         
                             
 

 A feeling of self-mastery grows on them as they implement actions moving them 
towards goals. 
 

                                     -
                                             
        
 

 They begin to have more energy as things get more organized. 
 

                                           
            . 
 

 With their achievements come praise and rewards from the management which 
motivates them further. 
 

                                          
                                      . 

 

Time Log             :  
 

It is important that you develop a time log and use it every day to see how you are working 
and which of your activities are taking how much time and how much effective you are 
being.  Awareness is really the key to good time management. 
 

                                          
                                            
                                        -
                                     .         
                                  . 
 

The moment you become aware of how you are using your time, you automatically take a 
relook at your life and your priorities. You then become better in using your best times for 
selling face to face within set targets and achieve what you wanted to achieve. Without any 
data, it is often difficult to really find out where you need to modify your time expenditure. 
Maintaining a time log is one of the best ways to find out how much time you are spending 
on various tasks. Time log is very useful in that it gives you live, concrete data on your time 
expenditure. By jotting down how you are spending your time, you automatically become 
more aware. And then start using your time more effectively as a result. 
 

                                           
                           ,                    
                                       .      
                                             
                                           
                                          . 
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             -                          .      
                                          
                                    .         
          -                                      
                      .                      -
                       ,                     -
       .                                          -
                       . 
 

Time Log to manage time well :  Specimen  
 

                                  .       
 

Starting 
time 

     
    

Activity 
       

 

Estimated 
time 

      
       

Actual 
time 
     
     

% 
Productivity 

% 
        

Comments 
      

 
 

9- 9.30 Submit 
report 
         
       

180 min 
180        
 

180 min 
180        
 

100% Satisfied 
        

 

9.30-10 Cold calling 
      
        

60 min 
60        
 

60 min 
60        
 

100% Satisfied 
        

 

10-11 Calling from 
A, B, C lists 
        
         
      
       

60 min 
60        
 

120 min 
120        
 

50% Have to be quick 
           

 

12-1 Field visit 
     
       

60 min 
60        
 

60 min 
60        
 

100% Satisfied 
        

 

1-2 Lunch 
      

60 min 
60        

60 min 
60        

100% Satisfied 
        

2-4 Field visit 
     
       

60 min 
60        

 

120  min 
120        

 

50% Didn’t manage my 
territory well, got late 
            
               
        

4-6 Field visit 
     
       

120 min 
120        
 

120 min 
120        
 

100% Good Result  Satisfied. 
        

        

 
Note  :  This is just a sample of how to develop a time log. You should use it as a guideline to 
develop your own.   
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      :                                         . 
                                                  
          . 
 
How can you manage your time well?  
   

                                     ? 
 

Tips to manage time well:  
 

                                   : 
 

 The best way to organize your time is to be aware of your time at hand. Time flies 
and waits for none. Make the most of the time available by assigning priorities to 
each task you undertake while selling. And then assigning time limit to each of the 
task. This will then become your goal to achieve each task every day within the 
stipulated time without fail. 

 

                                  ,         
                                        . 
                                       .       -
                                          
                                         
              .                              
               .                           -
                                            . 
 

 To maximize your effectiveness, break your task in small chunks, then start doing 
them right away. But do the high priority tasks first and then the other ones. 

 

                             ,               
                                          -
          .     ,                         
                   . 

 

 Be mindful of Parkinson’s Law, which says: ‘Work expands to fill the time available’. 
Most time is wasted because you think you have enough time available for the job at 
hand and very soon time runs out and you find that you have an unfinished job at 
hand. Pressure builds up, you are stressed and your productivity goes down.  

 

                                      ,    
      : '                                   -
      '.                     ,              
                                             
                   ,                       
                                            
      .             ,            ,         
                 .  
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 Monitor your progress and evaluate how you are doing and what are the 
weaknesses. Make sure that you only do those things, which are going to give you 
the desired results.  
 

                                       
      ,                              .  
                                       
                       , 

 

 Be mindful of time wasters and get rid of them. For example, checking your emails 
every now and then is a big-time waster. Avoid it. Likewise think of all other things 
that waste your time, like gossiping with colleagues, reading newspapers in the 
office, making many personal phone calls, drinking too many cups of tea / coffee etc. 
are also time wasters. Once you are aware of such things and when you see a pattern 
has developed which wastes your precious time, start getting rid of them. 

