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ORAL COMMUNICATION: INTRODUCTORY NOTES

This course aims at achieving the following objectives:

¥ To help students master both academic English and evervday

English through listening practice and frequent dictations

abilities, especially in cross cultural contexts.

|
¥ To help students develop their vocabulary and communication%
|

Course description:
This course will cover the following areas:

e Academic English and everyday English

* Listening practice

e Frequent dictations

. Vocabulary. Idiomatic English. Discussions and presentations. '

e Cultural topics related to Moroccan culture and Anglo-Saxon cultures.

e DEe—

Chapter 1: Communication

Introduction

This course has been designed to prepare you to be successful not only
academically, but also in the competitive world that vou will someday face.
How well you will communicate with others will determine vour success in vour
profession and in your interpersonal relationships. As college learners, you will
need to explore the communication skills necessary in order to participate fully

and productively in society.
What is Communication?

¢ Communication is the transfer of information from one person to another.
We spend three-fourths of our waking hours communicating our
knowledge, thoughts, and ideas to others. Experts believe that successful
verbal communication depends 10 percent on what you say and 90
percent on how you say it. Yet, thanks in part to technology that allows
for instant communication through e-mails, text messaging, and faxes,
verbal communication is often downplayed and, in some instances,
assigned the importance of a manual typewriter (Gurvis, 2008),

e Communication is the interaction between two or more people. That is,
two or more people talking with or having a conversation with one
another. Oral communication is only one method of interaction among
many (Fisher, 2005).

¢ Communication can be defined as ‘the process by which information
meanings and feelings are shared by people through the exchange of
verbal and non-verbal messages. Communication is transmitted by
speech, signals and writing, or through behavioural information such as
thoughts and emotions in order that it can be satisfactorily received and

understood. Understanding the meaning of the communication involves
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| the Tirst piace”). and projection
terms (for example, “It seems 10

me”) to soften the tone

¢ Conversational and indirect

Specifically, the following are the reasons for taking up a communication

course:

» To deliver quality presentations academically and on the job;

A\t

To influence other people’s beliefs, ideas and values,

\¥

To enjoy life;

Y

To establish your relationship with other people; and

A\t

To establish credibility.
Every time you communicate with people, you present;

¢ Yourself;
e Your ideas; and

¢ Information to others.

If you are ambitious and would want to move up the ladder of success; if you
wish to have a positive impact on others; if you want to have your skills and
talents recognized and rewarded, then strive to be a successful communicator

NOW! E
The Importance of Oral Communication

Good oral communication is essential to every aspect of life and work. Many
surveys have identified it as one of the skills most highly valued by educators,

employers, etc. People with good communication skills:

e can relate well to colleagues and customers

« are able to get information they need from organizations and individuals.
. can explain things clearly and contribute to meetings and discussions.

e are more successful in their careers.

¢ have more positive and productive relationships with others.

‘What you need is a strong will and determination to go beyond the barriers of
communication. You have to make a choice that will shape your destiny in life.
Do not forget that only YOU can make what you want to become because vou
think and will it. Your professor cannot produce this change for you. Only YOU

can.
Types of Communication

There are two major types of communication: intrapersonal and interpersonal.

The latter is composed of four specific examples:

1. Intrapersonal Communication: conversing with yourself by thinking. It
is a process by which you convert raw data into information, organize

information gathered, evaluate results and reach a conclusion. -

8]

Interpersonal Communication:

a. One-to-One Communication: Communication between two people.

b. Group Communication: Communication among three of more
people.

c¢. Public Communication: it is a speaker-audience communication
which is used when you wish to address an audience.

d. Mass communication: This is when you want to reach a bigger
audience in different places at the same time. It can be in the form of

radio, television, or newspaper.
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Chapter 2: Academic and Evervdav English

Introduction

Academic English is the one used in textbooks, in classrooms. and on tests. It is
different in structure and vocabulary from the evervday spoken English of social
interactions. English learners often have trouble comprehending the academic

language used in the high school and at the university.

The main obstacle to these learners’ comprehension of 1exts and lectures is their
academic vocabulary knowledge. Academic vocabulary is sub-technical
vocabulary. This does not mean the technical vocabulary of a particular
academic discipline. Academic vocabulary is used across all academic
disciplines to teach about the content of the discipline. To set an example, before
taking medicine, no student knows the technical words used in the field of
medicine. People assume students comprehend such academic vocabulary, but
such vocabulary is not often used in the everyday spoken English of many
students. It is thus believed that academic vocabulary is based on more Latin and

Greek roots than is everyday spoken English vocabulary.

As you develop your level of Engﬁsh, you need to think carefully about your
choice of words. This is very important in academic communication. For
example, you would not use contractions (can’, wouldn’t, isn’t) or shorter forms
of words (fridge, auto) because they signal informality and academic
communication takes place in what is considered a formal context. What is
more, academic communications are expected to be clear and straightforward so
you must also make sure that your words are precise and correct and that your

writing is concise.

This chapter gives you suggestions on how to choose words for your academic
communications and provides examples of words that students often use

wrongly. There are four main considerations:

11

o Use formal vocabulary

¢ Use appropriate transitions

¢ Avoid redundancy

¢ Beware of commoniy misused words
Choosing words that are appropriate in vour academic life can convince
your listeners/readers that your language is serious and important. On the
other hand, if your words are unclear, ambiguous and’ or incorrect.
chances are your listeners/readers might feel confused about the content

of your message or might even think that vour words are not worth

reading.
Use Formal Vocabulary

Certain words which we frequently encounter in everyday communication may
not be suitable for use in academic contexts. These include words which are
casual (informal) and commonly used only in spoken English. This does not
mean that informal language is inferior to formal language. It simply means that

there are words which are more appropriate than others for use in each context.

e.g., in reporting work done by others in a subject that you are investigating, you

would not write:

A couple of researchers have found out that ...
Instead, vou are more likely to write:

Several researchers have discovered that. ..

To make your language more formal, make sure that vyou avoid features of the

informal one;

12
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The team that was hurriedly put|The team that was hurriediy |

e |
together has not been productive | assembled has not been productive
because the members do not share | because the members do not share |

common objectives. common objectives

In his attempt to establish absolute | In his attempt to establish absolutel
control, the dictator sought 1o wipe | control, the dictator sought 1o
out all who were opposed to his rule. | eliminate all who were opposed to his

rule.

The auditors’ report suggest that the | The auditors’ report suggests that the
treasurer had tried to cover up the | treasurer had tried to hide the financial

financial irregularities. irregularities.

We must be prepared for discomfort in | We must be prepared for discomfort in

various sectors if we want to bring | various sectors if we want to effect

about change in the system. change in the system.

Choose Specific Verbs

In reporting what you have gathered from reading, you will need to use a variety
of verbs that suit your purpose. Rather than using the words say, show, or report
all the time, you can use more specific verbs in academic reporting as illustrated

below:

In the article, “Euthanasia”...the author outlines the origins of the practice in

the Nazi regime...

Many medical studies have demonstrated a clear correlation between smoking

and the incidence of lung cancer...

The researcher maintains that nanoparticles are likely to remain lodged...

15

: The paper concludes that university education must remain accessible to all who i
: : . . |
; qualify and that none should be denied the opportunity... :
S |

1
i Available literature seems to support the view that one acquires a secondl

|
| language... ‘

|The report notes that there are inconsistencies in the wayv the economic data

have been presented...

Other useful words for reporting what you have gathered in your research are

assert, claim, argue, infer, reason, postulate, and illustrate.
Use Appropriate Transitions

Transitions play an important role in the development of an academic essay.
They help to create a sense of coherence and provide signposting for the reader
to follow the writer’s thread of thought. Choosing the appropriate transition that
makes the logical connection will ensure that the reader understands the text in

the way the author had intended. Consider the following examples:

A. The authors have made a strong case for their view and also provide?
some statistical evidence to support their arguments against euthanasia.
On the other hand, they have also appealed to the general moral sense
of obligation for doctors to save and heal.

B. The authors have made a strong case for their view and also provided
some statistical evidence to support their arguments against euthanasia.
They have also appealed fo the general moral sense of obligation for
doctors to save and heal.

C. The authors have made a strong case for their view and also provided
some statistical evidence to support their arguments against euthanasia.

On the other hand, they have failed to consider the further distinction

between active euthanasia and passive euthanasia.

16
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Once students enter university. there are demands for academic ianguage. which
is significantly different from the everyday, conversational language they have
been developing. Academic language includes more specific vocabulary. and
more complex syniax and discourse structures based on the purpose of the
writing. The demand for academic language increases as students move thrqugh
the grades. Once swdents enter the later primary grased (third or fourth), the
academic work requires increasingly greater understanding and skill with
vocabulary, grammar, and varying functions of academic language (Butler et al.
2004; Collier 1995; Fillmore and Snow 2000; Grigorenko 2005; Schieppegrell
2004).

Research on academic language has primarily related to speakers of English as a
second language and has focused on students in postsecondary education. More
recently, researchers, have begun to develop models or descriptions of academic
language that apply to younger students. Several authors have described aspects
of academic language but there is not a single comprehensive theoretical model

of academic language that can be used as the basis of future research.
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Academic Language & Academic Vocabulary

Chapter 2: Voice

Introduction

This chapter, focuses on the different facets if speech. Ir speaking. vou have to
take note of pronunciation, enunciation, intonation, and accentuation. Mastering
these elements would make communication flow smoothly and pleasantly. It

would also give way to better understanding among speakers.
Using Your Voice to Communicate

Your voice plays a very important role in helping convey the meaning of
language. Listeners are affected by your message. As you talk, they perceive and

interpret your message.

Being conscious of your voice is necessary to communicate your level of
enthusiasm for your central idea. Imagine a basketball announcer who lacks the
vocal intensity and enthusiasm in announcing the play-by-play account of a
game. An announcer must vividly portray what is happening specifically to

radio listeners.

