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tcef; ( 1 )

y#dyu©\vu©Pm&yfowfrSwfjcif;

avhvmrI tusKd;aus;Zl;rsm;

vkyfief;cGiftwGif; jzpfay:wwfonfh yËdyuQrsm;. vuQ%mrsm;/ tqifhrsm;ESifh yËdyuQudk jzpfay:apEdkifonfh
ta=umif;&if;rsm;udk od&Sdvm&rnfjzpfonf?

Ttcef;tm; avhvm+yD;aemuf oifonfæ

• jzpfvmEdkifzG,f&m&Sdaom (odk‹ ) trSefjzpfay:aeaom yËdyuQ. vuQ%mrsm;tm;
azmfjyvmEdkifrnf?

• yËdyuQ. tqifhrsm;udk azmfjyvmEdkifrnf?

• yËdyuQ}uD;xGm;vmr_ESifh qufEG,faeonfh yk*~vduqdkif&m tcsuftvufrsm;tm; azmfjy
vmEdkifrnf?

• yËdyuQ}uD;xGm;vmr_ESifh qufEG,faeonfh vkyfief;cGifqdkif&m tcsuftvufrsm; azmfjy
vmEdkifrnf?

• yËdyuQY yg0ifvmEdkifrnfh vkyfief;cGifjyifytcsuftvufrsm;ta=umif; azmfjyvmEdkifrnf
jzpfygonf?
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ed'gef;

Tacgif;pOfatmufwGif yËdyuQESifh ,if;.vuQ%mrsm;udk az:xkwfavhvm=uygrnf? OD;pGm jzpfvmawmhrnfh odk@r[kwf
jzpfay:aeonfh yËdyuQ. oauFwrsm;ud k avhvm=urnf? xd k @aemuf yËdyuQ}uD;xGm;vmonfh
tqifhtoD;oD;udkvnf; avhvm=urnfjzpf+yD;/ rnfodk@rnfyHk yËdyuQ}uD;vmEdkifonfudkvnf; =unfh&_avhvm=uygrnf?
vlyk*~dKvftvdkuf yËdyuQudk rnfodk@ wkef@jyefrnf/  rnfodk@ udkifwG,fajz&Sif;rnfqdkonfh  ðyrlcsufwdk@tay:
=oZmoufa&mufaponfh  tcsufvuf rsm;pGm&S daeygonf? ,if;wd k @onfvnf; Tacgif;pOf.
tpdwftydkif;rsm;jzpfonf? aemufydkif;wGifrl yËdyuQ }uD;vmapEdkifonfh vkyfief;cGifwGif;/ vkyfief;cGify
tcsufvufrsm;udkvnf; avhvmEkdifygonf?

1/ y#dyu©qdkonfrSm tb,fenf;

vlwdk‹. b0twGif;Yjzpfap/ vkyfief;cGifYjzpfap/ tdrfYjzpfap/ wpfOD;csif;pD.pdwftwGif;Y odk‹r[kwf rdrdwdk‹
t=um; wif;rmr_qDodk‹  OD;wnfa&muf&Sd oGm;aponfh wpHkw&maom jzpfysufr_udk ac:qdkygonf?

yËdyuQ[lonfrSm &Sif;vif;ajymjy&ef vG,fulonfht&mwckr[kwfyg? vlwOD;wa,mufonf oD;jcm;
tajctaew&yfY jzpf&yfwpfcktay: yËdyuQ[k,lqEdkifaomfvnf; tjcm;wOD;url yËdyuQ[k ,lqaumif;rS
,lqayvdrfhrnf? vlwdk‹t=um;ESifh olwdk‹. tzGJŒtpnf;rsm;twGif; tusdK;pD;yGm; zDvmqefŒusifjzpfvmaomtcg
yËdyuQ [lonf jzpfyGm;vmygawmhonf?

yËdyuQudk rsm;aomtm;jzifh  vG,fulpGm owdðyrdEdkifygonf? odk@aomf wcgw&HwGifrl owdðyrd&ef cJ,Of;wwf
ygonf?

rnfodk‹jzpfap/ yËdyuQtwGif;Y rdrdwdk‹  odk‹r[kwf rdrdwdk‹ . &nfrSef;xm;csufrsm;tm; xdyg;+cdrf;ajcmuf
vm+yD[k cHpm;ae&olwOD; yg0if+rJjzpfygonf? wcgw&H TcHpm;&r_rSm txiftjrif vGJrSm;aejcif;jzpfEdkifygonf?
trSefyifjzpfap/ txifrSm;onfjzpfap TESpfrsdK;vHk;onf yËdyuQjzpfaeonfh tajctaersm;yif jzpfygonf?
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2/ y#dyu©\vu©Pmrsm;

atmufyg vuQ%mrsm;tygt0if yËdyuQwGif az: jycsuf trsm;tjym;&Sdygonf æ

• vlwOD;. tðytrl ajymif;vJvmjcif;
• vlwdk‹ tm;a&Smifz,fvmjcif; (odk‹ ) vkyfief;cGifrS a0;&mYaevmjcif;
• idkaºuG;jcif; (odk‹ ) vG,fulpGm pdwfwdkvmjcif;
• pdwfwif;=uyfvmjcif;ESifh yl;aygif;aqmif&Gufvdkpdwfuif;rJhvmjcif;

3/ y#dyu©\tqifhrsm;

yËdyuQonf/ yk*~dKvfwOD;. pdwfroufrom cHpm;&r_ tqifhrS cdkuf&efjzpfyGm;r_txd tqifhtrsdK;rsdK;tm;
jzwfoef;oGm;avh&Sdygonf?

yËdyuQ}uD;vmEdkifonfh t"dutqifh ig;rsdK;&Sdygonf?

pdwfroufromcHpm;&rl

rnfonfh yËdyuQjzpfaeonfudk xkwfajymjy&ef cufcJaumif;cufcJaernfjzpfaomfvnf;/  pdwfroufrom
cHpm;ae=u&onf? E_wfrSzGifh[rajymjyaomfvnf; pdwfcHpm;&r_rSm ay:aygufaeonf? E_wfqdwfvmrnf/
aemufqkwf§tav#mhay;vdkvmrnf (odkŒ)trlt,majymif;vmrnf?
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tjzpftysufrsm;

pdwfroufromjzpfaeolwdkŒtm; pdwfqdk; pdwfwdkvmaprnfh tao;tzGJ tjzpftysufrsm;yifjzpfonf?
Oyrm - vkyfief;cGiftwGif;Y jzpfavh&Sdonfh tajymif;tvJtao;tr$m;uav;rsm;u vlwdk‹tm;

,cifuESifhrwlonfh tðytrl trlt,majymif;vJvmr_udk jzpfay:apwwfygonf?

em;vnfrlvGJrSm;jcif;

wOD;wa,mufu tjcm;olwOD;. qdkvdk&if;udk (odk‹ ) tajymtqdktay: em;vnfr_vGJrSm;ygu/ yËdyuQ
wqifhxyfwufvm+yDjzpfonf? Oyrm- tvkyform;wOD;u rdrdonftultnDay;wwfol wOD;jzpfa=umif;
jyo&efóud;yrf;r_tay:/ tultnDay;cH&olvkyfom;u 0ifa&mufpGufzufonf (odk‹ ) tjypf&Smonf[k tawG;
aygufoGm;wwfjcif;rsdK;udkqdkvdkygonf?

pdwfwif;Muyfjcif;

yËdyuQjzpfae=uolrsm;rSm yËdyuQjzpfbufESifhywfouf+yD;/ pdwfwif;=uyfr_udk cHpm;ae&onfhtjyif
wOD;tay:wOD; r,Hk=unfr_rsm;/ oHo,rsm;xm;vmwwf=uygonf? aq;vdyf ydkaomufjcif;/ tH}udwfxm;jcif;
wdk@uJhodk@  pdwfzdpD;r_udk !$efjyonfh tðytrlrsm;ydkrdkðyvkyfvm+yD qdkygu wpHkwOD;onf pdwfwif;=uyfr_udk
cHpm;ae&+yD;jzpfygonf? wbufvlESifh qufvufI rnfodk‹ ajyvnfatmifqufqH&rnfhtay: Yvnf;
aomua&mufaumif;a&mufaeygrnf?

tMuyftwnf;

yËdyuQjzpfae=uolrsm;onf t=uyftwnf;tqifhY yH krSefqufqHa&;twdkif; bmr#rjzpfovdk
qufvuf[efaqmifI raeEdkif=uawmhyg? qufqHðyrlyHk tqdk;bufodk@ ododomom ajymif;vmrnf odk‹r[kwf
&efvd kvmrnf? t&mt&mwdkif;rSm tqifajyaeouJhod k ‹ oabmxm;+yD; qufvufaqmif&Guf&ef
rjzpfEdkifawmhonfhtqifhjzpfonf? txl;ojzifh rdrdwdkŒ b0vrf;a=umif; tcsdK;tauGŒ (tajymif;tvJ}uD;rsm;)
óuHawGŒ=u&onfh umvrsm;Y ,if;tqifha&mufvm+yD;/ aygufuGJxGufwwfygonf?

4/ y#dyu©tay: MoZmoufa&mufaponfh yk*¾dKvfa&;qdkif&m tcsuftvufrsm;

vlwdk@onf wpfOD;ESifh wpfOD;uGJjym;jcm;em;onfhtwGuf ,if;wdk@. qufqHajymqdkyHk/ udk,f&nfudk,faoG;
wdk@onfvnf; uGJjym;=uygonf? tusdK;quftaejzifh yËdyuQtay: ,if;wdk@ wkef@jyefyHkrSmvnf; uGJjym;avh&Sdygonf?

DealingWith Conflict.pmd 5/24/2007, 12:04 PM5



a'oqdkif&mpDrHcef@cGJrSKenf;ynmoifwef;

y@ dyQtm;udkifwG,fajz7Sif;jcif; avhvma7;pmapmif
6

vlwdk@tay: Y ,if;wdk@.pdwfaeoabmxm;/ wefzdk;xm;r_ESifh b0twGuf ta&;ygonfh ta=umif;
tcsufrsm;u   =oZmoufa&mufavh&Sdygonf? vlwpfOD;wnf;rSmyif ,if; pdwfaepdwfxm;/ wefbdk;xm;yHkESifh b0Y
ta&;ygr_owfrSwfcsufwdk@onfh tajctaeay:rlwnfI ajymif;vJavh&Sdygonf?

 yËdyuQtay: vlwdkŒ. wHkŒjyefr_rsm;rSm trsdK;rsdK;jzpfEdkifaomfvnf;/ t"dtm;jzifh wHkŒjyefyHkenf;vrf; ig;&yf
&Sdygonf?

vlwOD;onf yËdyuQwpfckwnf;rSmyif wHkŒjyefyHkenf;wckxufruudk toHk;ðyEdkifygonf?

wHkŒjyefyHk enf;vrf; ig;&yftm; avhvm=unfhrnfqdkv#if -

aemufqkwfay; (tavQmhay;jcif;)

� yËdyuQESifh ywfoufI  a&Smif&Sm;&eftwGuf vlwOD;onf aemufqkwf (tav#mh) ay;wwfygonf?
� rdrdwdkŒ. vkdtyfcsuftm; pGef@v$wfum yËdyuQESifh uif;atmifaevdk=uygonf?
� &Hzef&HcgwGif yËdyuQY yg0ifywfouf&rnfudk ,if;wdk‹onf a=umuf&GŒHwwf=uonf? odk‹r[kwf yËdyuQ

udk  &ifqdkifajz&Sif; &efxuf/ tav#mhay;vdkufjcif;u ydkIvG,fonf[k olwdkŒ ,lqwwf=uygonf?
(pum;eJ - &efpJ)

twif;tMuyfaqmif&Gufjcif; (t"r®aqmif&Gufjcif; - zdtm;ay;jcif;)