  
                                 ,         -
     .          ,                           
                                    .    
        .                                   
                      ,                    -
          ,                        ,        
                     ,            /       
                                         . 
                                -        , 
                                             
         ,            . 
 

 Do not procrastinate. Always do the right things at the right time with right zeal and 
enthusiasm. Some tasks being difficult or boring, you postpone them to be done 
later. And that ‘later time’ never comes. So, once you have decided about the tasks to 
be done stick to them as per your time schedule. No postponing. Remember, ‘you 
may delay, time will not’  

 

            .                                   
                                      
     .                                     , 
                              .   '      
    '                 .       ,               
                                           
     .           .        , '              
      ,          ' 

 

 Develop a ‘to do’ list and work from it everyday without fail.  
 

    '     '                              
                         . 
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Time Management                   
 

 Watch the PPT on Time Management 
 

                           
 

 Ask relevant questions related to the presentation 
 

                                           
 

 Raise queries on how to manage time 
 

                                        
  

 Note down important points 
 

                        . 
 
 

Practice Session                   
 

1. Develop time management skills in everyday walks of life  
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Module    8  :  Resume Preparation   
 

        8  :                 
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Resume Preparation                       
 

A resume is a self-advertisement that, when done properly, shows how your skills, 
experience, and achievements match the requirements of the job you want. This guide 
provides three free samples on which you can base your resumé. It will also walk you 
through setting up and laying out the content to highlight your skills and grab the reader’s 
attention. 
 

                           ,                    , 
                                             
                                               
     . ഈ                                   
                                 .            
                                                -
                                            
                       . 
 
Tips of writing a resume                                      
 

Format your text.  The first thing that a possible employer will see on your resume is the 
text. For that reason, it is very important that you make the right first impression. Choose a 
professional font in a size 11 or 12. Times New Roman is the classic serif font, while Arial 
and Calibri are two of the better choices for sans-serif. Even though Sans Serif fonts are more 
popular for resume, Yahoo has chosen Helvetica as the best font to use for your resumé. 
 
                           .                          
                                .         , 
                                              
        .                        11         12   
          .                                     
  ,              ,                           
              .                             
                     ,                           -
                                        
             . 
 

Times New Roman is actually a little hard to read on a screen for many people. If you are 
emailing your resume, consider using Georgia instead for a more readable serif font. 
 

                                           
                         .                       
                  ,                         
            ,                   . 
 
You can use multiple fonts for different parts of your resume but try to limit it to two 
maximum. Instead of changing between fonts, try making specific sections bold or italicized 
instead. 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              96 
 

                                                 
                         ,                 
                           .               
             ,                                  
                          . 
 

The font for your header and the introduction to a section may be a size 14 or 16, but 
otherwise you should not use a very large font. 
 

                       ,                    -
                  14         16     ,           
                           . 
 

Your text should always be printed in solid black ink. Make sure to deactivate any 
hyperlinks (like to your email) so that they don’t print in blue or another contrasting color. 
 

                                              -
   .                                   (   -
                     )                     
                                           
 

Set up the page. Your page should have one-inch margins all the way around with 1.5 or 2-
point line spacing. The body of your resume will be aligned to the left and your header 
should be centered at the top of your page. 
 

           .               1.5             2-     -
                                              -
     .                                         -
                                          . 
 

Create your heading. This is the section at the top of your resume which gives all of your 
contact information including your name, address, email, and phone number. Your name 
should be in a slightly larger size - either 14 or 16-point font. If you have both, list your 
home and cell phone numbers. 
 

                      .            ,       ,       , 
                                            -
                                                  . 
                              - 14         16-
                        .                   , 
                                           . 
 

Decide on a layout. There are three general formats for creating a resume: chronological, 
functional, or combination. Your work history and the type of job you are applying for will 
determine the layout style you should use. 
 

                     .                        
              :               ,            ,         
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                     .                         
                                          
                    . 
 

Chronological resumes are used for showing a steady growth in a particular career field. 
These are best used for someone applying to a job within their career-path to show an 
increase of responsibility over time. 
 

                                              
                    .                          
                                           -
                                     . 
 

Functional resumes are focused on skills and experience rather than job history. These are 
best used for someone who may have holes in their work history or who have gained 
experience from being self-employed for a time. 
 
                                              
                                .             -
                                                     
                                        . 
 