As a speaker, you should adapt your voice to the situation. Research has shown
that the most successful speakers make their listeners feel that they are being
addressed personally. Your voice, therefore must have that conversational

quality that comes from the realization that you are talking “with” not “at” an

audience.
The Effective Speaking Voice

Successful speakers use several vocal qualities to make their speech colorful and

more vivid. Some of these qualities are:

20
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message. Vocal stress is achieved through vocal emphasis and through the

judicious use of pauses.

. Vocal emphasis

Emphasis placed upon any syllable, word, group of words, or portion of a
speech will bring out significant meanings. Unless vou use it properly,
important ideas will tend to be hidden by subordinate details. The
commonest ways of achieving emphasis are by the use of inflection, pitch,

volume, and pause.

. Pauses

Pauses are intervals of silence between or within words, phrases, or
sentences. When placed immediately before a key idea or the climax of a
story, they punctuate thought to create suspense; when placed
immediately after a major point or central idea, they add emphasis, and
give an audience time to digest the material just presented. Meaning less
fillers such as “umm,” “ah,” “er,” “well-ah,” “you know,” “like,” and the
like must be avoided. These are speech defects that suggest lack of

confidence. Use pauses to your advantage when speaking.

. Controlling emotional quality

The audience may judge you as angry or happy, confident or fearful,
sincere or sad. Your voice can also be described as full or thin, as harsh,
husky, nasal, breathy, or resonant. Emotional characterizers, including
cues such as laughing, crying, whispering, inhaling, or exhaling, help an

audience understand how you are feeling about what is being said. In

communicating different shades of meaning, you will find yourself

varying loudness, rate, pitch, and vocal stress.

Pronunciation:

Acitvity]
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Student A

1.radiator

2. calm

3. Salmon

4. Aborigine
5.abalone
6.comfortable
7.archives
8.fover
9.senate

10.acumen
Student A

l.is

2. genre

3. Cupboard
4. Merengue
5.debut
6.heir
7.subtle
8.vehicle
9.margarine

10.plumber

Student B

1.towards

D.of

3. vacate
4. jeopardy
5.leopard

6. leotard

7. admirable

8. amiable
9. panacea

10. devout

Student B

1.Roosvelt
2.Stephen
3. Realm
4. says
5.gestures
g gale

7. demise
8. Coupon
9. epitome
10. Lindsay
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colours and you find a different worid outside the classrooms you
have atiended and you are confused to begin with, how will you
face such unusual situations that you have never experienced? The
answer is if you are aware of the content of the communication
skills you have learnt as a part of your academics, your half way is
done. Now et us begin understanding each component of the soft
skills you required to understand.

1.3 BASICS OF COMMUNICATION

1.3.1 Concept of Communication

Every individual needs to be well equipped with the tools 1o
communicate effectively, whether it is on the personal front, or at
work. In fact, according to the management gurus, being a good
communicator is half the battle won. After all, if one speaks and
listens well, then there is little or no scope for misunderstanding.
Thus, keeping this fact in mind, the primary reasons for
misunderstanding is due to inability to speak well, or listen
effectively.

The word communication is derived from the Latin word
‘communicate’ which means to make common, to transmit, or to
impart the ideas, knowledge, feelings, emotions and gestures.
According to the various dictionaries the definition of effective
communication skills are as follows:

“Effective communication skills includes lip reading, finger-speliing,
sign language; for interpersonal skills use, interpersonal relations.”

“Effective communication skills are the ability to use
language (receptive) and express (expressive) information.”

“Effective communication skills are the set of skills that
enables a person to convey information so that it is received and
understood. Effective communication skills refer to the repertoire of
behaviors that serve to convey information for the individual.”

While it is an undisputable fact the communication forms one
of the essential bases of human existence, yet most individuals
overlook the need to refine their communication skills, from time-to-
time. Effective communication skills is a must whether it is
individual or then effective ieam communication SkiHS/

8

1.3.2 Process of Communication

Communication is a two-way process in which there is an
exchange and progression of ideas towards a mutually accepted
direction or goal. For this process, to materialise, it is essential that
the basic elements of communication be identified. These elements
are: ldeation/Message, Sender, Encoding, Receiver, Medium and
Transmission, Barriers, Decoding and Feedback.

Sender

Message |deatlon Encodinn  Medium of Transmission

-,

w/

| i ;
Feedback _{ Decoding _
s B, J

N J

Diagram 1: Cycle of Communication Process

1.3.2.1. Ideation/Message

The process of communication begins with ideation, which
refers to the formation of the idea or selection of a message to be
communicated. It consists of the What" of communication and is
concemned with the content of the specific message to be
presented. The scope of ‘ideation’ is generally determined by the
sender's knowledge, experiences, and abilities, as well as the
purpase of communication and the context of the communicative
situation. However, the form of ideation depends on several other
factors.

N

Messages generally have two kinds of content, logical and 4
emotional. Logical messages consist of factual information, while
emotional messages consist of feelings and emotions. In formal
communicative situation, ‘ideation’ may consist of finding and
selecting a subject or general topic, locking for ideas and thoughts,
and deciding the type, scope, and sources of information.




|eJo ul 'puey Jayjo ay) uQ ‘sbessaw uajum e Buipueisispun pue
Buipeads 0} si8jaJ UOREOUNWWES usRum u) Buipoosaq sbessaw e jo
sishjeue pue uoyejaidiajul saajoaur Buipoaap Jo sseo0id sy

‘) puElSIapun
o} ispio u abessaw e o0} Buweaw ufisse o] sey lJaaadal
8] "Jayjoue 0} uosiad BUO WOI) pauadjsuel) ag jouued Bulueaw
se ‘pausjsues; si jey} sbessaw ay) s ) Jeyl sjou 0} uepodu
s1 1| "pelediunwwos abessaw sy puelsiepun o} Jepio ui Buiuesw
pajaidigiul ue ojul nwgs paaileoal sy Buyeisuen Aq siybnoy)
ojul abesssw e Buiusauoo jo sssooud syl si Buiposeq
Buiposaqg "2t

‘218 ‘|eoibojoyoAsd-oi00s ‘sojuewss
‘sonsinbul] ‘jesn)no Ssouo &q PIN0OD SISLUE] 83Ul "UCHEDIUNWILOD
J0 ssaooud ay) Jo 81PAD 8yl Jo uonsidwod yloows ayy Japuly
few siaweq ay) Jo abesssw ay) jo asodind 2iseq ay) Jadwey
Kew Jaai@os) sy} jo siawweq |eoibojoyodsd sy 'Guipoous Jsadosd
sy} qnisip Aew 8SION "UOCISSIWSUR JO Sseo0id Ul SSO0IDE 30D
Aew abessaw ay) sa|piny SNOUBA 8y} 0} Jajal siaweq au|
sisleg '9°2°¢’)

*80UBQINISIP AUB INOYIIM J3AI8231 8Y) Sayoeal
abessaw ay} Jey} OS 2asiou 10 SOUSJBUSIUI WO 381} [dUUBYD
uolesiunwiwied 8y} sdesy pue Buipoous jo sseodcud sy Buunp
Pajo9j9s WNIPaWw 9y} SULUOD UOISSIWSUBI] “jSUUBYD USsSOYD
ay} sano abessaw Jo mol 8y} O} Si8jai UOISSIWLSUBI] "Papidap
ag pinoys |euueyojwnipaw ayy ‘abesssw syl jo uonisodiwod
ay} O} Joud ‘|BQUaA-UOU JO USpUM ‘[BJO 3G PINOJ )| '[RUUBUD Jo
WINIPaW 3y} S1 UCHESIUNWILLIOD JO Juawale juepodul Jayjouy

UOISS{WISUR]] PUB WNIpay '§°Z°¢"L

18puUas ay} Aq papuajul S1am S SULB) SWES au}

Ajamus Jsowe ul auop st abessaw ayj jo Buipossp ay) ‘aandesal

ajow asbessaw sawooaq Jaualsl| 8y} 'UMo SIY O} Jejiuns

se pauoisiaua si Japuas jo Buipooaq sy jo (eob ayy y "uonenus

WIOM 3y} JO suue) ul panieasad anjeA au} PUB JUBLULOIAUS 3IOM

3y} 0} UoNEjal Ul UO pauied i $sadoud Syl "8poodep o} sidwaje
a3y yoym obessaw papooua ue Saal@dal Jauslsl| a8yl

JBAI03Y YT'E

‘UONEZIUNWILGY 3y} jo asodind pue pasu ay} uo
spuadap 8210yd 8U | ‘UOHEDILUNLWIWO Juoyds|sl Jo "uoielIuNWWoD

ot

2ousipne-1ayeads ‘uonesiunwwos  dnolb ‘UoneIUNWIWIoD
[euosiadielul  aoej-0j-a0)  aq ABW  UONEOUNWIWOD  |BIQ
“Uolenjis SANEDIUNWIWOD 2yl jo [eob |jeiano ayy pue diysuoneas
Janigdas-1apuss ay) uo spuadsp Aafie] wuoy sieudoidde ay Jjo
uonoa|es ay] "swsuauuew yoaads ‘sutened Buiyanoy ‘suoissaidxs
[B1OB} ‘SlUBWAAOW APOQ SPNoUl s8N 953yl UOKEIIUMLILIOD
[ejo w sjos ueoyubis e feid sanp  |equea-uoN  (enoe)
pue Aioypne) [ensia Ajleisusb ase sano sbessaw [eqUaA-UOU a{IUM
UOIEZI[EOOA SBAJOAUI PIOM uayods ay) ‘sjoquAs pue subis |eqiaa
-uou pue ‘Bunum ‘Bupjesds si 1ey) sabesssw |euosiadiaiu Buipuss
Joj suondo siseq asuy) aie assy) ‘Buipoous Jo ssausARdaYS ay)
sauuLeslap | ‘'suondo e|gejieae Auew Jo jno 8310u2 bU 8y Buew
SBADAUI UONEDIUNWWED Jo wnipaw by sy Bunpajes sy

jlwe] u papooua abessaw B
2po23p JOUUED (W] PUBISIAPUN JOU S80pP oym uosiad e ‘adwexa
lo4 "|iej [im uonEDIUNWWOD ‘abessaw ay) puejsiapun 10 9poaap
0] 8|ge JoU SI I8AI8231 8y J| 1318081 ay) Aq papoaap Ajises aq ued
yoiym ‘apoo abenbue| uowwoo e pesu safessaw |equap Buipasua
aanosya Jo) |enuasss si abenBue) Bu ey Bumosieg