� yËdyuQjzpfcsdefwGif wOD;OD;u usefolrsm;udk ol.ajz&Sif;enf;twdkif;usefolrsm;vdkufyg&ef tiftm;oHk;&ef
óud;pm; avh&Sdwwfygonf?
� TwHkŒjyefr_tm; toHk;ðyolrSm tjcm;olrsm;. (odk‹ ) tzGJŒtpnf;. &nfrSef;csufrsm;udk  pdwf

r0ifpm;wwfyg?
� tjcm;olrsm;. pdwf0ifpm;r_tm; rsufuG,fðyI rdrdwdkŒ vdktiftwdkif;om aqmif&Guf wwfygonf?
� rdrdwdkŒ vdkcsifonfht&m &&Sda&;udkom pdwf0ifpm;wwfonf? tjcm;olwdkŒu rdrdtm; ESpfoufonf

jzpfap rESpfoufonfjzpfap tav;rxm;wwfyg?

ajyjypfacsmarmapjcif;

� TwHkŒjyefenf;tm; toHk;ðyolrSm rdrdtm;trsm;u ESpfoufapvdkoljzpfygonf?
� tqdkygyk*~dKvfrsm;onf yËdyuQa=umifh qufqHa&;rysufjym;atmif tm;xkwfygrnf?
� Tyk*~dKvfu yËdyuQ[lonf vlwdkŒ. qufqHa&;udk zsufqD;aomt&m[k jrifwwf+yD; t&m&mudk

ajyjypfacsmarmap&efESifh vlwdkif;ESifh  &if;ESD;cifrifr_wnf+rJap&ef óud;yrf;wwfoljzpfonf?
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tjyeftvSef tavQmhay;ñSdEIdif;jcif;

� Tyk*~dKvfrSm yËdyuQjzpfaomtcg “ESpfOD;ESpfbuf oabmwlnDEdkifrnfhtcsuf”udk &Smwwfygonf?
� vlwdkŒt=um; oabmnDr#r_ &SmazGjcif;onf yËdyuQudk ajz&Sif;&ef taumif;qHk;enf;jzpfonf[k

tjrif&Sdoljzpfonf?
� Tenf;udkusifhoHk;&eftwGuf rdrdwdkŒ. &nfrSef;xm;csuf tm;vHk;r[kwfaomfvnf; tcsdKŒw0uftm;

tav#mhay;=u&efvdkygonf?
� tjcm;olrsm;ESifh ajyjypfacsmarmaom qufqHr_ tvHk;pHkr[kwfaomfvnf; tpdwftydkif;tcsdKŒudk

tqHk;&H_;cH=u&rnfjzpfonf?
� tjcm;bufrSvnf; wpHkw&mtav#mhay;&ef jyifqifxm;=uoifha=umif; ar#mfvifhxm; =uolrsm;

jzpfygonf?

aphpyfñSdEdIif;jcif;

� Tenf;udk usifhoHk;olrsm;taeESifh yËdyuQqdkonfrSm ajz&Sif;&efyifjzpfa=umif;oHk;oyf&_jrifwwfonf?
aphpyf!d‡E_dif;olonf yËdyuQudk ra=umuf&GHŒonfhtjyif qdk;0g;aom t&m[lIvnf; rjrifyg?
� aphpyf!d‡E_dif;jcif;tay: ,Hk=unfoltaejzifhawG;qonfrSm aphpyf!‡dE_dif;jcif;[lonf/ yËdyuQtwGif;

yg0if=uoltm;vHk;onf yËdyuQajz&Sif;+yD;aemuf rdrdwdkŒ vdktifrsm; tjynfh&=u&rnfhtjyif/ &v'ftjzpf
wOD;ESifhwOD; qufqHa&;vnf;wdk;wufvm&rnf[kjzpfonf?
� aphpyf!‡dE_dif;olwOD;taejzifh yËdyuQjzpfolwdkŒonf tav#mhay;vufv$wfp&mrvdkbJ/ ESpfbufoabm

wlnDonfh tajccHtcsuftvufrsm;udk pl;prf;&SmazGygonf? odkŒrSom ESpfbufausvnfonfh
oabmwlnDcsufwck &&SdEdkifrnf[k,lqavh&Sdygonf?
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� Tenf;udk toHk;ðyEdkif&ef yËdyuQjzpfaeolwdkŒu rdrdwdk@wGif wlnDonfh &nfrSef;csuf&Sdjcif;§ r&Sdjcif;tay:
tav;*&krðybJ &nfrSef;csufrsm;jynfhajrmufrnfh ESpfbufoabmwlnDcsufw&yf &&Sd&eftvkdŒiSm
vma&mufaphpyf!‡dE_dif;=u&efvdktyfayonf?
� aphpyf!d‡Ed _if;olwOD;u awG;qonfrSm aphpyf!‡dEd _if;jcif;onf yËdyuQjzpfaeolwdkŒtwGif;

jzpfay:cHpm;ae&onfh qdk;0g;aom cHpm;&csufrsm;udk ajz&Sif;&efrSm taumif;qHk;jzpfa=umif;ESifh
Ttcsufu qufqHa&; wdk;wufap&ef axmufulrnf[k yifjzpfonf?

5/ vlyk*¾Kdvftvdkuf y#dyu©tay:MoZmoufa&mufaponfh tjcm;tcsufrsm;

vlwdk@onf tdrfYjzpfap/ vkyfief;cGifwGifjzpfap yËdyuQtay: wOD;ESifhwOD; rwluGJjym;pGm wkef@jyefwwfavh&Sdyg
onf? yËdyuQwpfckwnf;rSmyif tajctaeay:rlwnfI wkef@jyefr_uGJjym;wwfygonf?

vlwOD;u yËdyuQtay:wHkŒjyefonfh enf;vrf;rSm yËdyuQtwGif; rdrdESifhyËdyuQjzpfbuftay: rlwnfI
ajymif;vJaewwfouJhodk@ vkyfief;cGif (odkŒ) vl‹ tzGJŒtpnf;twGif;&Sd yËdyuQjzpfaeolwOD;csif;. &mxl;ae&mtay:vnf;
rlwnfaejyefygonf? vdifuGJjym;r_ (odkŒ) ,Ofaus;r_uGmjcm;jcif;uvnf;/ yËdyuQtay:wHkŒjyefonfhenf;vrf;tay:
=oZmoufa&mufaumif; oufa&mufapygvdrfhrnf?

vkyfief;cGiftwGif;Yvnf; yËdyuQtay: =oZmoufa&mufonfh tcsufvufrsm;pGm&Sdygonf?

6/ vkyfief;cGifzGJ hpnf;rI

vkyfief;cGifwckY &mxl;t}uD;qHk;jzpfolrsm;onf xdyfydkif;Y &SdaeouJhodkŒ vkyfom;rsm;rSm tzGJŒtpnf;.
atmufajcY &Sdaeavh&Sdygonf?

xdkŒjyif rnfolu rnfolŒudk wm0efcH&rnf[lonfhtcsuftm; &Sif;vif;pGmazmfjyxm;onfh zGJŒpnf;yHk
vnf;&Sdavh&Sdygonf?

yËdyuQwpHkw&may:aygufvmygu (odkŒ) ay:aygufvkeD;tajcodkŒ a&muf&Sdvmygu/  &mxl;}uD;jrifhonfh
0efxrf;rsm;taejzifh wm0efcHaqmif&Gufolrsm;yDyD/ tjcm;olrsm;xuf jzpfysufaeonfhtay:wGif ydkrdkwm0ef&Sdaeygonf?
tjcm;olrsm;uvnf; &mxl;}uD;jrifholrsm;udk yËdyuQESifh pyfvsOf;I qHk;jzwfcsufcsrSwfay;&ef ar#mfvifhxm;avh&Sd
=uygonf?

tu,fI tzGJŒtpnf;twGif; wm0efcHaqmif&Guf&r_ (odkŒ) wm0ef&Sdr_ u¾rsm; yDjyifpGmowf rSwfxm;jcif;
r&Sdygu/ qHk;jzwfcsufudk rnfolucsrSwfrnf[lonfhtcsuftay:/ 0efxrf;rsm;taejzifh a0cGJr& jzpfwwf&m/
Ttcsufonf yËdyuQudk jzpfay:aponfhtcsuf jzpfoGm;wwfygonf?
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7/ tvkyfwm0efazmfjycsufrsm;ESifh vkyfxHk;vkyfenf;

tu,fI vkyfom;rsm;tm; wlnDaom vkyfief;wm0efrsm;udk ay;tyfvdkufrnfqdkygu/ rnfolu
rnfonfht&mudk ðyvkyfrnf[lonfhtcsufrSm &_yfaxG;oGm;Edkifygonf?

tvkyfwm0efazmfjycsufrsm;onf &Sif;vif;jywfom;r_&SdrSom/ wOD;. tvkyfu¾udkwOD;em; vnfvmEdkif+yD;/
tpktzGJŒwckozG,f vkyfief;aqmif&GufEdkif=urnf jzpfygonf? tvkyfu¾&Sif;vif;r_r&Sdjcif;onf/ vkyfief;cGiftwGif;
yËdyuQzefwD;&mY t"dutcsuftvuf wcsufjzpfygonf?

wOD;ESifhwOD;qufoG,fr_ESifh owif;tcsuftvufzvS,fr_pepfrsm; zefwD;aqmif&Gufxm;onfh
enf;vrf;onf/ yËdyuQwm;qD;&m ae&mY ta&;ygonfhenf;vrf;jzpfonf?

8/ vkyfief;cGiftwGif;NydKifqdkifrI

vlwdkif;Y vkyfief;cGiftwGif; udk,fydkifOD;pm;ay;r_rsm;ESifh pdwf0ifpm;r_ (tusdK;pD;yGm;) rsm;&Sdwwf =uygonf?
tcsdK@ òydifqdkifvdkpdwf&Sdonfh 0efxrf;rsm;onf vkyfief;cGifY tjcm;olrsm;u ,if;wdk@ESifh rwlnDonfhawG;qcsufrsm;&Sdygu
yËdyuQjzpfr_qDodkŒ OD;wnfoGm;wwfygonf?

tcsdKŒaom olrsm;onf todtrSwfðycH&&efESifh &mxl;wdk;wuf&ef tvkd&Sdwwf=u&m olwdkŒESifh
awG;ac:yHkjcif;rwlol rnfolESifhrqdk t}uD;tus,f òydifqdkif+yD; oabmxm;jcif;uGJvGJwwf=uygonf? tu,fI ‚if;wdk‹
onf ta0zefcH& ( odk‹ r[kwf ) trSm;jyifay;jcif;cH&ygu yËdyuQjzpfay:aponfh enf;jzifh wkH‹ jyefaumif;wkH‹
jyefygvdrfhrnf?

9/ vkyfief;cGifESifh vkyfom;wdk h©\tusdK;pD;yGm;

tzGJŒtpnf;wdkif;Y rdrdwdkŒ. &nfrSef;csufrsm;&Sd=uygonf? tcsdKŒrSm tzGJ@tpnf;}uD;xGm;vmvdkjcif;/ tpdk;&.
todtrSwfðyr_cH,lvdkjcif;/ rdrdwdkŒ. &oHk;rSef;ajctwGif; aqmif&Gufvdkjcif;ESifh tcsdefrDtvkyf +yD;pD;vdkjcif;wdkŒ
&Sdwwf=uonf? tu,fI vkyfief;cGifESifh vkyfom;wdkŒY wlnDaom tusdK;pD;yGm;rsm;&Sd=uygu tzGJ@tpnf;wGif;Y yËdyuQ
enf;yg;oGm; EdkifzG,f&m&Sdygonf?
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wcgw&H vkyfief;cGifESifh vkyfom;wdkŒtwGif; tusdK;pD;yGm; xdyfwdkufawG‹r_ jzpfwwf=uygonf? tu,fI
vkyfief;cGifESifh vkyfom;wdk‹ . &nfrSef;csufESifh tusdK;pD;yGm;wdkŒonf vdkufavsmnDaxGr&Sdygu yËdyuQonfom&v'f
tjzpf xGufay:vmrnfjzpfygonf?