Combination resumes are, as it sounds, a combination of both a chronological and a 
functional resume. These are used to show off specific skills and how they were acquired. If 
you have developed a specific skill set from working in a variety of related fields, then this is 
the best resume option for you. 
 

                                      ,         -
                                               . 
                                             
                                   .            
                                             
                           ,                   
                   
 

List your employment history. As this is a chronological resume, your jobs should be listed 
in chronological order with your most recent employment first. Include the name of the 
company, its location, your title, your duties and responsibilities while working there, and 
the dates that you were employed there. 
 

                               .                 
             ,                                     
                                          .      
                                    ,        
    ,               ,                ,      -
                                               
         . 
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It may be beneficial to list your title first, to show off your position in each job. You can also 
choose to list the company name first. Regardless of what you choose, be consistent down 
your entire list. 
 

                                               
                        .                        
                              .                   
          ,                                 -
       . 
 

For each listing, write a “major achievements” or “accomplishments” section with a brief 
description of something important that you accomplished for that job. 
 

                                                -
                               '           '         
''       ''               . 
 

Provide your education history. Same as with your jobs, you should list all of your 
education in chronological order with your most recent schooling first. Include any college 
degrees, trade schools, or apprenticeships you might have participated in. If you graduated 
with a degree, list the name of the degree as well as the year you received it. If you have not 
yet graduated, simply state the years you have attended the program as well as an expected 
graduation date. 
 

                              .                  -
            ,                                   
                                        .      
            ,               ,                   -
                                  .          
                                                  
           .                             -      , 
                                                 
                           . 
 

For each listing, give the university/program name, their address, and your degree or area 
of study. 
 

               ,             /                 ,        
      ,                                      
     . 
 
If you had a cumulative GPA of 3.5 or higher, be sure to list it along with your 
school/degree information. 
 

        3.5                                        
                /                               -
              . 
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Give special qualifications or skills. Once you’ve listed the most important information - 
your work experience and education - you can essentially choose to list anything else you 
find important. Create a section titled “Special Skills” or “Unique Qualifications” with a list 
of these things. 
 

                              .            
                                                -
                     -                       -
                                            . ഈ 
                     "            "         
"               "                            . 
 
If you are fluent in more than one language, list the multiple languages here. Be sure to 
make note of your level of knowledge - for example, beginner, intermediate, novice, 
advanced, fluent, etc. 
 

                              ,                
                 .                              
                         -          ,         , 
           ,       ,        ,              . 
 

If you are well versed in a special area of work that other applicants might not be - such as 
computer programming - be sure to include your level of expertise here. 
 

                                           
           -                           -         -
                                        
 

Give your references. You will need to provide 2-4 professional references (people who 
aren't family or friends)with their name, relationship to you, and contact information 
including their phone number, address, and email.  
 
                      .      2-4               -
     (                                  )      ., 
          ,                 ,                , 
      ,                                      -
     . 
 

The best references to use are a manager or superior to you in your work, or perhaps a 
college professor whose class you did well in. 
 

                                                 
                                             
                                  . 
 

The place you are applying to may contact these people, so always call them in advance to 
let them know that you are using them for a reference and are currently applying for a job. 
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                          ഈ              -
     ,                                          -
                                                  
                       . 
 
 

Practice Session                   
 

1. Prepare a resume for applying for a job by following proper steps. 
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Module    9  :  Interview Preparation   
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Interview Preparation                        :  
 

An invitation for an interview shows that, on paper, you are the right person required by the 
organisation for the vacant position. In fact, it is estimated that 80% of candidates are 
rejected at the application stage so you are really more than three quarters of the way 
towards getting the job! 
 

                                     ,        
                                         -
             .         ,          80% 
                                             
           ,                                      
                ! 
 

Larger organisations will have interviewers who are often personnel professionals, or who 
are trained and experienced interviewers, so expect the interview to be very structured to 
obtain the maximum from you. In smaller firms you are more likely to be interviewed by a 
partner who may not be a trained interviewer. If you are confronted by a 'bad' interviewer 
you will have to work hard to use the questions as a means of conveying the points you 
wish to make. It can be a good idea to try to steer the conversation towards the topics you 
have particular strengths in, highlighting your good points. 
 

                                            
                                              -
       ,                                       
                                                . 
                                            
                                 .          '     ' 
                                              -
                                                 
                                     .             
                                            
                        . 
 