"uLo} uonesunwwes sleudoidde
ue Bunoslas pue ‘uonedUNWWOD Jo wnipaw e Bunoajes ‘sBenbuel
e Bunoe|eg seajoAul Gulipoous ‘'uonenys (BULIO) B U] "JSAI®DSS
83Ul PUB JSPUaS 3yl USBMISQ UOIEJB) 8Ul PUE UOIEIIUNLLILLOD
jo asodind sy} uo paseq si sssooud Buipoous ayj -afesssw
papos pue [eoifol Jo wuoy swos ot uoneuloul ayy Buibueys jo
ssad0id ay) st ) ‘uoyeduNWWod ul das 1xau ay) si Buipooug

Buipoouz 'g'zg

“1aybiy
aq 01 Buiob s1 soueydsaoe jo jeAs| au) 'Jaaiaoal ay) jo suonepeadxa
3U} Yiim 32UBPI0IoE Ul pale|nuLo) 3q ued sbessaw ayj §j 'spasu siy
pue juaidioal ey} jo Buipuersiapun ue Buieq way) Buowe Aewwud
‘Aeid owil swoo sioPey jo Jeqwinu e ssaooid Sy Ul CAgnjeied
uajsl| 1 JaAidoal au) speob JeUM S| oMl 3] JO UONBUIQWIOD 8y} pue
‘spjom pue sabewn jo aoious abessaw si “18posus O Jepuas au)
uodn s1S31 UBY) UoHEDIUNWIWOD Jo Bupoou3 jo uaping amus ayj
"JaAIBD3) BU} 0} WAyl SHWSURL) Ajeul} PUB SBPODJUS 'SESPI S103|8s
ay yuea eiep jeuosiad siy Woi4 13puas éu; Se 0] paliajal A|jeusiou
S1 $S8001d UONE2IUNWIWOD 23U} Saleniui oum uossad ay)

lapuas ‘7'z¢’L



B e S SSRGS

s

T i—

11

communication, decoding includes listening and understanding.
Effective decoding is very important for successful communication
as any misinterpretation of a message leads to communlcatlon
breakdown and creates confusion and misunderstanding.

1.3.2.8. Feedback ,

Effective communication takes place only when there is
feedback. Feedback is the last stage in the communication
process. It is the action or reaction of the receiver to the message.
It helps the sender know that the message was received and
understood. The feedback that goes to the sender makes it clear
whether the receiver has accepted the information and filed it in
his/her memory or rejected it. He or she may ask for more
information or clarification. Response is, thus, the key to
communication as the effectiveness of communication depends on
how congruent a receiver's response is with the meaning intended
by the sender.

1.4, CHANNELS OF COMMUNICATION

Communication is essential for the internal functioning of any
organisation. By integrating the managerial functions and serving to
influence the behaviour and attitudes of people through persuasion,
it encourages them to perform in order to achieve organisational
objectives. The interaction between the different individuals working
in a company or organisation takes place through different
channels. These channels could be both informal and formal.

Informal channels transmit official news through unofficial
and informal communicative interactions known as the ‘grapevine’.
This informal communication network includes tea time gossip,
casual gatherings, lunch time meetings and so on. These channels
may not be very reliable as they may be company rumours or just
gossip. Such channels are more active in organisations that are not
transparent. As employees want to know what is going on in their
organisation, they seek out unofficial sources of information. The
grapevine is not always negative for an organisation and can, in
fact, be helpful as it helps in positive group building by acting as a
safety valve for pent-up emotions. It may help in building up
organisational solidarity and harmony.

SRR
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1.4.1 Downward Communication

As the main function of downward communication is
providing direction and contral, it refers to communication from the
higher level in managerial hierarchy to the lower ones. A
communication from the general manager of & company to the
branch managers is an example of downward communication.
Other examples of downward communication include annual
confidential reports, performance appraisals, notices, project
feedback, announcements of company policies, official instructions,
and so on. Forms of downward communication may include notes,
notices, memos, telephone conversations, voice mails, emails, or
face-to-face conversations.

Downward communication is essential for the functioning of
any organisation as it involves the transfer of information,
instruction, advice, request, feedback, and ideas to subordinate
staff. It increases staff awareness and facilitates implementation of
new policies, guidelines, decisions, and evaluation and appraisal of
the performance of employees. However, too much downward
communication can lead to reaction from subordinates and can
hamper better employee-employer relationship.

1.4.2 Upward Communication

As the main purpose of upward communication is to provide
feedback on several areas of organisational functioning, it refers to
communication from subordinates to superiors. A business report

from the branch manager of a company to the managing director of *

the company is an example of upward communication. Other
examples of upward channel include business proposals,
suggestion box, exit interviews, grievance committees, and so forth.

Since upward communication involves the transfer of
information, request, and feedback from the subordinates to their
seniors, it promotes better working relationships within an
organisation by giving the subordinate staff opportunities to share
their views and ideas with their supervisors. It facilitates employee
involvement in the decision making process. Nevertheless, in any
organization there has lo be a balance between downward and
upward communication channels.

1.4.3 Lateral Communication
The main objectives of horizontal communication are
developing teamwork, and promoting group coordination within an
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business. This objective can only be achieved with the help of
effective communication.

It ensures success. There is need to save on cost and time

in modern business. Only effective communication can achieve
this.

1.6 NON VERBAL COMMUNICATION

1.6.1 Concept of Verbal and Non verbal Communication

We communicate by exchanging symbols to describe our
ideas and experience. Language is a common symbol system
which we use for sharing our experience with others. We can also
use other symbols like pictures, colours, signs and sounds to
communicate. We do communicate a number of things by our facial

expressions, movements, clothing, and so on, whether we speak ar
not.

Communication  through  words s called verbal
communication; communication through other symbols is called
non-verbal communication.

1.6.1.1 Verbal Communication

The communication mode which we rely on most often to
carry meaning from one person to another is the verbal mode.
Everyone who has ever thought about it has come to the insight,
however, that there are enormous difficulties in sole reliance on this
mode of communication. History is replete with examples of
misunderstandings among people who were relying on words to
carry meaning. Perhaps the most significant leaming that has come
out of this experience has been that words themselves do not have
meaning. People have meaning, and words are simply tools that we
luse for trying to convey meaning that is idiosyncratic to one persan
into the idiosyncratic meaning system of the other person. One of
the diffiiculties with words is thal we attach to them different
experiential and emotional connotations. Words are not always
associated with similar experiences or similar feelings on the part of
the listener and speaker. Other difficulties encountered in using the
verbal mode include the use of jargon, the use of clichés, and the
use of specialized vocabularies. It is often said that words have
meaning only in context; it can be better said that words only have
meaning when they are associated with people in context.
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It is not uncommon to observe people attempting to find the
right words to say what they mean. There is a myth that there is 2
way to "say it right." If we extrapolate from that phenomenon, it is
easy to hypothesize that there are some people who, instead of
experiencing feelings and sensations, more often experience
language; that is, their experience parameters are defined by their
vocabularies and their ability to be articulate. The psychologist,
Piaget, describing cognitive development in children, says that we
go through three phases: concrete, imagic, and abstract. When the
little baby first experiences the world, he is incapable of a highly
differentiated emotional or sensational experience. He experiences
only distress or delight, and his/fher major inputs are concrete; that
is; he touches, tastes, sees, hears, and smells things. As it
becomes necessary for him to interact with the world and significant
others in his environment in order to have his needs met, he
develops a fantasy life, an imagic experience. He can imagine
mother when mother is not concretely present. That fantasy life can
remain throughout his life. As he develops verbal fluency, he begins
to abstract, from physical stimuli which bombard him and from the
images that are triggered by those stimuli, meanings which he
attaches to his experiences. This abstract experience is a
translation of sknse data into a meaning system. The difficulty with
adults, of course, is that very often we do not let into awareness the
physical sensations which we experience. We often mistrust our
fantasy lives and tend to be afraid to permit ourselves to dream. We
experience the world, then, in an abstract way rather than in a
concrete and imagic way. The meanings that we permit ourselves
to be aware of are verbal and abstract. What we abstract from the
physical stimuli which we experience is dependent on our
vocabularies and our reasoning abilities. But those three layers of
experience concrete. imagic, and abstract are going on
continuously. People experience concretely, people experience
imagically, and people experience the abstracting process which
they do when they are awake and attributing meaning to what they
see, hear, feel, taste, and touch. Not all of these meanings can be
carried from one person to another through the verbal mode only.
Verbal communication may be oral or written. Oral communication
is more natural and immediate. It needs training and practice to
speak effectively in a formal situation.

Oral communication requires the presence, simultaneous
attention of both the persons, personal presence and-must be able
to respond to the body language of the other. Written
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3. Human beings respond more powerfully to pictures, colours
and plain sounds than to language. A cry of agony arouses a
much stronger response than a tale of woe; a film showing
the actual events or a story is more effective than a narrated
or written story. News on the TV is more interesting, effective
and realistic than on the radio because of the visuals.

4, For illiterate people, the best method of conveying important
information is by non-verbal symbols. Bottles and containers
of poisons are marked with a skull and cross-bones as a
warning; illiterate drivers can manage with the non-verbal
traffic signals and signs.

5. Films are used to explain processes to people who may not
follow oral explanations easily. Actual or filmed
demonstration is useful for teaching processes. Non-verbal
communication can overcome the barrier of language.

1.6.3 Attributes of Verbal and Non Verbal Communication

1 Speed

Written communication is slower in preparation, in
conveyance and in reception; it takes more time to draft, type,
dispatch, and to receive and read a letter than it takes to speak,
and to hear, listen to, and understand an oral message. Feedback
is also slower in written communication.