10/ pDrHcef hcGJrI pGrf;&nf

u|rf;usifaom pDrHcefŒcGJr_ pGrf;&nfESifh aumif;rGefaom vkyfief;pepfrsm;u ydkrd kaumif;rGefonfh
vkyfief;qufpyfr_udk jzpfay:apI yËdyuQrsm;udk enf;yg;apygonf? tu,fI pDrHcefŒcGJr_Y jy\emrsm;&Sdygu
0efxrf;rsm;taejzifh &_yfaxG;r_rsm; (odkŒ) rcsifhr&Jjzpfr_rsm;udk &ifqdkif&ayrnf? yËdyuQjzpfay:vmu ,if;wdkŒudk
csOf;uyfajz&Sif;&mY u|rf;usifonfh pDrHcefŒcGJr_&Sd&efvdktyfygonf?

xdkŒa=umifh qufoG,fr_qdkif&m/ pDpOfaqmif&Gufr_qdkif&mESifh h aphpyf!‡dE_dif;r_qdkif&m u|rf;usifr_wdkŒ
&Sd&efvdktyfygonf?

11/ y#dyu©qDodk hOD;wnfoGm;aponfh vkyfief;cGifjyify tcsuftvufrsm;

wcgw&H vlwdkŒonf rdrdwdkŒ. yk*~vdu udpP&yfrsm;tm; vkyfief;cGiftwGif;odkŒ owdrrlyJ o,f
aqmifvmwwf=uonf? tqdkygudpP&yfrsm;rSm rdom;pkta&;/ usef;rma&; (odkŒ) aiGa=u;qdkif&m ylyifaomu
rsm;jzpf=uygonf?

r[kwfbl; &efukeftoif;ur[kwfbl; &efukeftoif;ur[kwfbl; &efukeftoif;ur[kwfbl; &efukeftoif;ur[kwfbl; &efukeftoif;u

ydkaumif;wmuG/ydkaumif;wmuG/ydkaumif;wmuG/ydkaumif;wmuG/ydkaumif;wmuG/

rEÅav;toif;u . . .rEÅav;toif;u . . .rEÅav;toif;u . . .rEÅav;toif;u . . .rEÅav;toif;u . . .
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vkyfom;rsm;onf vkyfief;cGifodk‹  us,fjyefŒvSaom u|rf;usifr_ESifh aqmif&Gufr_wdkŒ ,laqmif vmavh
&Sd=uygonf?  vkyfief;cGifqdkonfrSmvnf; vltrsdK;rsdK;ESifh aygif;pyfzGJŒpnf;xm;&m pdwf0ifpm;zG,f ae&mwckyif jzpfygonf?

vkyfom;rsm;rSm yk*~vdu aomursm; (odkŒ) rwlnDaom ,Ofaus;r_ "avhxHk;wrf;aemufcHrsm; &Sd=uygu/
,if;tcsufonf yËdyuQudkcsOf;uyfajz&Sif;&rnfh enf;vrf;tay: =oZmoufa&mufEdkifygonf?wcgw&H wpHkw&maom
ta=umif;t&mtm; &,farmbG,f&mtjzpf ajymqdkvdkufaomfvnf; wzufom;vlu rcHr&yfEdkifjzpfum/
a'gojzifhwHkŒjyefwwfygonf? wOD;ESifhwOD; odu|rf;xm;ygu twlwuG aumif;pGm tvkyfvkyfEdkif=urnfjzpfygonf?
&Hzef&Hcg vkyfom;rsm;twGif; òydifzufjzpfay:vmygu jy\emudk jzpfyGm;apwwfygonf? ‚if;wdk‹onf abmvHk;toif;
woif;tm; tm;ay;r_ (odkŒ) rdom;pktwGif; ckduf&efjzpfyGm;xm;r_wdkŒ jzpfaumif;jzpfygvdrfhrnf?

vkyfom;ESpfOD;pvHk;u rdrdwdkŒ. rdom;pktay: opPm&Sda=umif;jyovdk&mrS vkyfief;cGiftwGif; tcuftcJrsm;
vnf; jzpfay:wwfygonf? yk*~dKvfa&;&m aomursm;/ wOD;ESifhwOD;qufqHyHk/ wOD; ESifhwOD;tawGŒtóuH uGmjcm;r_
ponfwdkŒu yËdyuQudk ydkrdkqdk;0g;atmif wGef;ydkŒwwfygonf?

tESpfcsKyf

Ttcef;Y jzpfEdkifajc&Sdaom (odkŒ) yuwdjzpfay:aeaom yËdyuQrsm;. vuQ%m&yfrsm;udk qef;ppfcJhyg onf?
yËdyuQtqifhrsm;tm; aqG;aEG;jcif;jzifh yËdyuQ rnfodkŒwkd;wuf }uD;xGm; vma=umif;odjrifcJhygonf? yËdyuQtay:
vlwdkŒrnfodkŒ wkHŒjyefr_tay: tusdK;oufa&mufaponfh woD;yk*~vqdkif&m tcsuftvufrsm;udk avhvmcJh=uygonf?

xdkŒa=umifh yËdyuQ }uD;xGm;vmr_tay: =oZmoufa&mufEdkifonfh vkyfief;cGiftwGif; tcsuftvuf rsm;udkvnf;
qef;ppfcJ h =uonf? ed*H k;tm;jzif h yËdyuQY yg0ifvmrnfh vkyfief;cGif jyify tcsuftvufrsm;udkvnf;
avhvmcJh=u+yD;jzpfygonf?

�����
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tcef; ( 2 )

y#dyu©udk udkifwG,fajz&Sif;&efr[mAsL[mrsm;

avhvmrI tusKd;aus;Zl;rsm;

vkyfief;cGiftwGif; yËdyuQudk csOf;uyfajz&Sif;&ef r[mAsL[mrsm; t}uHjyKwifjyjcif;

Ttcef;tm;avhvm+yD;aemuf oifonf -

� yËdyuQtm; tðyoabmajz&Sif;&eftwGuf oifhawmfonfhenf;vrf;rsm;udk &&SdEkdifrnfh
r[mAsL[mrsm; }uHqcsrSwfvmEdkifrnf?

� yËdyuQudkajz&Sif;+yD;aemuf vkyfief;cGif qufqHa&;rsm; rysufjym;aprnfh ajz&Sif;enf;rsm;udk
&&Sdatmif rnfodk@ aqmif&Guf&rnfwdk@udk oifod&Sdvmrnfjzpfonf?
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ed'gef;

vkyfief;cGiftwGif; jzpfay:wwfonfh yËdyuQrsm;tm;csOf;uyfajz&Sif; &mY toHk;ðyEdkifrnfh csOf;uyfenf; (odkŒ)
enf;vrf;tcsdKŒudk  Ttcef;Y avhvm=urnfjzpfygonf?

yËdyuQudk wkef@jyefEdkifonfh tcsdK‹enf;vrf;rsm; rnfodkŒrnfyHktoHk;0ifa=umif;/ yËdyuQajz&Sif;&mYyg0ifonfh
tqifhrsm;ESifh yËdyuQw&yfudk rnfodk@yHkazmf=unfhEdkifrnf ponfwdkŒudkvnf; avhvmoGm; =u&ygrnf?

aemufqHk;wGif yËdyuQudkajz&Sif;+yD;aemuf vkyfief;cGiftwGif; vkyfief;qufqHa&;rsm;udk qufvufwnf+rJ
atmif rnfodk@xdrf;odrf;&rnfqdkonfh r[mAsL[mrsm;udk avhvm=u&ygrnf?

1/ y#dyu©tm; csOf;uyfajz&Sif;Edkifonfh r[mAsL[mrsm;

yËdyuQtay: vlwdkŒ. wHkŒjyefenf;vrf;rsm;tm; tydkif; (1) Y avhvmcJh+yD;jzpfygonf? ,ckyËdyuQajz&Sif;rnfh
r[mAsL[mrsm;onfvnf;  xdkwHkŒjyefr_enf;vrf;ig;ckESifh qufpyfaeygonf?

vlwOD;taejzifh yËdyuQtwGif; yg0ifywfoufaeolrsm;tay: rlwnfI wkef@jyefonfhenf;vrf;
trsdK;rsdK;uGJjym;oGm;Edkifygonf?

yËdyuQudk wkef@jyefEdkifonfh wHk@jyefr_ig;rsdK;udk od&Sdxm;&ef ta&;}uD;onfhtjyif ‚if;wdk‹ udk enf;rSefvrf;rSefESifh
tcsdefudkuftoHk;ðy&efvnf; ta&;}uD;ygonf?

,ckwifjyrnfh r[mAsL[mrsm;wGif yËdyuQtay: a0zefoHk;oyfjcif;ESifh rnfonfhodk@ajz&Sif;rnfqdkonfh
qHk;jzwfcsufcsrSwfjcif;wdkŒ yg0if=uyg onf?

2/ r[mAsL[mwckra&G;cs,frD pOf;pm;&rnfhtcsuftvufrsm;

¶ yËdyuQtwGif; yg0if=uolrsm;. qufqHr_ rnfr#ta&;ygoenf;

¶ yËdyuQjzpfaeaom vl (odkŒ) tzGJŒtpnf;. &nfrSef;csufrsm; rnfodkŒ&Sdoenf;

¶ yËdyuQjzpfaeaomolwdkŒ. xifjrif,lqcsufrsm; ajymif;vG,fjyifvG,f &Sdygovm;
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3/ y#dyu©tm;ajz&Sif;&ef pnf;rsOf;rsm;

¶ oifhtaejzifh yËdyuQjzpfaecsdefwGif aemufqkwftavsmhay;r_udk tcsdef=umjrifhpGm toHk;rðyEdkifyg?
¶ rdrdqENtwdkif; tjcm;olrsm;tm; zdtm;ay;ygu yËdyuQonf qufvuf jzpfay:aernfjzpfonf?

¶ yËdyuQjzpfae=uolrsm;u rdrdwdkŒ. &nfrSef;csufrsm;udk a0r#cGJa0vdk=urSomv#if ajyjypfacsmarGŒpGm
ajz&Sif;enf;onf tvkyfjzpfEdkifygrnf? xdk@tjyif wpfOD;wa,mufonf tjcm;oludk ulnD&eftwGuf
‚if;.&nfrSef;csufudk pGef‹ v$wf&ef pdwfvnf;xufoefae&rnfjzpfonf?

¶ tjyeftvSef tav#mhay;!‡dEd _if;jcif;onf yËdyuQajz&Sif;&mwGif a&wdkY toHk;0ifonfh
r[mAsL[mjzpfygonf?

¶ yËdyuQ&Sdaeonf[lI 0efcHxm;jcif; (odxm;jcif;)rSm yËdyuQajz&Sif;a&;twGuf ta&;ygonfh
yxrtqifhyifjzpf ygonf?

¶ yËdyuQajz&Sif;&mwGif tcsdK@t=uyftwnf;rsm;udk ausmfv$m;&ef [moOm%fudk toHk;ðyyg?
¶ yËdyuQonf jzpfwwfonfhoabm&Sdonf? odkŒaomf tðyoabmjzifh ajz&Sif;I &Edkifygonf[k

vufcHxm;yg?
¶ vkyfief;cGif tajctaewGif tzGJŒtpnf; tqifajyajyvnfywfEdkif&eftvdkŒXm/ refae*sm

aqmif&Guf&rnfh wdusaom (oD;oef‹ jzpfaom) vkyfief;wm0ef&Sdonf[k tjcm;0efxrf;rsm;u vufcH
xm;&ygrnf?