There are several different types of interview/questioning techniques :  
 

                   /                       :  
 

The straightforward chronological interview, where you are asked questions around your 
CV / Application form 
 

          .  . /                                  -
                               
 

Criterion referenced interviews, where you will be asked to give examples of how you meet 
their criteria e.g., examples of teamwork, negotiating, leadership 
 

                          ,                  -
                                        , 
                   ,      ,         
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The  off-the-wall questions where you might be asked some bizarre questions.  This is to see 
if you can think on the spot and how creative/logical you are. 
 

                                     -  -    
       .                               ,      
              /                          . 
 

The pressurized interview where your views will be challenged (or even ridiculed) and you 
might feel like you are being goaded into an argument. If this happens to you do not lose 
your cool, it is to test how you react under extreme pressure and to see if you can hold your 
own without starting a fight or being reduced to tears. 
 

                               (              -
       )                                  
                                               . 
                                    ,        
                                   ,          
                                          
                                           . 
 

Preparation is essential if you want to do well. Have a look at the checklist 
  

                                         .      
           : 
 

Stage 1 – Preparation          1 -         
 

 Re-read your resume. 
 

                              
 

 Prepare questions to ask and to be asked 
 

                                             -
     
 

 Workout clothes to wear                        
 

 Rehearse interview                         
 

 Anticipate the obvious questions during the interview 
 

                                     
 

 Work out a strategy for dealing with stress 
 

                                           
 

 Read vacancy details, employer's literature - what they are and what they want 
 

                ,                       -    
    ,                   
 

 Know where the interview will take place 
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Stage 2 - First Impressions Count       2 -                        
 

 Arrive in good time                           
 

 Make a good entrance                         
 

 Body language - handshake, posture, eye contact 
 

        -          ,     ,                   
 

 Smile            
 
Stage 3 - The Interview       3 -         
 

 Be yourself             
 

 Be honest                   
 

 Be prepared to talk - but not too much 
 

                  -                       
 

 Don't be afraid to ask for clarification 
 

                                
 

 Illustrate your answers with examples 
 

                                        
 

 Be ready to sell yourself                      
 

 Be interesting             
 
Stage 4 - The Final Stage        4 -           
 

 Know when the interview is over - read employer's body language 
 

                              -               
                
 

 Thank him/her for his/her time 
 

      /                             
 

 Learn from the experience - ask for feedback if necessary 
 

                      -                   
          

 

Questions You May Wish to Ask  
 

                                
 

The Organisation         
 

 Major current projects                      
 

 Future developments                          

 



 
Soft Skills 

Copy Right @Tops Security Limited                                                                                              106 
 

Work           
 

 What you would be doing               ? 
 

 How long for              
 

 Typical projects/timescales  
 

                  /              
 

 Variety of work                  

  
Training              
 

 Training offered/possible     
 

                /       
 

 Help with professional qualifications   

                              
 

Colleagues               
 

 Who would you work with? 
 

                       ? 
 

Location        
 

 Where would you be based? 
 

                            ? 
 

 How much travel/mobility           /           
 
Prospects/Salary                /      
 

 Likely progression                   
 

 Where are previous graduates                            

 

General Way of Life                           
 

 Accommodation, amenities, limits on free time etc. 
 

            ,         ,                     . 
 

Questions You Can Prepare For  
 

                                 
 

 Tell us about yourself                           
 

 Why did you choose your degree and what have you gained from it? 
 

                                       ? 
                              ? 
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 What has been your most important achievement in life so far? Why? 
 

                                        
    ?  
 

 What are your strengths and weaknesses? 
 

                             ? 
 

 Why have you applied for this job?  
 

     ഈ                         ? 
 

 What do you have to offer us? 
 

                                ? 
 

 What are the current issues in this sector of work? 
 

ഈ                                  ? 
 

 What experience do you have of working in a team and what role did you play in 
that team? 
 

                                     ,          
                    
 

 Describe a project you have successfully completed. 
 

                                        
        . 
 

 How would your friends describe you? 
 

                                       ? 
 

 Describe a situation you have found difficult. How did you overcome it? 
 

                                          
        .                     ? 
 

 What questions would you like to ask us? 
 

                                 ? 

 
 

Practice Session                   
 

1. Practice mock interview sessions in your classroom 
  

                                              

 