2 Record
Written communication serves as a record and can be used
for future reference. It is a documentary proof, and can be used as
- legal evidence. Oral communication may be taped for later
reference, but the authenticity of the voice may be questioned:
moreover, tapes can be edited and the message distorted. Written
records and documents are more reliable and acceptable.

3 Precision and Accuracy

Written communication is more precise and accurate than
oral. Choice of precise words is passible in written communication
because the writer has the time to look for suitable words and
phrases, and to revise and change the draft, if necessary. In oral
communication, it is not always possible to be so precise in the
choice of words; there is no time to seek and consider words while
speaking; however, the recipient can seek clarification on the spot.

20

4 Support

Oral communication has the support of vocal tone and
gestures and expressions which enrich the meaning of the words.
This is not available with written communication, however,
examples and illustrations serves the above purpose.

5 Length

A written message is usually shorter than an oral
communication. The situation of oral communication requires some
preliminary and closing remarks, while for written messages there
are standard formats for opening and closing that can keep the
message short. On the other hand written communication is
suitable for long and lengthy communication.

6 Expense

Written communication requires stationery, preparation, and
transmission, all of which cost money. Oral communication can also
cost a great deal since it requires simultaneous presence and
attention of the two parties, and getting together costs money.
Costs will depend on the availability of the required person(s) at the
particular place. Each type requires different channels for
transmission. Availability and cost of each of the channels is a
factor to be considered.

1.6.4 Various Methods of Non Verbal Communication

Non-verbal methods may be visual or auditory, Visual
methods are those which are seen and auditory methods are those
which are heard. Signs, pictures, colour, designs are visual, a
sound, bells, tunes, whistles are auditory.

1 Visuals: Appearance and Other Cues

We say a great deal to each other about who we are and
how we experience each other and the rest of the world through
symbolic means. The symbolic communication mode is essentially
passive, and messages emitted in this way are very easily
misinterpreted.

What are some of the symbals that we use? First, our choice
of clothes can tell a great deal about who we are, what our vaiues
are, what our status is, how conservative or liberal we are. We
associate differences in occupational status with different uniforms.
The banker wears a suit; the farmer wears overalls, and so on.
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be disturbing and over-exciting; well-matched and softly blending
colours are pleasant and soothing.

‘ Colour is an important means of formal communication,
Think of traffic signals; nothing could be more important than to
convey correctly and instantly, that it is dangerous to proceed.
Matters of life and death are dependent on colour for
communication

Besides traffic signals, colour is mainly used for classification
and identification. In the chemical industry, colour is used to identify
drums, pipes, cylinders or containers of a particular material or gas
g.g., red cylinders are used only for cooking gas. The cosmetic;
indush:y uses colour for soaps and shampoos to make them
attractive as well as to classify and differentiate the various types.
In offices, carbon copies of forms, orders, challans and other
d_oc.umants are made out on papers of different colours in order to
dlsl.mguish copies meant for different departments. Teams
frileg:rrtents and countries have their combination of colours on thsirl

ag.

Colour gives an added dimension to maps, chart and
graphs, and makes it possible to convey a greater amount of
information within the same visual/graphic representation.

Piclolﬁal representation: A large variety of pictures from simple
drawing to sophisticated coloured pictures and photographs are
used on posters and in advertisements, =

4 Visuals: Charts and graphs

: .ln a country like India, with a large number of illiterate and
semi-literate people, a picture with very few words is more suitable
for mass communication, Pictures are universally understood, and
more easily remembered. They make an immediate impact
bec.:_ause they are easier to "take in" than a written message.
Writing being linear (moving in a line), requires practiced eye
movement, while a picture may be tackled by the recipient in any
order that suits the eye,

A poster combines pictures and words. The use of
yvords is kept to the minimum. A poster can convey simple
instructions or a process by a series of pictures. It can be used for
education and persuasion in matters like the importance of saving
the danger of drinking, the value of neat and clean appearance, elc.l
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Charts and graphs are pictorial representations of statistical
information and can be made in different ways. Special skills and
techniques are needed to prepare them; they cannot be,
understood by the uneducated-, even educated persons need
some explanation and training before they can follow a chart or a
graph. There are great advantages in this method of presenting
statistical data. The overall situation can be seen at a glance, and
the relationships between the figures are seen more eésity than in
tables. It needs less space than description.

Charts and graphs must be properly titied and labelled to
show what information is being represented; the date of the
information must be shown. Graphs and charts must always have a
scale and a key to explain the symbols used.

Maps are representations of territory and are used for
conveying the space relationships between places. They are used
for geographical information of all kinds, such as transport routes,
climatic conditions, distribution of population, crops, animal life and
vegetation; sociological factors like religion, literacy, health and
nutrition can also be represented by maps. Maps of small areas are
used to give information about routes and to locate places. Key and
scale are needed in all maps.

A sign is a mark used as a representation of something; for
example, + for "plus”, x for "multiply” skull and cross bones for
"danger.” A sign is mostly visual, and has a fixed meaning. A signal
is a previously agreed movement which serves to warn, direct, or
command; for example, the coming on of a green light or the
waving of Green flag is a signal to go ahead; the firing of a gun
salute signals the arrival of VIP a signal may be visual or auditory.

Signs communicate instantly; therefore, they are most useful
in communicating simple but important ideas. Traffic signs must
instantly convey information to the drivers about what lies ahead on
the road. Words cannot be so quick as signs; where instant
decision has to be taken on the information conveyed, signs and
signals are the only effective method. .

Previous knowledge and a certain amount of conditioning
are required for a person to respond to signs and signals; but once
this is done, the response is a reflex action. A driver does not have
to think that he must apply brakes when his eyes see a red flag or
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Often we ask ourselves, “Why did he say that?", “Why did he
do that?", or "Who does he think he is?" These questions might be
rephrased as, “Why did you say that?", “Why did you do that?" and
“Who do you think you are?” Each of us is different. Fortunately we
are predictably different and our differences make us
simultaneously attractive and frustrating to others.

The secret of persuasion is to understand yourself and
others. Then you can adapt effectively to the needs of the persan
and the situation. Information is power, but it's only powerful if you
know how to obtain and use it.

David Golman, author of Emotional Intelligence, defined
"EQ" as an ability to understand one's own feelings and to express
empathy for the feelings of others. His studies showed that EQ is
four times more likely than 1Q to indicale your level of success.
According o Golman, the communication skills responsible for EQ
are:

1 Empathy & Graciousness

Since ancient times, humankind has attempted to read
others and explain the reason for their differences. Credible
personality models have been traced back as the writings of
Hippocrates, Aristotle, and Chanakya for a comparison of the
better-known personality profiles. The ability to influence others is
dependent on the degree of willingness you and your partner wish
to exercise in being co-operative and getting along. The greater

_your ability to adapt to your pariner's behaviour and to

communicate in his language, the more receptive he will be to you
and the greater your chance of success will be. The key to
influencing others lies in your ability to present your needs in terms
of meeting their needs, and in wording your proposal in a way that
is most receptive and understandable to them. In short, we want
benefits spelled out for us in our own language. We want these
benefits in a way that we can understand, so that we can put them
to good use.

If you want to influence someone, you have to do the work of
delivering your message in the receiver's behavioural language.
You must design your presentations to meet his needs so he can
immediately see the benefits.

s R i
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2 Readiness and Enthusiasm

When people are ready to take action. theyll often sit
forward in their seats or stand with their hands on their hips. They
are anxious to get going. They will stand ar sit in an erect position.
They are alert, with wide, bright eyes. Their body motions are alive
and animated. Their words can't keep up with their hands. When
you see these signs, get going-because they're ready.

3 Frustration

Most of us are familiar with these signs. How many times a
day do you see some of these gestures: hand-wringing, running
fingers through hair, clenching hands or jaw, an exasperated sigh,
or tension in the small muscles of the face? If you see these signs
in others retreat before approaching with any request!

i@ Superiority

People who feel superior to you often appear relaxed, with
their hands clasped behind their heads or backs. The chin and
head is often held high. They may lean back in their chairs, or lean
their bodies against a wall, table or desk. When someone behaves
this way it's important for you to control your emotions, apply your
communication skills and focus on the issues on hand.

5 Boredom

Bored people tap their fingers or feet. They're often pre-
occupied with personal grooming or other insignificant details, such
as sharpening a pencil. They will also point their bodies to the door,
and often check their watches. Often asking a question or stating
‘your observation of their behaviours will involve them in the
conversation.

6 Nervousness

Nervous people cover their mouths when they speak. Their
voices are often high and may even break. Their speech is hesitant,
and they use “"ums” and “ahs” incessantly. They may clear their
throats and wring their hands while looking down at their shoes.
You may also see their facial muscles twitching as they shift back
and forth on their feet.

It's important for you to create a safei,-en’vironment for them
fo speak, to maintain rapport and to be patient and encouraging.
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The terms “"dead silence”, "stony silence”, "embarrassing
silence”, show that silence has a quality that communicates itself.

Short silences are very effective in giving emphasis to
words. A pause before or after certain words make the words stand

- out from the rest. A skillfully placed pause has the power to make

the listener more alert. In presentations, silence can be used
effectively to emphasis a point; it is often far more effective than
wild gestures or table-thumping.

9 Haptic Communication

Haptic communication is communicating by touch. This is
used in a number of contexts and also has dangers for the unwary
as touching for example where another person can in particular
circumstances, be interpreted as assault. Touch is often intimate
and can be used as an act of domination or friendship, depending
on the coniext and who is touching who, how and when. Yung
children and old people use more touching than people in the
middle years. Touch provides a direct contact with the other
person. This varies greatly with the purpose and setling.