4/ y#dyu©tm; yHkazmfjcif;

yËdyuQw&yftm; azmfjyxm;onfh yHkpHrSm Z,m;wcsyfESifh wlygonf? tqdkygZ,m;wGif yËdyuQY yg0ifol
wOD;csif; (odkŒ) tkyfpk. vkdtyfcsufrsm; (vdktifqEN/ tusdK;pD;yGm;/ wefzdk;) ESifh pdk;&HGŒr_rsm; (a=umifh=ur_/ ylyifaomu)
ponfwdkŒudk jyoxm;ygonf? tqdkyg vkdtyfcsufrsm;tm; pm&if;wapmiftjzpfa&;csvdkufygu yËdyuQudk

'DrSm - igwdk hajymzdk hqdkzd k hawmh'DrSm - igwdk hajymzdk hqdkzd k hawmh'DrSm - igwdk hajymzdk hqdkzd k hawmh'DrSm - igwdk hajymzdk hqdkzd k hawmh'DrSm - igwdk hajymzdk hqdkzd k hawmh

vdkaeNyDvdkaeNyDvdkaeNyDvdkaeNyDvdkaeNyD
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tusOf;csKyfazmfjycsufay:xGufvmrnfhtjyif/ ajz&Sif;&efcsOf;uyfenf;w&yfudk azmfxkwf+yD;jzpfoGm;ygvdrfhrnf? tqdkyg
csOf;uyfenf;onf yHkaz:csufwGif yg&Sdaom pdk;&G@Hr_rsm;udkvnf; rjzpfaponfh enf;vrf;jzpf&ygrnf?

yHkazmfjcif;[lonf yËdyuQudk ajz&Sif;rnfhcsOf;uyfenf;yifjzpfonf? oif.yËdyuQudk yHkaz:xm;csufu
oifhtaeESifh yËdyuQ ajz&Sif;&ef rnfonfh r[mAsL[mtm; toHk;ðyEdkifa=umif; !$efjyygvdrfhrnf?

atmufygOyrmudk avhvm=unfhygæ
}uD;=uyfolESif h óudqdkjyef=um;a&;

vlr_tzGJ@tpnf;}uD;wpfck. tkyfcsKyfa&;&Hk;wGif tr_xrf;aeaom }uD;=uyfol trsdK;orD;wpfOD;onf óudqdk jyef=um;a&;
wm0ef,laeonfh trsdK;orD;onf wm0efuspm;yGJwGif r&Sdonfudk owdðyrdae+yDjzpfonf? Todk@jzpf&onfrSm
olrtaejzifh av;ESpforDt&G,forD;i,fudk xdef;ausmif;ae&aom a=umifhjzpfonf? olru tjcm;0efxrf;rsm;tm;
ol@wm0efrsm;udk 0dkif;0ef;ul&efr=umc% tultnD awmif;cHae&onf?
Todk@aomtajctaewGif tjcm;0efxrf;rsm;u }uD;=uyfol trsdK;orD;udk vkyfief;cGifh yHkpHwus jzpfa&;twGuf
óudqdkjyef=um;a&;trsdK;orD;ESifhywfouf+yD;/ wpHkwck aqmif&Gufay;apvdk=uonf? odk@aomfvnf; }uD;=uyfoltaejzifh
óudqdkjyef=um;a&;udk csOf;uyfajymqdk&ef tcufawG@aeavonf? wbufwGifvnf; }uD;=uyfolu rajz&Sif;bJ
aeavav/ 0efxrf;rsm;u rcsifhr&Jjzpfum a'goxGuf avavjzpfvmaeonf?
}uD;=uyfoltrsdK;orD;taejzifh óudqdkjyef=um;a&;trsdK;orD;onf wOD;wnf;aom rdcif (uav;wGif zcifr&Sd) jzpfonfudk
odae&onfhtwGuf ,ckuJhodk rEdkifreif;jzpf&a=umif;udkvnf; em;vnf xm;avonf? xdk@a=umifh olru yËdyuQudk
ajz&Sif;Edkifonfh enf;vrf;rsm;&&Sda&;twGuf yHkaz:=unfh&ef qHk;jzwf vdkufonf?
yHkaz:&&Sdcsufu yËdyuQwGif rnfolawGyg0ifaeonf? rnfonfht&mrsm;jzpfae=uonfudk az: jyay;yg vdrfhrnf?

yHkazmfcsufrSm atmufygZ,m;ozG,fxGufay:vmygonf?

}uD;=uyfa&;rª;

vdktyfcsufrsm; pdk;&HGŒr_rsm;

� tvkyf+yD;pD;ap&ef � refae*sm. av;pm;r_udk qHk;&H_;jcif;
� refae*smxHtpD&ifcH&ef � tm%mjyonf[k xifjrifcH&jcif;
� {nhfóudtm;*&kðy&ef � tajctaetay: rxdef;Edkifjcif;
� aumif;rGefonfh tvkyftzGJŒwzGJŒ&&Sd&ef � vkyfom;rsm;. a'go

� pdwfroufromjzpfaeonfh {nfhóud
{nfhóud

vdktyfcsufrsm; pdk;&HGŒr_rsm;

� uav;i,ftm; ðypkapmifha&Smuf&ef � tvkyfðywfjcif;

Needs

Needs Fears

Fears
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� aiG&&Sd&ef � rdcifwOD;taejzifh wm0efrausjcif;
� rdcifwOD;tjzpftdrfaxmifr_udk Edkifeif;&ef � axmufcHr_ r&&Sdjcif;
� tzGJŒESifh tqifajyr_&&Sd&ef � t&m&mudk rEdkifeif;jcif;
� vkyfief; (tvkyf) pdwfcs&r_&Sdap&ef � rdrduav;i,frSm vspfvsL&_r_ cHae&+yD[k

(tvkyfrðywf&ef) ajymqdk=ujcif;

tjcm;0efxrf;rsm;

vkdtyfcsufrsm; pdk;&HGŒr_rsm;

� rdrdwdkŒtvkyf rdrdwdkŒvkyf&ef � tajctaeydkrdkqdk;0g;vmrnf
� av;pm;r_cH&&ef � rr#rwtoHk;ðyvmonf
� {nfhóududk *&kðy&efESifhrdrdwdkŒ tvkyf+yD;ajrmuf&ef � oabmwlnDvmrnf
� {nfhóudaumif;wOD;&&Sd&ef � =oZmtm%m usqif;vmrnf

� axmufyHhr_uif;rJhvmrnf

txufyg yHkpHtm;=unfh&_I/ yËdyuQtm; csOf;uyfEdkifrnfh enf;vrf;tcsdKŒudk }uD;=uyfa&;rª;taejzifh
pOf;pm;vmEdkifygonf? tqdkygenf;vrf;rsm;rSm æ

� udpP&yfESifhywfoufI 0efxrf;tpnf;ta0;w&yfac:,l&ef

� {nfhóudtm; OD;pm;ay;rsm; pOf;pm;a&G;cs,f&mY tultnDay;&ef

� {nfhóudtm;ydkrdkaumif;rGefonfh uav;ðypkapmifha&Smufa&;rsm;&&Sdap&ef tultnDay;&ef

� vlESpfOD;tm; tcsdefydkif;tvkyfrsm;ay;I {nfhóud. tvkyfudk cGJa0ay;&ef

� tvSnfhuspepfcsrSwfjcif;jzifh  {nfhóudtay:&Sd tvkyfrsm;udk w&m;r#wpGm cGJa0ay;&ef

txufyga&G;cs,fzG,f&menf;vrf;rsm;u tajctaetm; xda&mufpGm udkifwG,f ajz&Sif;Edkifa&;twGuf/
}uD;=uyfa&;rª;udk taxmuftuljzpfapygonf? xdkŒjyif olrtaejzifh yËdyuQwGif ywfoufaeolwdkif;. vdktyfcsuf
tcsdKŒudk jznfhqnf;ay;Edkifrnfh ajz&Sif;r_w&yf&Sda=umif; awGŒ&SdvmEdkifayrnf?

olr taejzifhæ

Ð yËdyuQudk rnfodkŒajz&Sif;rnfjzpfa=umif; a&;csvmEdkifonf ( ajz&Sif;enf;)

FearsNeeds
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Ð {nfhóudESifhtjcm;0efxrf;rsm;tm;  jzpfay:aeonfhyËdyuQta=umif;/ jzpfEdkifajc&Sdonfh ajz&Sif;enf;rsm;
ta=umif;udk awGŒqHkaqG;aEG;&ef qHk;jzwfaumif;qHk;jzwfygvdrfhrnf?

Ð yËdyuQudk ajz&Sif;&ef {nfhóudtm; ESpfudk,f=um; aqG;aEG;r_jzifh pwifvmEdkifygonf?

5/ y#dyu©tajctaersm;twGif; qufqHa&; rysufjym;atmif xdef;odrf;jcif;

u|EkfyfwdkŒonf yËdyuQtm; tðyoabmajz&Sif;&ef wHkŒjyefr_ tqifhqifhudk avhvmcJh=u +yD;jzpfygonf?
odkŒaomfvnf; vkyfief;cGif tajctaersm;u 0efxrf;rsm;tm; yl;aygif;aqmif&GufEdkifpGrf;/ tm;vHk;oabmwlonfh
tvkyf!SdEd_if;r_&,lEdkifpGrf;wdk@udk t+rJwap prf;oyfaernfjzpfayonf?

yËdyuQtajctaersm;twGif; aphpyf!‡dE_dif;r_pGrf;&nfrSm twlwuG tvkyfvkyf=uolrsm; twGuf r&Sdrjzpfonfh
pGrf;&nfyifjzpfygonf?

yËdyuQwcktm; ajz&Sif;&eftwGuf aphpyf!‡dE_dif;jcif;udk t"du r[mAsL[mtjzpf toHk;ðyrnfqdkygu
xdkaajz&Sif;r_wGif tqifhig;qifhyg0ifrnfjzpfygonf?

yËdyuQtm; t"dỳg,fzGifhqdkjcif; Defining the conflict

� yËdyuQtwGif;yg0if=uolrsm;onf rnfonfhtcsufay:wGif yËdyuQjzpfaeonfqdkonfhtay: oabmwlnD
r_ r&Sdygu tqdkyg yËdyuQtm; pwifajz&Sif;Edkifrnfr[kwfay?

� yËdyuQjzpfaeolwdkif;u rdrdwdkŒrnfonfht&mudk tvdk&Sda=umif;ESifh rnfodkŒcHpm;=u&a=umif;tm; zGifh[
ajymqdk=u&ef vdktyfygonf?

� yËdyuQjzpfol ESpfOD;awGŒqHkI tjyeftvSefaqG;aEG;ajz&Sif;Edkif&ef tqdkyg yËdyuQtwGif; ryg0ifol refae*sm
(odkŒ)}uD;=uyfa&;rª; wOD;OD;u r=umc%yif yg0ifulnDay;&ef vdktyfygonf? (jzefajzol)

� wcgw&HwGif yËdyuQjzpfaeolwdk@onf rdrdwdkŒ. vdktyfcsufESifhcHpm;csufrsm;udk zGifh[ajymqdk&ef
tcuftcJjzpfaumif; jzpfEdkifygonf?

� tu,fI ESpfOD;pvHk;u rdrdwdkŒ. cHpm;&csufESifh vdktyfcsufwdkŒtm; zGifh[ajymqdkEdkif=urnf qdkygu
yËdyuQudk ajz&Sif;&ef ydkrdkvG,fulr_&Sdygrnf?
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ta=umif;jycsufrsm; zvS,fjcif; Exchaining the reasons

� yËdyuQjzpfae=uolrsm;taejzifh rdrdwdkŒonf yËdyuQajz&Sif;+yD;aemuf tcsdK‹  tcsuftvufrsm;tm;
tb,fa=umifh vdktyfa=umif;ESifh  yËdyuQa=umifhrnfodkŒcHpm;&a=umif;wdkŒtm; wOD;ESifhwOD;
awGŒqHkajymqdk=u&mY yg0if=uap&ef

� wOD;.tjriftay: tjcm;wOD;u em;vnfr_ydkavav bufESpfbuf awGŒqHkajymqdk+yD; yËdyuQ tay:
ydkrdk&Sif;vif;um em;vnfr_udk wnfaqmufEdkifavav jzpfygonf?