Touching is perhaps the most powerful nanverbal
communication form. The skin is the body's largest organ, and
through the skin we take in a variety of stimuli. We can
communicate anger, interest, trust, tenderness, warmth, and a
variety of other emotions very potently through touching. People
differ, however, in their willingness to touch and be touched. Some
people give out nanverbal body signals that say that they do not
want to be touched, and there are other people who describe
themselves and are described by others as “touchy feely." There
are many taboos associated with this form of communication.
Persons can learn about their own personalities and self concepts
through exploring their reactions to touching and being touched.

10  Facial expression

Facial expression is an obvious communicative factor. A
cheerful face or a gloomy face influences most people who see it. A
happy or appreciative smile, a displeased frown, a look of surprise,
and several other expressions of the face can convey, with or
without words, the attitude and reaction of the communicants.
Expressions accompany the speaker's words and also indicate the
listener's reactions. An alert speaker can judge the listeners
reaction by the facial expressions which act as a constant
feedback. You can learn to use facial expressions for effect.

- .k]. ‘A"l 3 e 5
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1 Eye contact

Eye contact is another form of nonverbal communication.
We tend to size each other up in terms of trustworthiness through
reactions to each other's eye contact. Try a little experiment with
yourself. Remember the last time you were driving down the road
and passed a hitch-hiker. The odds are very high that you did not
look him in the eye if you passed him up. Con artists and
salespeople understand the power of eye contact and use it to
good advantage. Counselors understand that eye contact is a very
powerful way of communicating understanding and acceptance.
Speakers understand that eye contact is important in keeping an
audience interested in one's subject.

Eye contact is a difficult, disconcerting communicative factor.
The comfort level for eye contact is three seconds; if extended
beyond that, it can amount to invasion of another's space. People
who are aggressive try to fix others with a stare; if you are angry
you might express it with extended eye contact. If you give full eye
contact for too long together with an angry expression, the other
person may describe the experience as "shooting darts at me."

A person who is lying usually blinks and avoids eye contact;
unblinking eye contact could mean that the person is lying and
watching to see your reaction. Persons with lack of self confidence
often avoid eye contact.

For a person making an oral presentation it is. importént to
create rapport with the audience with eye contact. Presenters make
it a point to take in the whole audience with a sweep of the eye,
making brief eye contact with as many as possible.The eyes,
according to Leonardo da Vinci, are the “mirror to the soul.”

Confident eye contact shows trustworthiness and truthfulness.
Shifty eyes indicate aloofness and distrust.

a2 Gestures

Do we expect other cultures to adopt our customs or are we
willing to adopt theirs? This might translate to how business or even
foreign relations are to be conducted. Do we compromise or force
others peoples to deal only on our terms? We may not have time to
hear a language, but taking time to leam the "signals” is a powerful
communicator.
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potential signals that may communicate how one is experiencing
his environment. A person who folds his arms and legs is often said
to be defensive. It is sometimes observed that a person under
severe psychological threat will assume the body position of a
fetus. The seductive person opens his body to other people and
postures himself so that his entire body is exposed to the other
person.

Paosture is the way we hold ourselves. Though difficult to
interpret, it contributes much to communication. The way we hold
our body, the way we stand or sit indicates something about our
feelings and thoughts, attitudes and health. Sitting stiffly, may show
tension; comfortably leaning back conveys a relaxed mood, eagerly
leaning- forward shows the listener's interest in the speaker.
Posture can indicate disregard or disrespect for others who are
present; polite and well-bred persons are usually careful of how
they stand or sit in the presence of visitors and in formal situations.
Graceful posture is a great asset in any business.

1.7. SEVEN CS OF COMMUNICATION

Seven C's are the seven most useful qualities of effective
communication. They are called Seven C's because name of each
of these qualities starts with a C, and they are seven in numbers,
therefore they are called Seven C's. Although they are just seven
small words starting with a letter C but their importance for effective
business communication is same as the importance of seven seas
for the world.

1.7.1 Completeness

Message Receiver- either listener or reader, desires
complete information to their question. e.g. suppose you are
working with multinational company who is engaging with
engineering goods, like A.C. Now let say one of your major
customer wants some technical information regarding “thermostat”
(because he wants to convey the same to the end users). In this
case you have to provide him complete information in a short span
of time. If possible, provide him some extra information which he
does not know, in this way you can maintain a good business
relation with him, otherwise he may switch to another company.
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Five W's: One way to make your message complete is to
answer the five W's: WHO, WHAT, WHEN, WHERE, WHY? The
five question method is useful when you wnlg requests,
announcements, or other informative messages. For instance, 10
order (request) merchandise, make clear WHAT you want. WHEN
u need it, WHERE it is to be sent.

1.7.2 Conciseness :

Conciseness means “convey the message by using fgwest
words”. “Conciseness is the prerequisite to effective pUSnness
communication.” Hence, a concise message saves the time and

expenses for both the parties.

For achieving the conciseness you have to consider the following.
- Avoid wordy expression
- Include only relevant material
_ Avoid unnecessary repetition.
- Avoid Wordy Expression

E.g. Wordyi - at this time. Instead of “at this time” you can just u§e
only a concise word: - NOW, Always try to use “To the point
Approach” in business scenario perspective.

include only relevant information:

Always try to provide only relevant information to the
receiver of the message. Let's say one of your customers
requested

For clients of the company in reply you should provide
simply list of clients at the panel of your company.

No need to provide detailed business information about
client at all.

Observe the following suggestions to “Include only relevant
information.”

Stick to the purpose of message Delete imrelevant words
Avoid long intreduction, unnecessary explanation etc. Get to
the important point concisely.

Avoid un-necessary Repetition: Sometimes repetiiion_is
necessary for focusing some special issue. If the same thing
is said without two or three reasons, the messages become
wordy and boring. That's why try to avoid Un-necessary

repetition.




surebe asua il uejdxa aseayd noA pjneo

‘;apay siyy ul pjom Buisnjuod ou si aisy) S8 ‘I pUBJSISPUN PINOYS |

puejsiapun ,uea | eya| pdnig

Inpoe | alop

Junjg ‘ssapoel

‘uwnjoa puey-jybu ay) ul umouys se

way} aselydal ‘mojeg uwnjod puey ys| au} ul asoy} axi| uoissaldxa

ploay "ASBHNOJSIP JO 9SMED UOWLWOD sie syen sapefsu asayl

‘Junig Jo jdruge Ajjeuoiusiul aJe aidoad may ybnoyl aaneioalddy

pue jnpubnoyy ‘|npoeL Ajaiaouis aq suoissaidxa AlojeulwuosIpuoU

asooy) SJayjo 3y} o} adsal  mouys ey} suoissaidxa

as -aajeaidde pue  ngybnoyy qnpoey Ajessouis eg  8uol
snoaunoa e Bunessusb 1o} suonsabbns ale Bumolio} aul

-Bupjeads pue Bunum Jiau ul Suo)
jeioads e sejeseuab uonEJUNWWGD $NOSUNOY) "SI8YI0 10} LISdUad
pue 1adsas Jno smoib 1ey) ssausajjod St ) ‘1auied ‘Asaunod jo
wuoj e SI sisuuew paydesoe Ajjeros Buyddy yBnouiy - NOA YUBYL,
pue ,asesjd, jo suomasul {eoluByOaW UM ssauajijod Ajaiaw
10U SI )| “BpnyIpe-NoA 2J8JUIS B WOy swajs Asauno) sbuise) sy}
os|e 1nq ‘siaylo jo anpadsiad au} Jo Ao jou BIEME Buiaq sanoAul
Asaunoo ani| ‘iaa@38s abesssw ok jo sieme aq 'Asaunod
JOo sjuswsajels asn o} noA smoje aauaipne nok Buimauy

Asaunog 9L'L

sjuswAed 10} JuslBlElS 22j0AUl
uoljelauNwWal Aed

‘69 ajdwexa Joj

a||o1uop awoy

jusnbasqns Jjaye

SpJom JEljlwe) XaN

‘1 pueissepun Apinb

|im 1apeas nok jey} oS splom pueisiepun 0} Aseajeijiwe} asn o}

1S8q [9A8)| N0k AJj PINOYS NOA "3U0 JBLoYS 8N sAem|e ‘auo Jauous

pue spiom Buo| usamlaq 3310yl B 3AeY nok Jj siuawalels Jabuoj
1auel spiom asioaid asn sAEMIE UDIEDIUNWLICD Ssauisng U

'sydelBeled pue sadudjues -

3AI08Y3 1OrUISU0D "SpIom Asea pue Jeljiuey asooyd sABM|Y "SpiOM
asioaid asoays SABm|E PINOYS NOA ‘Alisea ) PuUBISIBpUN UBD Japeal
JBUl 0 "1B3|2 yonw fuan aq pinous abessaw sy} UOHEDIUNLIWOD
sssuisng aandapa ul Auep jo asodind e S Ajg1RIN00Y
fuen s°LL

8¢

bl ‘lIom se aBewn poob a1eai0 Aj@luyep pinoys 1| ‘punolb

il BA B UO 3)UM SABM|Y "SSBID SIY Ul ISJl} POOIS 8Y (0'b/SEE

Sem uotssas J-g3z Buussulbul [eauioa|3 25°g Ul vdo sBIYsN ‘B
'SSB[2 U] Ul JSJlj poo)s pue 5321:; jo juapn;

isa 1S

}:aﬁgga;ug KaA 51 oY |esauag B'9 spiom Buippng abew asci}uo

a.nBy pue sjoey oyosds asn ssausiesouon sy eAélqoe oy

= ‘uoheuwlojul yueAsfa.l o olisuab jo peajsul sainbiy pue
S;a | an shemie jusid inok 0 Yjey nok usypp “(JaAIsaas pue Jspuas)
’ e Bqu Jo} swsjgoid ssje=io spiom jo Buipueisiepunsipy
|esauab jo peaisul oyioads aq pinoys abessaw jey) suesw .
$S3udlBIOU0] Pl