� rdrdwpfOD;wnf;. vdktifqENwckwnf;ay: Y &yfwnfaqG;aEG;onfxuf bufESpfbufvHk;.
vdktyfcsufESifh vdktifqENrsm;tay: aqG;aEG;=u&efta&;}uD;ygonf?

� yËdyuQjzpfae=uol wOD;csif;pDu rdrdwdkŒ. vdktyfcsuftay: Y OD;wnfxm;oifh+yD;/ tb,fa=umifh
ta&;}uD;&a=umif; &Sif;vif;ajymqdk&ygrnf? odk@aomf usefwbufu wpHkw&m pGef@v$wf&rnf
qdkonfh  t"dỳg,fr[kwfyg?

� ta=umif;jycsufrsm; zvS,faecsdefwGif tjcm;olrsm;. aqG;aEG;wifjyr_tay: *&kwpdkuf wav;wpm;
em;axmifyg?

tjrifrsm; zvS,fjcif; Changing perspectives

� yËdyuQtm; ausausvnfvnfajz&Sif;vdkonfqdkygu yËdyuQtm; rdrdESifh yËdyuQjzpfaeolrsm;u
rnfodk@&_jrifonfudk od&Sdatmifóud;yrf;&rnfjzpfonf? (olwdk@ae&mrS 0ifI yËdyuQudk cHpm; =unfh&_&ef
jzpfygonf?)

� vlwdkif;wGif wlnDaom tjrif&Sd=uonf[k r,lqygESifh?

� oifonf rdrdESifhyËdyuQjzpfbufrsm;. tjrifudk ydkrdkem;vnfr_&Sdavav/ wOD;ESifhwOD; qufqHa&;
aumif;rGefajyvnfvm+yD;/ yËdyuQudk ydkrdkem;vnfvmavav jzpfvmygvdrfhrnf?

� rdrdESifhyËdyuQjzpfbufrsm;. tjrifrsm;tay: awG;awmem;vnfEdkifr_u/ oifhtm; yËdyuQudk
rnfodkŒajz&Sif;Edkifonfqdkonftcsufudk &SmazG&mwGif  ydkrdkus,fjyef‹pGm pOfpm;EdkifpGrf;udkay;ygvdrfhrnf?

yËdyuQajz&Sif;&ef a&G;cs,fp&m enf;vrf;rsm; &SmazGjcif; Finding options

� yËdyuQtwGif;yg0ifolrsm;onf yËdyuQudk rnfodk@ajz&Sif;v#if vufcHrnfqdkonfh pdwful;pdwfoef;rsm;
xm;&Sdavh&Sdygonf?
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� yËdyuQudk ajz&Sif;&mwGif a&G;cs,f&ef enf;vrf;rsm;pGm&Sdjcif;u taumif;qHk;yifjzpfygonf?

� a&G;cs,f&ef enf;vrf;rsm;avav oifhavsmfonfhenf;vrf;wckudk awGŒ&SdEdkifavavjzpf ygonf?

� rnfonfh ajz&Sif;enf;u yËdyuQudk qufvuf&SdEdkifrnf odk@r[kwf }uD;xGm;vmaprnf qdkonfh
tcsuftay: ESpfbufvHk;u ajymqdkaqG;aEG;=u&ef ta&;}uD;ygonf?

� yËdyuQudk ajz&Sif;&ef tvm;tvm &Sdonfh enf;vrf;rsm;tm;vHk;udk pm&if;csa&;yg?

oabmwlnDr_w&yfodk ha&muf&Sdjcif; Reaching agreement

� yËdyuQtwGif;yg0if=uolrsm;onf tvm;tvm &Sdonfh enf;vrf;rsm;rS rnfonhfenf;vrf;tay:
oabmwlnD r_&Sdonfudk qHk;jzwf&ygrnf?

� taumif;qHk;ajz&Sifenf;udk qHk;jzwf&mY yËdyuQjzpfoltm;vHk;tay: w&m;r#wr_&Sd+yD; aemifwGif
ay:vmEdkifonf hyËdyuQrsm;udk  csufjcif;ajz&Sif;Edkifrnfhenf;tm; twnfðy&rnfjzpfonf?

� taumif;qHk; yËdyuQajz&Sif;enf;u aemifwGif yËdyuQrjzpfatmif rnfodk@ xdef;odrf;qufqH
aexdkif=urnf/ yËdyuQjyefvnfjzpfay: jcif;&Sd§r&Sdrnfodk@ jyefvnf ppfaq;=urnf qdkonfh tcsufrsm;
ygonfh tajzyifjzpfonf?
� tvm;tvm&Sdonfh ajz&Sif;enf;rsm;rS ESpfbufvHk;oabmwlnDonfh tajzudkr&ao;ygu

TjzpfpOftwdkif;tprSwzefjyefI óud;yrf;yg?

usaemfvdkcsifwm--usaemfvdkcsifwm--usaemfvdkcsifwm--usaemfvdkcsifwm--usaemfvdkcsifwm--

usaemfcHpm;&wm---usaemfcHpm;&wm---usaemfcHpm;&wm---usaemfcHpm;&wm---usaemfcHpm;&wm---

cifAsm;udkusaemfem;vnfwmuawmh-cifAsm;udkusaemfem;vnfwmuawmh-cifAsm;udkusaemfem;vnfwmuawmh-cifAsm;udkusaemfem;vnfwmuawmh-cifAsm;udkusaemfem;vnfwmuawmh-
usrwdk hvkyfoifhwm--usrwdk hvkyfoifhwm--usrwdk hvkyfoifhwm--usrwdk hvkyfoifhwm--usrwdk hvkyfoifhwm--

usr&Sifhudkem;vnfwmu--usr&Sifhudkem;vnfwmu--usr&Sifhudkem;vnfwmu--usr&Sifhudkem;vnfwmu--usr&Sifhudkem;vnfwmu--
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6/ y #dyu©jzpfjyD;aemuf vkyfief;cGifqufqHa&; xdef;odrf;&mwGif xnfhoGif;pOf;pm;&rnfhtcsufrsm;

a&G;cs,fvdkufonfh enf;vrf;onf tzGJŒtpnf;ESifh tH0ifcGifusr_ (tqifajyr_) &Sd&efvdktyfonfh tjyif
yËdyuQtwGif; yg0ifonfh 0efxrf;rsm;omru/ tjcm;0efxrf;rsm;twGufyg tqifajyaom enf;vrf;jzpf&ygrnf?

( Oyrm - &oHk;rSef;ajc tuef‹ towf )

7/ ñSdEIdif;r&Edkifaom y#dyu©rsm;

wcgw&H oabmwlnDr_w&yf &&Sd&ef vHk;0rjzpfEdkifonfh tajctaersdK;vnf; &Sdwwfygonf? tqdkyg
tajctaewdkŒwGif atmufygwdkŒyg0ifygonfæ

Ð yËdyuQajz&Sif;onfhtcsdef ESifh ajz&Sif;enf;u pnf;rsOf;pnf;urf;rudkufnDcsdefrsm;

Ð yËdyuQjzpfbufwOD;u ‚if;tm; cGJjcm;qufqHaeonf[k cHpm;&csdef

Ð yËdyuQjzpfbufwOD;u vHk;0oabmrwl[k pdwfydkif;jzwfxm;csdef odk@r[kwf wbuf. tvdkqENudk
vHk;0 rvdkufavsmEdkifaom tcsdef

wcgw&HwGif =um;0ifjzefajzol wpfOD; yg0ifvmjcif;u yËdyuQjzpfaeolwdk‹udk oabmwlnDr_wpfck&aprnf
r[kwfyg?

yËdyuQjzpfbufwOD;u +cdrf;ajcmufr_ (odkŒ) v$rf;rdk;csKyfudkifxm;r_ cH&onf[k cHpm;&ygu rnfonfhta=umif;
jycsufr# ray;bJ/ t+rJwap oabmrwl[k ajymaumif;ajymEdkifygonf?

tu,fI oifhtaejzifh oabmrwl[k ajymrnfqdkygu ta=umif;jycsufcdkifvHkygap? taumif;qHk; ajz&Sif;enf;
wpfck&&Sdatmif aqG;aEG;ajymqdk&efESifh aphpyf!d‡ E_dif;&ef xm0pOfjyifqifxm;yg?
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tESpfcsKyf

vkyfief;cGifwGif jzpfay:wwfonfh yËdyuQrsm; ajz&Sif;&mY toHk;ðyEdkifonfh r[mAsL[mrsm; ta=umif;
Ttcef;Y avhvmcJ h =uygonf? xdkŒjyif yËdyuQxl;jcm;csuftvdkuf rnfonfh r[mAsL[mrsm;rSm
toHk;t0ifqHk;jzpfEdkifa=umif;udkvnf; qef;ppf&ef óud;yrf;cJh=uygonf? yËdyuQajz&Sif;&mY yg0ifonfhtqifhrsm;tm;
azmfjycJhonfhtjyif yËdyuQyHkazmfr_enf;udk avhvmcJh=uonf?

yËdyuQw&yfjzpfay:+yD;aemuf vkyfief;cGifwGif; vkyfief;cGifqufqHa&;xdef;odrf;ay;rnfh/ r[mAsL[mrsm;udkvnf;
ed*Hk;taejzifh avhvmcJh=uonf? xdkodk@xdef;odrf;&mwGif xnfhoGif;pOf;pm;&rnfh vkyfief;cGifqdkif&mudpP&yfrsm; ta=umif;/
pOf;pm;cJh=u+yD;jzpfygonf?

�����
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tcef; ( 3 )

y#dyu©udk wkH hjyefjcif;

avhvmrI tusKd;aus;Zl;rsm;

vkyfief;cGiftwGif;YyËdyuQtm; tðyoabmaqmifpGm wHkŒjyefEkdif&ef  vlr_qufqHa&;qdkif&mu|rf;usifr_rsm;tm;
toHk;ðyvmEdkifjcif;?

Ttcef;tm;avhvm+yD;aemufoifonf æ

á umva'oESifh avsmfnDpGm rnfodk@ qufqHaqmif&rnfqdkonfh tcsufrsm;od&Sdvmrnf?

á atmufygtcsuftvufrsm; yg0ifonfh  xda&mufaomE_wfjzifhajymqdkqufqHr_ ESifh E_wfajympum;vHk;jzifh
r[kwfonfh vlr_qufoG,fa&;rsm;udk toHk;csvmEdkifrnfjzpfonf? ,if;wdk@rSm -

� udk,f[eftrlt&mjzifh ajymjcif; ( cE<maA'bmompum; )
� ar;cGef;xkwfjcif;
� bmompum; yHkpH
� pdwf0ifpm;pGm em;axmifjcif;
� tquftpyf&SdpGmwHkŒjyefajymqdkjcif;

á  udk,fa&;umuG,faomwHkŒjyefr_ ay;vmEdkifrnf?

á wbufrS qifajcrygaom wHkŒjyefr_udk &,lvmEdkifrnfjzpfygonf?
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ed'gef;

 yËdyuQudk ajz&Sif;&mY ta&;tygqHk; &_a'gifhwckjzpfonfh vlr_qufqHa&;ta=umif;udk  Ttcef;Y
avhvmygrnf? vltrsm;onf wOD;ESif hwOD; xda&muf&Sif;vif;pGm qufqHEd kif=uygu/ yËdyuQrsm;udk
vG,fulpGmajz&Sif;Edkifygvdrfhrnf? xdk@tjyif vlr_qufqHa&;Y csdefom;udkufr_ESifh 0ef;usifwdkŒ. ta&;ygyHkta=umif;
avhvm=uygrnf? xda&mufonfh vlr_qufqHa&;yHkpHrsm;jzpfaom E_wfajympum;jzifh ajymqdkqufqHjcif;ESifh
E_wfajympum;r[kwfonfh enf;rsm;ESifh qufoG,fcsufrsm; toHk;ðyyHkudk avhvmrnfhtjyif/ udk,fa&;umuG,fonfh
vlr_qufqHa&; (Assertive Communication ) u|rf;usifr_rsm;udkvnf; avhvm=urnfjzpfygonf?

ed*Hk;tjzpf/ tjcm;olrsm;. wHkŒjyefr_tm; qifajcray;bJ rnfodk@rnfyHk vufcH&,lEdkifyHkrsm;udkvnf; avhvm
=uygrnf? Ttcsuftm;vHk;onf  vkyfief;cGif twGif;Y yËdyuQudk tðyoabmaqmifpGm ajz&Sif;a&;twGuf ta&;yg
onfh vlr_qufqHa&;qdkif&m tcsufrsm;jzpf=uygonf?

1/ csdefom;udkufrIESifh 0ef;usif

yËdyuQajz&Sif;aomtcg csdefom;udkufr_ESifh 0ef;usifu &v'f trsdK;rsdK;udk jzpfay:apygonf? tu,fI
yËdyuQjzpfaeolwdkŒonf oufawmifhoufom&Sd+yD; pdwfaysmhajymif;r_&Sdaeygu/ ydkrdkvGwfvyf yGifhvif;pGm
ajymqdkaqG;aEG;Edkif=uygrnf? xdkŒodk@r[kwfbJ ae&mESifhtcsdefu yËdyuQjzpfbuf wOD;OD;tm; rcHr&yfEdkifjzpfapaom
(odkŒ) pdwfqdk;pdwfwdkjzpfapom ae&m§tcsdef jzpfaeyguvnf;/ yËdyuQudk pwifajz&Sif;&ef tcuftcJ&SdvmEdkif ygonf?

tcsdefusa&mufrIa&G;cs,fjcif;

a&G;cs,fonfh tcsdefonf yËdyuQ.bufESpfbufvHk;(odk@r[kwf) oufqdkifoltm;vHk;u oabmus
ESpfoufr_&Sdonfh tcsdefjzpfoifhygonf?

ae&mrSef a&G;cs,fjcif;

yËdyuQajz&Sif;rnfhae&mudk owdðya&G;cs,foifhygonf? ae&mrSm oufawmifhoufom&Sdjcif;/ oD;oefŒjzpfjcif;
ESifh wdwfqdwf+idrfoufr_&Sdjcif;wdk@ESifh jynfhpHk&ef ta&;}uD;ygonf?

á wcgw&Hvkyfief;cGifESifha0;&mY yËdyuQajz&Sif;jcif;onf  yËdyuQjzpfbufESpfbufvHk;twGuf ydkrdk
aumif;rGefaom pDpOfr_jzpfaewwfygonf?

á rdrdwdk‹aexdkif&mae&mY yËdyuQajz&Sif;&efaqG;aEG;r_ðyvkyfygu rdrd.yËdyuQjzpfbuftaejzifh ae&m.
v$rf;rdk;r_ cHpm;&+yD; wyef;&_H;ovdkrsdK; cHpm;&apwwfygonf?
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á yËdyuQjzpfolwOD;. aetdrf (odkŒ) txl;ojzifh yËdyuQjzpfbufwbufrSm Xmet}uD;tuJ
wOD;jzpfaev#if ol. &Hk;cef;Y yËdyuQajz&Sif;ygu xda&mufpGm ajz&Sif;Edkifvdrfhrnfr[kwfyg?

á yËdyuQjzpfbuf rnfolwOD;wa,mufudkr# tav;omr_r&Sdonfh ae&mwckY awGŒqHk&ef
oabmwlnDyg? &mxl;t&Sdeft0g/ tav;tayght&/ r#wr_udk cHpm;&ap&ef vdktyfygonf?

2/ vdif? ,Ofaus;rIESifh qufpyfywfoufrIpOf;pm;csufrsm;

 vdifuGJjym;r_ESifh ,Ofaus;r_aemufcH tcsufrsm;u yËdyuQajz&Sif;r_tay: odomxif&Sm;onfh =oZm
oufa&mufr_ wpHkw&m&SdEdkifa=umif;udk u|Ekfyfwdk‹  oHk;oyfcJh=uygonf?

yËdyuQajz&Sif;&mY ae&mESifh tcsdefuJhodk@yif rnfolyg0ifonf[lonfh tcsufonfvnf;  tusdK;
oufa&mufr_udk jzpfay:apygonfæ

Ð trsdK;om;wOD;ESifh jzpfaeonfh yËdyuQajz&Sif;&mY trsdK;orD;wOD;taejzifh t&Sdef=oZmuif;rJhonf[k
cHpm;&ygu/ rdrdtm; ulnDyHhydk;ay;&eftjcm;trsdK;orD;wOD;tm; xdkae&mY &Sdaeapvdkrnfjzpfygonf?

Ð t&m&Sdt}uD;tuJ odk@r[kwf 0efxrf;wpfOD;ESifh  aqG;rsKd;awmfpyfaom vkyfom; odk@r[kwf 0efxrf;
wpfOD;onf xdkt&m&Sd§0efxrf;ESifh ‚if;wdk@=um; yËdyuQajz&Sif;aomtcg rdrdwdk@ aqGrsdK;xJrS tjcm;wOD;
odk@r[kwf aqG;rsdK;rsm;udk yg0ifywfoufapvdkrnfjzpfygrnf?

Ð vkyfief;cGif yËdyuQjzpfaomfvnf; aqG;rsdK;csif;jzpfaeygu wcgw&HwGif aqG;rsdK;xJrS touft&G,f
}uD;&ifholrsm; yg0ifaqG;aEG;r_rSm ta&;}uD;ygonf? odkŒrSom yËdyuQtay: ,Ofaus;r_t& enf;vrf;
rSefuefpGm ajz&Sif;Edkifrnfjzpfayonf?

Ð rwlnDonfh ,Ofaus;r_rS vmolrsm; yËdyuQ jzpfygu yËdyuQajz&Sif;pOfwGif tjcm;olrsm;tm;
avhvmolrsm; tjzpf yg0ifapjcif;u/ wcgw&HtultnDudk jzpfay:apygonf?

Ð wcgw&HwGif yËdyuQjzpfaeolwdk@onf ‚if;wdk@udk,fpm;tjcm;olrsm;tm; yËdyuQudk 0ifa&muf&Sif;vif;ay;&ef
yef=um;Edkifygonf? odkŒrSom yËdyuQjzpfbufrsm;onf yËdyuQ rajyvnfrcsif;  wOD;ESifhwOD; rsufESmjcif;
qdkif&ef vdktyfawmhrnf r[kwfyg?

yËdyuQjzpfbufwdkŒt=um; qufqHr_aumif;rGefygu/ wOD;ESifhwOD;ydkrdkvG,fulpGm em;vnfEdkif=urnfjzpfygonf?
tu,fI &if;ESD;onfh qufqHa&;r&Sdxm;ygu tjcm;olwdkŒ. tultnDvdktyfaumif;vdktyfEdkifygonf?
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3/ xda&mufonfh EIwfjzifhqufoG,fa&;ESifh EIwfajympum;vHk;r[kwfonfh qufoG,fa&;

Effective non-verbal and verbal communication

qufoG,fa&;onf ESpfrsdK;&SdEdkifygonfæ

á E_wftm;jzifhajymqdkjcif;ESifh

á E_wfjzifhzGifh[I ajymqdkr_ rðyonfh qufoG,fa&;wdkŒjzpfygonf?

yËdyuQtm; tpDtpOfwusajz&Sif;&mY TtrsdK;tpm;ESpfckpvkHk; ta&;}uD;ygonf?

u|EkfyfwdkŒu tjcm;olrsm;udk  qufoG,fr_ðyonfh enf;vrf; u u|EkfyfwdkŒxHrS tjcm;olwdkŒvufcH&&Sdrnfh
owif; tcsuftvuftay: tusdK;oufa&mufr_&Sdygonf? xdkŒa=umifh u|EkfyfwdkŒajymqdkonfh ta=umif;t&monf
ta&;yg&Hkomruæ

Ô u|EkfyfwdkŒrnfodkŒajymqdkonfESifh

Ô ajymqdk=upOftwGif; u|EkfyfwdkŒ. =unfh[ef/ v_yf&Sm;[efwdkŒonfvnf; ta&;ygvSygonf?

u|EkfyfwdkŒay;ydkŒvdkufonfh owif;tcsuftvuftwdkif;/ tqdkygowif;pum;tm; tjcm;olwdkŒ twdtus
vufcH&&Sdonf[k/ u|EkfyfwdkŒ awG;q rxm;oifhay? wpHkw&muGJvGJEdkifonfudk owdðyyg?

tjcm;olrsm;ESifh ajymqdkqufqH&mwGif E_wfajympum;ESifh E_wfajympum;r[kwfonfh qufoG,fa&;
(rsufESmtrlt,m/ vuf[efajc[ef/ udk,fae[ef pojzifh - -)wdk‹ udkufnDygu taumif;qHk;yif jzpfygrnf?

DealingWith Conflict.pmd 5/24/2007, 12:04 PM25



a'oqdkif&mpDrHcef@cGJrSKenf;ynmoifwef;

y@ dyQtm;udkifwG,fajz7Sif;jcif; avhvma7;pmapmif
26

odk@r[kwfygu em;vnfr_vGJrSm;jcif;rsm;jzpfay:vmEdkifygonf?
Oyrm æ vlwOD;u vufoD;qkyfjcif;/ wif;rmpGm=unfhjcif; ponfhudk,ftrlt&mjzifh pdwfqdk;ae=umif;

jyaomfvnf; E_wfrSrl pdwfrqdk;yg[kajymygu  vufcH &&Sdol (=um;&ol) tzdkŒ&_yfaxG;zG,f&mjzpfygonf? (em;rvnfEdkif
jzpf&ygonf)?

4/ EIwfajympum;r[kwfonfh qufoG,fa&; Non-verbal communication

TqufoG,fa&;tm; “udk,f[eftrlt,mjzifh ajymqdkjcif;” [kvnf;ac:ygonf? udk,f[eftrlt,mjzifh
ajymqdkjcif;qdkonfrSm/ E_wfrSzGifh[ajymqdkjcif;xuf/ ajymqdkvdkonfh ta=umif;t&mudk tjcm;olrsm;tm; rdrd.
trlt,m/ t=unfhponfhenf;vrf;rsm;jzifh tcsufjyjcif;udk qdkvdkjcif;jzpfyg onf?

u|EkfyfwdkŒ ajymqdkvdkonfhta=umif;t&mtrsm;pktm; E_wfajympum;r[kwfonfh qufoG,fa&;jzifh
ajymqdkavh&Sd=uygonf?

wcgw&HE_wfrS zGifh[ ajymqdkonfxuf udk,f[eftrlt,mjzifh jyoajymqdkjcif;udk vltrsm;u ydkrdk,Hk=unfzG,f
onf[k oabmxm;wwf=uygonf?

“oifhavsmfaom” E_wfajympum;r[kwfonfh qufqHa&;ESifhonfh a,bk,s vrf;!$efcsufrsm;
&Sdygonf? ta=umif;rlum; ,Ofaus;r_rwlaom tkyfpkrsm;t=um;Y/ rwlaom“qufoG,fr_qdkif&m
pnf;rsOf;”rsm;&Sd=uaoma=umifh jzpfygonf? rsufpdESifhqufoG,fjcif;/ cE<mudk,ftm; xdawGŒjcif;jzifh
qufoG,fjcif;wdkŒrSm taemufEdkifiHrsm;tzdkŒ trsm;vufcHusifhoHk;onfh pepfrsm; jzpf=uaomfvnf;/
wcgw&HwGif tm&Swdkuf,Ofaus;r_t& rðyvkyfaumif;onfh t&mrsm;jzpfaewwfygonf?

odkŒaomf ,Ofaus;r_trsm;pkY vufcHusifhoHk;=uonfh wlnDaom udk,f[eftrlt,mjzifh qufoG,fjcif;
tcsdKŒ&Sdygonf? Oyrm -

Ð wpHkwOD;onf oifha&SŒY vufydkufxm;+yD; oifu pum;ajymaepOftwGif; tjcm;wae&modkŒ
=unfhaejcif;rSm/ oihftay:pdwf0ifpm;r_ r&Sda=umif;jyoaejcif;yifjzpfygonf? oifhudk =unfh&_aejcif;
r&SdolwOD;. a&SŒY pum;ajym&onfrSm cufcJvSygonf?
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5/ EIwfjzifhzGifh[ ajymqdkqufoG,fjcif; Verbal communication

TqufoG,fjcif;rSm “pum;jzifhajym&Hkr#om” r[kwfyg?