"IB} OS 3U0p USaq Jou sey e :

pue paau Jay/siy Jey) PIOAB SAEM[E puy ';z:ujla‘oﬁjggems if;::;w:r\
,SE 1B} OS 3UOp Usag SBY JBYM "~ lapesal 0} a:uni,w\ous sA::v\.u
JUem pue pasu Jay/siy ssaippe o] A sAempy :waux 0} umo[:
ale jysuaq uaym Ajpanisod 1oess Aew siapesy ,'sinoy papua :
ay) uim Buuesas ay) ur doys o) s|qe eq M nol_ :apnuuz n‘:z

. 310w Buiddoys axew
0} puUsIXa | am eyl aounouue o} psbisp we | :apn;me){am

‘I woly pajsuaq
pInoys acuaipne moy Aem e yons Ul abessaiu e sjum sAempy g

‘uonoeal aanebau e pesj| asn saaao 1nqg ‘nok diay _nok, Buisn ‘sio
jueses|d ‘aapsod sziseydws ‘puyy pue Jamaeauj ar.;1 ;c; Tseu]a E
Jo Jjauaq 30UIIPNE MOYS 'puIBS ‘3. JO. |, jo peaisui nr::(]!
Uo SN0} '1SIi4 [UONIBISPISUOD A)BDIPUI 0] SABM :;joeds a8y _1_. i

'S,0 UBASS
. A
W lie Buowe .5, weuodw: Aiaa s uonesspisuoo dnosf jabie

INoA

o l%pu!u.: ur daay shemie pinoys noA sbesssw e Bunum apym
5_,; IUNWWoD 3A0sYa Ul Juepodw) Aisa st i 'uouuawmsajélm
AB9AIBO8S Ay} Jepisuod 0] =~ SUBSW UOIBISPISUOD

uonelspisuo] gl°|

. (swns) asswpy INOGE SMOUY JaAIa281 1By} smaia ul Buideay)
ABojouysa | uoneuuoju| Joj || 9Sn uea noj o b.l.M asn
uoneziue6lo apes puom jo pesisup “6-3 sieniur Jo sunouold
?sn ‘wnioads 2sn pajiw| sleAld suonesmnﬁ'm‘mo wnioadsg
53 'souo Buo] ay) pauonusw SI\BL[l noA isye aweu
Jauoys Asn spiom AlESSBI8UUN SBUILIE O] SABM BWODS

LE

— e

—

oL

‘1'1 - - “’__.

»



39

It's your fault, you did not

properly Sometimes my wording is
not precise; let me try again read

my latest FAX,

Thoughtfulness and appreciation Writers who send cordial,
courteous messages of deserved ¢

(to a person inside & outside) hej

goodwill or public esteem for the
dollars.

ongratulations and appreciation
P to build goodwill. The value of
firm may be worth thousands of

1.7.7 Correctness

At the core of correctness are
punctuation and spelling. However, message must be perfect
grammatically and mechanically. The term correctness, as applied
to business messages also mean three characteristics o Use the
right level of language o Check the a

Ccuracy of figures, facts and
words and maintain acceptable writing mechanics.

the proper grammar,

Formal writing is often associated with scholarly writing:
doctoral dissertations, scholarly, legal documents, top-level
government agreements and other material where formality is
demanded. Informal writing is more characteristic of business
writing. Here you use words that are short, well-known and
conversational as in this comparison list:

More Formal Less Formal

Participate Join

Endeavor try 3
Ascertain find out

Utilize Use

Interrogate guestion.

Avoid substandard language. Usin
grammar, faulty pronunciation all
English, Some examples follow:

g correct words, incorrect
suggest as inability to use good

Substandard More Acceptable
Ain't isn't, aren't
Can't ‘ hardly
Can hardiy
Aim fo proving aim to prove
Desirous to desirous of
Stoled stolen

o e

267
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.ORAL COMMUNICATION

Unit Structure
bjectives _

1212 E?'nt:oduction: Oral Communic~atio.n SP(IHS ale,
12.3 Importance of Oral Comml‘.mlcatmon in Busin
12.4 Face to Face Communication

12.5 Telephone Communication

12.6 Communication with Visitors

12.7 Listening

12,8 Summary

12.9 Exercise .

12.10 Exercises for Discussion

12.1 OBJECTIVES

icati to
» To explain the importance of oral communication
business = |
» To Identify and give examples of the objectives of ora
communication t
: .
» To describe the similarities and_dlﬂerencles f‘e;v;een face
face oral communication and using the telepho o
» To explain the technigues for communicating with visitors

% To identify and explain the techniques of effective listening
P .

N
12.2 INTRODUCTION: ORAL COMMUNICATIO
SKILLS

For successful communication, students reqfu;r:mmu:)arii
ili d a range O
bility to present ng an e
s th? rfwirmsallrc?:ass!frul communication is context depgpdt(:_ranitz:e”
;e:prreefsos;f erﬁbedded in its particular discourse community -
el

1989).

i rful
Oral communication reflects the pers1sii_netwan:sp}q|o;‘<iaday
ication in human society.
e and communication in hu s
Egl;gf |gng1usagg explains, communication is more than merely ar
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12.3.1 Advantages of Oral Communication
Oral communication has several advantages over written
communication for most day-to-day, routine transactions:

. Oral communication is faster: Two or more people talking can
deliver a message, discuss an issue, reach an agreement, or
ask a question and receive an answer much more quickly
than they could using written communication.

Oral communication permits immediate feedback: When the
receiver does not understand a message, he or she can ask
for clarification right away.

Oral communication a usually more effective for conveying
messages  with emotional content:  When people
communicate orally, the message consists of more than the
spoken words. A nonverbal message accompanies every oral
communication. Facial expressions, body movements,
gestures, tone of voice, rate of speech, and voice inflection
all add meaning to the words actually spoken. These
nonverbal components help the receiver interpret  the
emotional significance of the message,

Oral communication helps establish human relationships:
Through oral communication, people working together are
able to develop team spirit and a sense of mutual
responsibility. By communicating with each other orally,
people are able to improve each other's morale.

12.3.2 Formal and Informal Speaking Situations

in general, oral communication directly related to
organizational objectives, tends to be formal. That related to
establishing human relationships tends to be informal. Compare, for
example, a job interview with a typical moming conversation
between a secretary and supervisor. In the job interview,
interviewer and interviewee communicate within a framewark of
well-established rules. The questioning-and-answer format of most
interviews helps interviewer and interviewee achieve their
objectives, but it affords little opportunity for establishing an
interpersonal relationship. Because of the need to proceed
carefully, interviewer and interviewee tend to be formal with each
other. They select words carefully; they stick to the subject. They

do not permit themselves to relax and simply enjoy each others
company.

The morning conversation between supervisor and
secretary may also proceed along predictable lines, but, under
normal circumstances, neither worries about the results of the

=3 3 =3
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exchange or about what to say next. Business an:! per?]onzl
matters are discussed interchangeably. In such an atmosphere,
people can converse in a casual, comfortable way.

As a secretary, you will need to distinguish betweerlx for:'.al
Vand informal communication situations. To Abe. for:;na. fwr e:‘
informality is called for is to be con'sideredd ur;canngéf:osgz rlnglo??-.is

ity i i i idered unpr: :

formality is required is to be considered unpro
wseie?discgses formal oral communication sﬂuatto_ns. Chapiersl
f1;Bapand 19 discuss human relations and interpersonal
communication skills.

12.4 FACE TO FACE COMMUNICATION

Just as each written communication ha; a spgciﬁc Obj;‘fg::
to achieve, oral communication also has spgcaﬁc ob\igctwez_esﬁons
objectives fall into three sepqrate categories: asking g ;
giving information, and persuading,

king Questions : ' .

g ?A?Jcli‘\ !c]:ral communication consists of asking quest{ons andt

providing answers. Most questions asked in the ofﬁcte e;ovsm‘;mizt

i i tions as they occur to

are informal. You will ask ques 1S as e S

i listener might interpret them. :

L i ight ask or be asked, "Should

while arranging office furniture, you mig o | "

i i t wall?" Few people wou

e the filing cabinet to- the east : I

;:;gkrr;g;r hidden meanings in such questions, and questions of this
sort rarely present problems.

i i ication situations, however, can
Questions in formal communica . :
cause difficulties. In formal situations, c|gest|cmst‘anaS ::;t:; rp;e;:;vtﬁg
i ing the question
as threatening. The person answering it il
i . For example, you might be g
other person for asking them g . i
j i orting on how office p
the job of finding out and rep e
i utive in the organization. To compl
il i s k eries of questions of the
i ent, you would need to ask a s of t
2?f'|stlzgﬂworker§. When you are fared with a formal comml.t:_mcatl:m
situation in which you'll need to ask _the other person questions, try
to keep the following guidelines in mind:

« Ask questions rather than make statements: A':? opvious gs U‘LIS
advice seems, too often people attempt tr? obtain information ‘y
making statements. Statements that rgqmre the o{herhper:;onino
provide information are usually perceived a.s more _t re?ngerg
than a polite question requesting tt_ze same .mforrr'sa\hon.b't bl
did you grow up?” is less threatenmg.than "Tell me a bi l.a .t'o 7
yourself." Also, statements made in the hope of eliciting
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listener's point of view is important. That is, what does the listener
currently believe? What is the listener currently doing in place of the
action you would like the listener to perform? How will the listener
benefit from believing what you say or from doing as you ask?

Concentrate on those beliefs and actions related to the topic
for persuasion. You won't, for example, need to know the religious
beliefs of the secretarial personnel in your organization to persuade
them to change their procedures for records management.

When you wish to persuade, find out as much as you can
about your listener's current beliefs, actions, and perceived benefits
before you attempt to influence his or her opinion or course of
action. In some cases you may be able to learn all you need to
know by asking some informal questions of a few members of the
group you wish to persuade. In other cases, you may need to
distribute a questionnaire to group members to discover their
attitudes. Instill other cases, you may have to infer their attitudes
based on what you do know about them. However you learn what
you can about your audience's attitudes and current actions, that

knowledge gives you the starting point for Your persuasive
Message.