� ajymqdkrnfhpum;vHk; a&G;cs,fjcif; Words

� ajymqdkrnfh toHtedrfhtjrifh Tone of voice

� em;axmifrnfh enf;vrf;ESifh ajymqdkvmonfhpum;tay: wHkŒjyefr_enf;vrf; Listening and
responding ponfwdkŒjzpf ygonf?

6/ toHk;jyKonfh bmompum; Language

 vlwOD;ESifh wpfOD; yËdyuQajz&Sif;&mwGif bmompum;rwlnDr_&SdEdkifygonf? xdktcgwGif  rdrdwdkŒESifh
tqifajyrnfh (ESpfOD;ESpfbufem;vnfrnfh) bmompum;udk toHk;ðyrSom/ yËdyuQudk taumif;qHk; ajz&Sif;Edkifrnf
jzpfygonf?

wcgw&H atmufygtcsufrsm; aqmif&Guf&efvkdtyfygrnfæ

• toHk;ðyrnfh bmompum;a&G;cs,fjcif;
• pum;jyef xm;&Sdjcif;
• yËdyuQjzpfbuf ESpfbufvHk;. bmompum;r[kwfaom wwd, bmompum;tm; toHk;ðyjcif;
• yËdyuQajz&Sif;&mwGif oHk;rnfh bmompum;a&G;cs,f&mwGif  tajctaeESifhtnD wDxGifr_&Sdjcif; -

ponfhwdkŒjzpfygonf?

7? bmompum;[ef Language style

bmompum;ajym[efY yg0ifonfrsm;rSmæ

Ô toHtedrfhtjrifh
Ô pum;vHk;
Ô pum;vHk;rsm;udk rnfodkŒajymqdkrnfESifh
Ô trsm;vufcHxm;onfh ae@pOfoHk;pum;toHk;tE_ef;rsm;wdkŒ jzpf=uygonf?

yËdyuQajz&Sif;pOfwGif ajymqdkonfhtoHtedrfhtjrifhu ajymaeonfhpum;tay: xda&mufr_ }uD;rm;pGm
jzpfay:apwwfygonf?
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Oyrm - tcsdK@aom olrsm;onf tcsdefjynfh toHus,favmifpGm ajymwwf+yD; tcsdK@rSm nifom
aysmhajymif;pGmajymwwf=uygonf?

pum;ajymqdk=upOf txl;ojzifh yËdyuQajz&Sif;pOfwGif rdrdajympum;rsm;u tjcm;olrsm;tay:
rnfodk@oufa&mufoGm;a=umif; owdðy=u&efvdktyfygonf? ta=umif;rSm pum;ajymyHkajymenf;a=umifh
em;vnfoabmaygufr_ vGJrSm;oGm;ygu/ yËdyuQ!SdE_dif;jzefajzr_udk xdcdkufEdkifonfhtjyif tajctaeudk ydkrdkqdk;0g;
oGm;apEdkifaoma=umifhjzpfygonf?

xdkŒtwl yËdyuQwGif yg0if=uoltm;vHk; awG;qem;vnfEdkifonfh pum;toHk;tE_ef;rsm;udk oHk;rSomv#if
tm;vHk;u rnfonfhta=umif;t&mudkajymaeonf/ rnfonfht&mudkt}uHðyaeonf wdkŒudk oabmayguf
=urnfjzpfygonf?

wbufom;em;rvnfonfh pum;vHk;rsm; oHk;E_ef;ajymqdkygu ‚if;wdk@tzdkŒt&Suf&apr_ odk‹r[kwf pdwf
pEdk;paemifh jzpfr_wdk‹  jzpfapwwfygonf?

yËdyuQajz&Sif;csdefwGif a'ooHk;pum;vHk;rsm;oHk;pGJaomtcg ywfoufoltm;vHk;em;rvnf ygu
jy\emrsm;udk jzpfay:apygonf? toHk;ðyajymqdkvdkufonfh pum;vHk;tay: trsm;u em;vnfrnf[k raocsmygu/
roHk;ygESifh?

8/ ar;cGef;xkwfjcif; Questioning

pum;ajymqdkaqG;aEG;aecsdefwGif ar;cGef;ar;jref;jcif;u tjcm;olwOD;. qdkvdk&if;udk pdwf0ifwpm;
em;vnfvdka=umif; jyo&ma&mufygonf? odkŒaomf ar;yHkar;enf;u “+cdrf;ajcmufonfhoabm”§ “trSm;
axmufonfhoabm” roufa&mufap&ef ta&;}uD;ygonf?

“tb,fa=umifh (bma=umifh) udktoHk;ðyI ar;cGef;xkwfjcif;udk a&SmifusOfyg?

Oyrm “cifAsm;'gudk bma=umifhvkyf&ovJ” [lonfh tar;jzpfygonf?

tqdkygar;cGef;rsdK;onf wbufom;.tðytrltay:/ oabmrawGŒonfh t"dỳg,frsdK;aygufaeonf? xdkŒjyif
ajymvufppum;&yfoGm;jcif; odk@r[kwf wbufrS ckcHumuG,fonfh tajzrsdK;ay;jcif;wdk@udk jzpfay:vmapwwfygonf?

“at;Asm cifAsm;taeeJ@ 'DvdkvkyfcJh&wJhta=umif; usaemfhudk ajymjyEdkifrvm;” qdkonfh ar;cGef;rsdK;
ar;jref;oifhygonf?
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Tar;cGef;rsdK;rSm wbufvludk qufvufajymqdk&ef  tm;ay;&musonfhjyif aqG;aEG;r_vrf;a=umif;udk vnf;
yGifhoGm;apygonf?

“[kwfonf” “r[kwfyg” tajzxGufrnfh ar;cGef;rsm;ar;rnfhtpm;/ jzpfay:aeonfhtaetxm;tay:
pyfvsOf;I ydkrdkjynfhpHkpGm aqG;aEG;vmEdkifaponfh enf;vrf;jzifh ar;cGef;rsm;udk ar;jref;oifhygonf?

tu,fI “cifAsm;tvkyfudk cifAsm;óuduf&Jhvm;” [kar;ygu/ tajzrSm “róudufyg” [kjzpfEkdifonfhtjyif /
pum;pudkvnf;jywfoGm;apwwfygonf?  Tar;cGef;tpm; “cifAsm;&Jh tvkyfta=umif; usaemhudk ajymjyygvm;”[lI
ar;jcif;u ydkrdkaumif;rGefygonf?

9/ em;axmifjcif;ESifh jyefvnfar;jref;jcif; (wHk hjyefjcif;) Listening and reflecting

,if;udk “pdwf0ifwpm; em;axmifjcif;” [kvnf; ac:Edkifygonf? tb,fa=umifhqdkaomf (ajymol. pum;udk
em;axmif+yD;aemuf) ajymol. ajympum;ESifh rwlonfh pum;vHk;rsm;udk toHk;ðyI rnfonfhta=umif;t&m ajymonf
qdkjcif;udk twnfðycsuf&&ef jyefvnfar;jref;aoma=umifh jzpfygonf? jyefvnfar;jref;r_a=umifh/ tjcm;ol. qdkvdk&if;udk
aocsmpGm em;vnfapygonf?

Oyrmæ oifonf wpHkwOD;tm; yËdyuQESifh pyfvsOf;I aqG;aEG;aepOf olwdkŒu “avmavm q,fawmhAsm
t&m&mwdkif;[m usaemfhtwGuf rSm;aeovdkbJ” [kajymygu/ oifhtaejzifh tqdkygajymqdkcsuftay: oifhoabmxm;
(odkŒ) t}uHay;csufudk ðyvkyf&efrvdkbJ? oifhtaejzifh æ

“'DvdkqdktcktajctaeawGu cifAsm;xifovdkjzpfrvmao;bl;vdkŒcifAsm;cHpm;ae&wmaygh” [lIjzpfygonf?

oifhtaejzifh oabmwlnDr_&Sd§r&Sd rajymqdkbJ/ olwdkŒajymjyonfh pum;vHk;tm; tjcm;pum;vHk;jzifh qdkvdkonfh
oabmxm;twnfðycsuf&&ef xif[yfajymvdkufjcif;omjzpfygonf?

xdktcg - tqdkygyk*~dKvfxHrS “tm;vHk;awmh rSm;w,fawmhrqdkvdkygbl;Asm/ wcsdKŒwavavmufawmh
rSm;aewmbJ” [lonfh tajzrsdK; &aumif; &ygvdrfhrnf?

wbufom; ajymqdkcsifhonfhpum;udk qHk;atmifajym+yD;onfhwdkifatmif apmifhqdkif;em;axmifI wHkŒjyef
aqG;aEG;oifhygonf?

oifhtaejzifh ajympum;tm; em;axmifaea=umif; jyoonfhtaejzifh wbufom;pum;ajymaecsdefwGif
pum;axmufay;jcif;jzifh ajymaeonfhta=umif;t&mtay: em;vnfa=umif;udkvnf; jyoEdkifygonf?
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oifhtaejzifh vrf;cif;ajymqdkygu wbufom;tm; qufvufajymqdk&ef tm;ay;&ma&mufygvdrfhrnf?
odkŒaomf wbufom;tm; qefŒusifaeouJh odkŒ (odkŒ) oifh,lqcsufudk twif;t=uyfxnfhaeouJhodkŒ rjzpfoifhay?
oifajymoifhonfrSmæ

“cifAsm;ajymwJh wcsdKŒwavqdkwmeJŒ ywfouf+yD;/ usaemhudk eJeJydk+yD;ajymjy Edkifygovm;” [kjzpfygonf?

oif=um;a=umif;/ rSefuefpGmem;vnfa=umif; aocsmap&ef oifjyefvnfpdppf&ef vdkonfxuf tjcm;olrsm;Y
vnf; ajymqdk&efpum;rsm;pGm&SdEdkifygonf?

oif. wbufom;ajymqdkcsuftay: em;vnf oabmaygufr_tm; rSefuefjcif;&Sd §r&Sd ppfaq;Edkif&ef
“ cifAsm;qdkvdkwmu h h h h  +yD;awmh cifAsm; jzpfaewmu  h h h hoabmvm; ”

pdwf0ifwpm; em;axmifjcif;onf/ yËdyuQajz&Sif;&ef oifhr[mAsL[mrsm;. tpdwftydkif;r#om jzpfygonf?
qdkvdkonfrSm yËdyuQudk taumif;qHk;ajz&Sif;Edkif&ef wbufom;. taetxm;tm;/ oifod&Sd&ef vkdtyfygonf?

xdk@jyif  yËdyuQajyvnfap&ef olwdkŒrnfodk@jzpfcsifa=umif;/ rnfonfhtcsuf&&Sdvdka=umif; ajymqdkaqG;aEG;aepOf
oifhtaejzifh trSefyifem;axmifaea=umif;/ olwdkŒ.tjrifudk em;vnfatmif *&kwpdkufem;axmifaea=umif;
jyo&mvnf;usa&mufygonf?