Think of persuading as a journey; you wish to lead your
audience from where they are now to where you wish them to be.
You are responsible for leading then,-merely describing the
destination is not enough. Some of your listeners may move quickly
from one point to the next; so may not move at all. But unless you
make the trip with them, beginning at a point they are ready to
accept and maoving carefully from point to point at a pace they are
willing to accept, none of them will reach the destination you desire.

In asking for and providing information, you have the right to
expect the other person to cooperate in the communication
process. Most people will be as helpful as they can be. In a
persuasive sifuation, however, the person who wishes to persuade
must assume full responsibility for the success or failure of the
communication. The other person under no obligation is to be
persuaded. In fact, the other person may feel obligated to resist
being persuaded. When you communicate to persuade, you'll need
to overcome the other person's natural inclination 1o resist.

Persuading orally requires many of the same technigues
written persuasion (see pages 224-226). When the situation is
informal, you'll omit many of the details you would need to
persuade in a formal situation. It's easier, for example, to persuade
a friend to join you for lunch than it is to persuade an executive to
invest in a new piece of office equipment. Because the investment
is small and the benefit is obvious, your friend should be easy to

e % L
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persuade. The investment for the executive, hoyvever. is larger, and
more risk is involved. To persuade the exgculwe, you would need
to provide specific details about the benefits and prove that those
benefits would be realized.

12.5 TELEPHONE COMMUNICATION

Talking on the telephone is not the same as talking mth
someone facet of While the telephone is an extremely usef_ul d.EV'C,e
for bringing two or people together, some of the cummumcatuofn is
lost since nonverbal behavior cannot be observgd. In face-to-face
situations, body language and facial expressions help people
interpret each other's messages. Inl telephone conversations, the
words themselves and the tone of voice must do all the work.

ing the Phone
Kt Buescal?se most people have grown up‘with telephones, they
tend to think of themselves as experts in their use. And, 10 a great
extent, techniques learned through Frial and error are correct.
Proper business use of a telephone is not all that different fr?m
proper personal use. ldentifying yourself clearly a:.1d distinctly,
being polite, and being sensitive ta the_o:her person's need; are
important regardless of whether the call is for personal or business

reasons.

In business, the telephone serves as a. pubii_c r_elallons
agent for your organization. Callers may form ﬂ"\EII’ er!tlre meress
on oi your organization based on their c_onver;ahons with youn the
teiephone. Your voice, manners, and dlscretlop should all‘ indicate
that ydu and your company will make good business associates.

Your voice should show that you are aler, pleasant. and
natural. Use your normal speaking range. Avo_ld speaking too loudly
or too softly. Speak at a moderate rate, neither too fast nor too
slow, and .speak distinctly. in face-to-face communication, people
watch each other's eyes and mouths to supplement 'the oral
messages. The added communicgtions elements help clarify words
that might otherwise be msunders!ooq. In a ‘telephone
conversation, each word must be clear so it can be understood
wilhout the additional visual cues.

Manners The common courlesies of please and thank you
are even more important in telephone convgrsahons thanl they are
in person, In face-to-face situations, your smile may substitute for a
thank you, and the other person will still understand your message.
Over the telephone, however, the only way the‘ other person will
know that you appreciate her or his business is by stating your

appreciation explicitly.
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12.6 COMMUNICATION WITH VISITORS

Most secretarial positions require communicating with
visitors to the organization. Whether one is working as a
receplionist, whose chief responsibility is to greet visitors, or as an
administrative assistant, who may see visitors on regular basis
only, communicating with visitors is an important public relations
function. Visitors will form their impression of your organization
based on your appearance and the way you treat them.

|deally, visitors should be greeted by a receptionist in a
specially designed receiving area. The receplionist has the
responsibility of checking credentials (if appropriate) and ensuring
that the visitor is directed to the appropriate person or office.
Visitors with appointments should not have to wait long before
seeing the person they are scheduled to see. Waiting makes mast
people feel uncomfortable and resentful, If an emergency has
occurred, the visitor should be told what has happened and how
long the wait is likely to be. The appointment should be
rescheduled if the visitor prefers to return rather than wait.

Visitors without appointments .should be treated
courteously and according to individual policies. That is, .some
supervisors maintain an "open door” policy and will. see people as
they arrive. Others prefer to see only those who have scheduled
appointments in advance. Visitors without appointments. should
recognize that they are likely to.have to wait longer than they would
have if they had made appointments. .

Whether the visitor is scheduled o unscheduled, the
secretary or receptionist is responsible for making the guest fegi
welcome, much as you would try to make a guest feel welcome in
your home. You should show the visitor where to hang her or his
coat, provide coffee when appropriate, and tell the visitor how long
the wait will be. Some visitors may prefer to leave messages than
to wait, and you should be prepared to take the message and to
ensure that it reaches the appropriate person. Once you have
made the visitor comfortable, you should return to your regular
office work.

You should make an effort to learn the names and faces of
regular visitors and to develop an intuitive understanding of which
people various supervisors would prefer to see (even when they
don't have appointments) and which they would prefer to avoid
seeing. Regular visitors will appreciate being remembered.

Unscheduled visitors who are impatient about having to wait
and those your supervisor would prefer not to see need to be
handled fimmly but politely. When possible, make an appointment

'
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for these individuals at a time your supervisor would be willing to
see them. For others, you may need to discuss. an appointment
with you, supervisor before informing them. Promise to ask your
supervisor and to call with information about an appointment as
s00n as you

Some organizations and offices require receptionists and
secretaries to keep a record of visitors either for reasons of security

" or for billing purposes. Many manufacturing firms, for example, are

in the process of developing products or processes that should
remain confidential. Visitors to those piants will need to be
screened. Additionaily, such visitors may require iemporary
identification cards and perhaps even a full-time escort while they
are on the premises. Doctors, lawyers, and many consultants also
require a record of visitors so that they can keep accurate time logs
for billing purposes.

Secretaries have the responsibility of introducing the visitor
lo the super-r. In general, when you are introducing two people, you
should name the person of a higher rank , told,, person first:

"Mr. Important. may | introduce Mr. Less Important.”

The main exception to this rule is that when you are
introducing a woman and a man, the woman should be named first,
regardless of rank or age

"Ms. Smith, may 1 present Mr. Jones.”
The table below provides the basic rules for introductions:

Introduction First Name
Distinguished visitor and Distinguished visitor
Supervisor

Official (political or religious) Official

and Supervisor

Woman and man Woman

Older person and younger Older person
person

Individual and group Individual

12.7 LISTENING

Oral communication requires re than speaking. Listening is
actually far more important for effective oral communication than
speaking is. But most people do not listen very efficiently in spite of
the great amount of time they spend listening. Unlike hearing.
which is a passive process, listening is an active process. You hear
words, but you listen for meaning. Whether the communication
siluation is a face-to-face conversation, a small group discussion,
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omitted completely from a message. You may need to explore both
what has been said and what has not been said to uncover the real
meaning of a message. This is especially true when the message is
an emotional one. People find it difficuit to acknowledge their
feelings, especially when they feel threatened or fearful. In such a
situation, you need to listen between the lines to discover the
meaning behind the message. Listen for emotionally charged words
that indicate an absence of facts to support the conclusion the
speaker wants you to draw. Ask yourself how you feel about the
subject being discussed. What do you know about it already? Do
you agree or disagree with the speaker? In what way do your
feelings and previous knowledge of the subject influence your
reaction to the speaker? Do you know of additional facts that either
support or contradict the speaker? Does the speaker have a valid
point in spite of a poor presentation?

Clarification when you have the opportunity to ask questions
to clarify what the speaker means, do so. One of the best ways to
see whether you have understood the message is to summarize
what you think the other person has said and ask him or her
whether you have summarized accurately and fairly. This technigue
especially useful when differences of opinion are strong and
emotions may interfere with effective listening. In less emotionally
charged situations, asking questions is useful to ensure that you
have under-stood the speaker's language. You can often overcome
a semantic barrier by asking a speaker to explain what she or he
means by a particular word or phrase.

12.7.2.4 Note Taking

When you need to remember the message for any length of
time, take notes. As you recall, one of the important advantages of
a written message is that it provides a permanent record. Oral
messages are distorted rather quickly by time. If it is important for
you to have an accurate record of the message, listen carefully for
main points and supporting evidence. And write them down. In
most situations, it will not be possible for you to take down every
word a speaker utters and at the same time listen carefully to the
content of the message. Notes should be taken. Sparingly, using
the key words you've selected for your summary. As soon after the
discussion or speech as possible, review your notes and prepare
more complete summary. If you require a complele transcript, use a
tape recorder.

12.7.25 Evaluation

An accurate, fair evaluation of the message is possible only after

1. You've heard the speech or discussion in its entirety.

2. You've had a chance to guestion the speaker about points
needing clarification.

=
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3. You've made sure that barriers have not distorted your
perception of the message.

Thus, before you can assess the usefuiness of the material
or make a sensible reply, you need to ensure that you've
understood the message and the speaker's intent. In your
evaluation, ask yourself whether you agree or disagree and what
evidence supports the speaker's point of view. What evidence
counters the speaker's point of view? How can you benefit from
agreeing with the speaker? Will the benefits that might result
outweigh the costs? Affair and thorough evaluation will help you
make the best response possible.

12.8 SUMMARY

Oral communication constitutes the bulk of all
communication and is important to business for two reasons. First,
oral communication helps establish procedures for meeting
objectives. Second, oral communication helps establish human
relationships. The advantages of oral communication are that it is
faster than written communication, permits immediate feedback, is
more effective for conveying messages with emotional content, and
helps establish human relationships. Oral communications should
be organized to achieve the specific objectives of asking questions,
giving information, and persuading.

Talking on the telephone is not the same as talking with
someone face to face. Face-to-face communication supplements
the spoken word with a wide variety, of nonverbal cues that help
the listener understand the speaker. 1u a telephone conversation,
each word must be understood without the addition of visual cues,
so the speaker must be careful to speak distinctly and at a
moderate rate. Telephone use requires good manners and
discretion so that the listener will not draw the wrong conclusion or
overhear remarks intended for others.