10/ udk,fa&;umuG,faom wHk hjyefajymqdkjcif; Assertive feedback

yËdyuQtm; ajz&Sif;Edkifr_&S d§r&SdqdkonfrSm/ u|EkfyfwdkŒu wbufom;tm;rnfodkŒwHkŒjyefonf[l
onfhtcsuftay: Y rsm;pGmrlwnfygonf? wOD;ESifhwOD;ajymqdk&mY  wav;wpm;em;axmifjcif;onf/
ta&;}uD;ygonf? wòydifwnf;wGif  yËdyuQajz&Sif;aeaom bufESpfbufvHk;taejzifh rdrdwdkŒudk,f rdrdwdkŒav;pm;jcif;ESifh/
udk,fydkif tcGifhta&;udkvnf; qkyfudkifxm;&ef ta&;}uD;ygonf?

� cdkifrmaom wHkŒjyefa0zefajymqdkqufqHr_ Assertive feedback u/ yËdyuQjzpfaeaom bufESpfbufudk
tjyeftvSef av;pm;r_ jzpfay:Edkifapygonf?

� cdkifrmaom wHkŒjyefa0zefajymqdkr_ Assertive feedback [lonf tjcm;olrsm;tay: av;pm;r_
ðyaepOftwGif;/ oifhudk,fydkiftcGifhta&;tm; umuG,fonfhtaejzifh pJG+rJpGm qkyfudkifI aqG;aEG;jcif;yifjzpf
ygonf?

wpHkwOD;tm; wHkŒjyefr_aqG;aEG;&mwGif toHk;ðyrnfh qufqHr_enf;[efudkvnf; a&G;cs,f=u&ygrnf?

yËdyuQudk ajz&Sif;aomtcg/ txl;ojzifh tjcm;olrsm;a=umifh rdrdu cHpm;csufraumif;aom tcg a'gojzifh
wHkŒjyef&ef taetxm;rsdK;jzpfay:vmwwfygonf?
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raumif;aomcHpm;csufrsm;u rdrdtay:pdk;rdk;roGm;ap&ef/ xdkcHpm;&csufrsm;udk xdef;xm;Edkif&ef
ta&;}uD;ygonf? Todk@ðyvkyfEdkifygu yËdyuQonf ydkqdk;vmjcif; (odkŒ) xdef;odrf;r&jcif; wdk@xd }uD;rm;
vmawmhrnfr[kwfyg?

11/ &efvdkaomqufqHr_ Aggressive communication

rnfodkŒyifjzpfap/ TqufqHr_rsdK;rSm oHk;Iroifhyg?
TqufqHr_rSm wpHkwOD;tm; epfemapvdkaom (odkŒ) wpHkw&mtm; zsufqD;vdkaom (Oyrmæ qufqHa&;)

tm;xkwfr_w&yfr#omjzpfygonf?

TqufqHr_wGif æ

• apmfum;jcif;

• em;axmifoltaejzifh tm;i,fpdwf0ifaprnhft&mrsm; ajymqdkjcif;

• vlrsm;tm; “t&l;” “iwkH;it” ponfjzifhac:a0: jcif;

• um,uHajrmuf =urf;wrf;pGmðyrljcif;

• *k%foduQm&SdpGm qufqHcH&rnfh vlŒtcGifhta&;tm; rsufuG,fðyjcif; - wdk@yg0ifygonf?

&efvdkaom qufqHr_Y yg0ifonftðytrlrsm;rSmæ

Ô atmf[pfjcif;

Ô tjypfwifjcif;

Ô t&SufcGJjcif;/ ESdrfjcif;

Ô awmif;qdkr_ðyjcif;

Ô pGyfpGJjcif; (odkŒ)

Ô xdk;}udwfjcif; wdkŒjzpfygonf?

rif; iwHk;bJuGrif; iwHk;bJuGrif; iwHk;bJuGrif; iwHk;bJuGrif; iwHk;bJuG
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12/ jyKorQcHaom (odk h) tnHhcHaom qufqHrI Passive or submissive communication

TqufqHr_wGif æ

� a'goxGufatmifðyvkyfcH&aomfvnf; wpHkw&mrajymqdkbJaejcif;

� cHpm;&csufrsm;udk odkodyfxm;jcif;

� rdrdtm;av;av;pm;pm; qufqH&efrawmif;qdkbJ olwyg;pdwfwdkif;us vdkufavsmjcif;

TqufqHr_u yËdyuQajz&Sif;jcif;tm; yHhydk;r_ay;Edkifrnfr[kwfay?  Todk@aom tðytrl&Sdolwdkif;onf
wpHkw&mqHk;&_H;&avh&Sdaoma=umifhjzpfygonf?

yËdyuQajz&Sif;pOfwGif rdrdvdkvm;csufudk wifjyajymqdk&ef ysufuGufaoma=umifh qHk;&_H;r_rsm;&SdEdkifonhftjyif
pdwfrcsrf;ajrŒr_jzifh qufvufatmifhtnf;oGm;&wwfygonf?

ðyor#cHaom qufqHr_Yæ
rvdktyfbJ awmif;yefjcif;/ awGa0av;uefjcif;/ rdrdudk,frdrd ESdrfhcsjcif;ESifh olwyg;udk tEdkifay;vdkufjcif;

wdkŒyg0ifygonf?

13/ udk,fa&;umuG,faom qufqHrI Assertive communication

tjcm;olrsm;tm;av;av;pm;pm; qufqHaepOftwGif; oifhudk,foifvnf; av;pm;a=umif;jyoaomtm;jzifh
oifhcHpm;&r_rsm;/ tawG;rsm;/ t,ltqrsm;ESifh OD;pm;ay;r_rsm;tm;/ tjcm;olrsm;odkŒ wdkuf&dkufESifh t&dk;om;qHk;
ajymqdkjcif;yifjzpfygonf?

qdkvdkonfrSm rdrdtaumif;qHk;[kxifonfht&mudk &dk;om;pGmajymqdk&mY tjcm;olrsm;. tcGifhta&;rsm;udk
uefŒuGufr_rðyjcif;yifjzpfygonf?

cdkifrmaom qufqHr_[lonfæ

Ð rdrdtwGuf rdrdbmom &yfcHonf

Ð rdrdvdktyfcsufudkajymqdkonf

Ð olwyg;tay:av;pm;r_&Sdonf
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Ð rdrdudk,fudk ,Hk=unfpdwfcsr_&Sdonf?

yËdyuQudk ajz&Sif;&mY xda&mufr_&Sdonfh enf;vrf;w&yfrSm tjcm;olrsm;tm; wHkŒjyefaqG;aEG;&mY
&efvdkonfhenf;xuf/ cdkifrmonfh wHkŒjyefr_ udk toHk;ðyjcif;yifjzpfygonf? cdkifrmonfh wHkŒjyefr_ ajympum; Oyrmrsm;rSmæ

“'Dvdkenf;eJŒ cifAsm;u usaemhudkajymawmh usaemhtaeeJŒæææ”
“usaemf a'gojzpf&w,f/ pdwfvnf;ysufrdw,f / rcsifhr&Jjzpfrdw,f / æææ”
“aemifqdk&i fusaemftaeeJh/ cifAsm;udk h h h h h h h h h h”

14/ qifajcray;aom wkef hjyefrI  Non-defensive feedback

cdkifrmaom wHkŒjyefr_udk usifhoHk;&ef vdktyfonfhtjyif  tjcm;olrsm;. wHkŒjyefr_rsm;tm; qifajcqifvufay;
rwkef@jyefrd&efvnf; ta&;}uD;ygonf?

qifajcay;r_onf “wjcm;olu oifhudkwdkufcdkufonf xdkŒa=umifh oifhudk,foif umuG,fonfhtaejzifh
ckcHwHkŒjyefoifhonf” qdkonfhtjrifudk tajccHIjzpfvmjcif;jzpfonf?

ckcHumuG,fonfh wHkŒjyefr_rSm/ atmufzufodkŒ acG&pfaeonfh py&defozG,f“wdkufcdkufr_ESifh ckcHr_ oHo&m
vnfjcif;” jzpfay:apwwfygonf? qdkvdkonfrSm wpHkwOD;u ckcHr_jzihf wHkŒjyefvdkufygu tjcm;wOD;u xyfrH
wdkufcdkufOD;rnf[k qdkvdkygonf? Todk@jzifh tajctaerSm qdk;onfxufqdk;vmygonf?

Oyrmæ wpHkwOD;u æ

• “'DwywfxJrSm cifAsm;tvkyfaemufuswm oHk;}udrf&Sd+yD” [k ajymcH&ygu wHkŒjyefr_rSmæ

Ô “vlwdkif;vJ 'DvdkbJ aemufuswmbJ r[kwfvm;” (ckcHumuG,f wHkŒjyefr_) [lI jzpfEkdifygrnf?

aemufqufwGJtaejzifhæ

• “usaemfvdkcsifwJh tpD&ifcHpmvJ cifAsm;r+yD;ao;bl;/ aom=umaeŒ apmapmrSm +yD;apcsifw,f” (rEdkif
Ed kif&majymqdkjcif;) om &v'fjzpfay:vmEdkif+yD;/ wcgw&Hqdk;0g;onfh em;vnfr_vGJrSm;r_rsm;
jzpfay:vmEdkifygonf? wcgw&HwGif rdrdwdk@tm; wkef@jyefonfhrSm pOf;pm;csdefq wkef@jyefonfxuf
pdwfvdkufrmefyg wkef@jyefjcif;rsdK;jzpfae wwfygonf?

txl;ojzif tajctaewif;rmaecsdefrsdK;wGif em;axmifI wHkŒjyefaqG;aEGjcif; Listening and
reflecting uJhodkŒaom qufqHr_enf;uom/ ckcHumuG,f wHkŒjyefr_rS uif;vGwfapwwfygonf?
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tESpfcsKyf

tcef; (3)  yËdyuQtm; wHkŒjyefr_ enf;vrf;rsm;tm; avhvmcJh=uonf? xda&mufonfh qufqHa&;/
E_wfajympum;ESifh E_wfajympum;r[kwfonfh qufqHa&; wdkŒtjyif bmompum;. yËdyuQ =oZmoufa&mufr_rsm;
udkvnf; qef;ppfcJh=uonf? pdwf0ifpm;pGmem;axmifr_/ tjcm;ol rsm;. &_a'gifhtm; em;vnf&ef enf;vrf;jzpfonfh
ar;cGef; ar;jcif;ta=umif;wdkŒudkvnf; aqG;aEG;cJh=uonf? tavsmhay;aom (odkŒ) &efvdkaom wHkŒjyefr_rsm;xuf/
cdkifrmonfh wHkŒjyefr_ qufqHa&;u yËdyuQajz&Sif;&mwGif aumif;rGefa=umif;rsm;udkvnf; avhvmcJh=u+yDjzpfygonf?

ed*Hk;tjzpf/ yËdyuQajz&Sif;rnfh r[mAsL[mwckjzpfonfh/ ckcHumuG,frJh wHkŒjyefr_tm; wyg;xHrS &&Sdatmif
rnfodk@ usifhoHk;oifhonfudkvnf;avhvmcJh=uonf? vkyfief;cGiftwGif; twlwuG tvkyfvkyf=uoltcsif;csif;
qufqH=u&mwGifjzpfap/ yËdyuQudk ydkrdkxda&mufpGm ajz&Sif;&mY jzpfap/ Ttcsuftvufrsm;onf ta&;ygonfh
tcsuftvufrsm;jzpf=uygonf?

Ttcef;u/ qufqHa&;e,fy,ftwGif;/ oif. vlr_qufqHa&;u|rf;usifr_rsm;udk wnfaqmufay;rnfhtjyif
yËdyuQrsm;tm; tvG,fwulajz&Sif;Ed ki fap&ef oif htm; ulnDyH hy d k ;ay;rnfjzpfygonf? Ttcef;Y
oifavhvmcJhonfht&mrsm;tm; vufawGŒtoHk;csavav/ yËdyuQajz&Sif;r_rsm; ydkrdkvG,ful vmavavjzpfygvdrfhrnf?

�����
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