Listening is just as important to effective oral communication
as speaking. Listening, your source of information is an active
mental process. To listen effectively, you need to be aware of and
overcome internal and external barriers you may have and practice
the techniques of effective listening. These techniques include
preparation, concentration, summarization, anticipation,
exploration, clarification, note taking, and evaluation.
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16 QUALITIES FOR EFFECTIVE COMMUNICATION

But remember. the purpose of accuracy is to represent the
original 1dea faithfullv—not simply to tell a part-truth.
Metaphors. which are often untrue. literally, are vivid and
are usually accurate meaning-carriers.

ORGANIZATION

Putting words in the right order is as important to effective
communication as finding the right word. There are three
well-known, though often forgotten, characteristics of any
well-ordered communication. They are unity, emphasis, and
coherence. ‘

These characteristics should be present in all units of com-
munication, from a single sentence to a paragrapli to a section
or chapter to 2 whole—whether twenty or 200,000 words.
Of course, written communication is likely to be more per-
fectly unified, coherent, and emphatic than spoken, because
the writer has more time and opportunity to think, plan,
write, and revise than the speaker has. Nevertheless, really
good oral communication has a gencrous sharc of unity, em-
phasts, and coherence.

These three qualities are probably not as distinct and un-
related as we sometimes think they are. They are separable,
for purposes of study, but in practical writing and speaking
they are intricately interwoven.

UNITY

Unity is singleness of purpose and execution. It is doing
only one thing at a time. “Unity” means “oneness.” A
sentence or a whole book has unity when it discusses only one
thing, when it sticks to the subject, when it stays on the track,
when cverything which it says contributes to the one thing
it's talking about.  Examples, illustrations, comparisons, con-
trasts, background details, subdivisions, causes, results—all
these are permissible and often desirable; but they must be
clearly and reasonably related to the subject. The whole,
whether a large or small unit, must be a single thing.

If, for example, you are trying to describe Chicago, you
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QUALITIES FOR EFFECTIVE COMMUNICATION 17

shouldn’t also describe St. Louis or bog down in a tale of the
late Al Capone. When you describe Chicago, you may in-
troduce St. Louis or a number of other cities for comparison.
Anything which will throw light on Chicago is legitimate.
But talk about Chicago. While Al Capone is an interesting
example of the gangster era which brought so much notoriety
to Chicago, the gangster era is only one example of one aspect
of Chicago. Don't let an illustration of a single quality,
however interesting, defeat your purpose, which is to describe
Chicago. 1If, on the other hand, your subject is “Midwestern
Cides,” or “Crime in Chicago,” then St. Louis, Cleveland,
Minneapolis, and other cities are certainly co-ordinate with
Chicago, and you can use Al Capone as a prime example of
Chicago crime. Whether or not a discussion has unity de-
pends largely on the exact limiting of the subject being dis-
cussed.

In a discussion of twentieth-century democracy, you
shouldn’t try to include, co-ordinately, the democracy of
classical Athens or the operations of modern labor unions.
Athens and the labor unions may enter into the discussion,
but only as subordinate elements. If you have time to in-
clude backgrounds in your discussion, Athens will certainly
be useful. But it is, and must be kept, a subordinate factor
in a discussion of twentieth-century democracy. It might
be co-ordinate in a paper or talk on “Democratic Systems.”
And whereas the labor unions are an expression of twentieth-
century democracy, they are only one of many expressions
and they should not dominate the discussion. Nor should
freedom of the press, tace prejudice, or mass education.
Each of these subjects is interesting in itself and may be an
aspect of twentieth-century democracy or even democratic
systems; but it is only one aspect. In a full discussion of con-
temporary democracy, each of these would probably be in-
cluded as subordinate parts but not as co-ordinate wholes.
Unity demands singleness of purpose and execution.

Here are two short paragraphs: one has unity and the other
hasn’t. Look them over and decide which is which. When




e

-unt Ajqussod pue Sunsoisur Ajpaiqnopun st sSutyy asaip
joyory -uonezruedio sup Inoqe pres oq 1S 1ey3 sSunp jo
‘spaapuny £[qeqoid ‘suazop 21w 212y J, SSOID) payf uBdLIAWY
o Jurssnostp st 1ayeads B Jey quswow e 103 ‘asoddng
a[0ym
a1 01 pue saxed 19410 243 01 11ed JUBUIWOP 541 JO UOHIE[AI A1y
Sumoys pue ‘11ed ururwop 213 uo ssons Suioerd :s3urp oma
‘U ‘saajoaut siseydwrg  -3joym P 01 uonte(ar st Suimoys
pue eapt ue jo 1red Juertodun ayn SunySi-ySnyg st siseydwy
118} [I1m stseydwa 211 219yM 2UTALISISP Suo1]
-sanb asatyy 01 stamsue ay 1, ¢193lqns 211 Jo 10adse 1uentodor
21 st 1eym ‘asodind pue mata Jo 1utod s z01Ed1UNUITION 311 o
W3 2y up  -3toym 3yt jo asodind a3 01 parepau st 1red aip
jo ssodand awya “1antef o s 31 ¢1tun 1o8rep e Jo 1red e 11 st
10 3[0YM E SUNEDIUNWIUIOD ST Y YITYM B3PI 1 S|  ¢ULIOJUT
10 ‘UTEIINUD 10 ‘dUIAU0D 01 Fuin 3y sy renaedur ay sy
{u02 10 o0id 3y s -asodind srerpswmt pue maa jo turod
§,19111M 10 § 133eads a1 a1e suo umtodur sy st sired o Jo
UoTYM SUIULINGP Ie sBuryy ay ], -s19y1o 2y uey juersod
-l 210Ul ST WAYI JO (3211 10 OM1 10) 3uo Tey puy A[pensn
3M ‘3[OYM I 01 PITBUIPIOQNS IIE PUE IDYIO YIEI 01 Paie[al
are sired aip ySnoqiyy  -sired apqussod [r12A35 Jo pasodwoo
s1e yeads 10 1M am P1YM Inoqe s1alqus A Jo 1507y

SISVHdIWA

's1red asot jo diysuon
-E[21 31 yum pauraduod st stseydwry  suted oy e jo ssau
-213urs Y1 YIImM pauraduod st Aitup)  -Altun sypep It Ju siseyd
-3 3ARY ‘POOYIRYI] [[B Ul “Jou [[tm 11 pue ‘siseydura sypef 3t
31 {tun saey j0u [[IM e2pt Uk Jo uoneiuasaid usyods 10 usl
My oparepaImt Apydu are ssnifenb omi sy siseyd
-l 1M OP 01 SBY A11Un INOQe Pres usaq ey 1eYym Jo gonjy
2w
e 12 3uny uo ueyl 210w INOGe Y[B) 01 A1 1,UOp “UOYS U]
Juaiedde st yorym diysuoneraa (eorSor e ur 10a3[gns
21 03 PI1BUIPIOQNS 51 ‘3SUAS 1samOlIeU sit ur ‘1alqns
2w jo ued ournw e st yorym Sunqikiaas 1eyy 1 01 33§ G

61 NOILFOINAWWOD TAILITA4T HOA STILITFAO

—_—

s

22(qns 3e 01 porepat ‘L[snoraqo uaad ‘“Azeapd st
192[qns Lue vo Aes 10 31nia nok Sunpdivas e 1 o3 335 T
'SuonsISins om1 Ljuo s1e
2121 Aytun dunsse [[Im yorya sy dy1ads ou puy [,nox

MHOL MIN ut sSulpping jo spury [ie
1B 3134 °[lA3 pue ssaul{dn pue s3if 01 paloadp sSuipjing pue
‘ssaupool pue {inedq pue yinn o1 paredtpap sSurp[ing ale 219y T,
‘pyarw 1oided jo pue 9nserd jo ‘spreoqdep J1YM JO BU0IS uMOIq
3O ‘SSE[S JO ‘WnUIWN|E pUE [331S SSI[UIEIS JO ‘31210107 jo sopedey
21e 313y ]  uew plo A[auof e Sulsnoy uoisuewl € ST 1 WIOIJ 193138
ay ssooe pue ‘ojdoad puesnoyl e 13a0 Sursnoy Surp(ing juaw
-rede ue S2IYJ “2I0IS PUBY PUOIIS Lyurp e st doys onusay
y1yrg ueds-pueyids e woly 19u103 31 punory skep wepiais
Wy MON Y1 WOy yoInyd ynn( P[o UB PUE INEIY] IrA0UI n
-wiw-ayl-o1-dn 1sow e ‘ueijodonayy [eswssep-opnasd 241 pue 11y
UI3POJ JO WINISTY JuIapour AI13a 31 5,214, °31e SOUO 1i0yS
LyBiw awios 1nq 913yl 1,usT 183110y 211 aqhep  WIOK MmaN ul
ST plioM 3y1 ut Jurpjing 1s9[[e1 3Y L, 3duUBISUL L0] ‘sjurpping sy
1e 0o “{13Maes 91 JO 3SNEI2Q AW $1521UT A1) 10X MIN o

‘paSeueur {[reoyniua
“DS oW 3uou M 1Yl Ing ‘skep Lieuonnjoasr sy Sunmnp
'SULIE} DSIE] 310M DIYL,  "UOUIIA ‘1Jy InOqeE Sugif1as ur 15313
-UL 1313 YOOl IF] SIAE[S SIY JO (I[E3Y Y} UIAD pue ‘ucuisp
N Te s15303 ‘S1u2ad [ednrjod ‘Iayresm ayl :3utyi£19a3 palou uo;
-Jurysey | f1eiq,, sy oug "SUONIpu0d Ju3IdYIp 1pun sdon siy
Jo o018 oq1 patpnis o pue ‘arxmessdwat pue SPULM ‘[[BJUIERI JO
prose1 e 1day o punos s1am stuswiradxa S1q 1B} 3Ins 3q 01
1oplo ut s[onuod pasn ay ‘A[[EdynuspS sinsax Y1 parejnge
PUE STIOS JO Spury 1U213al1p ul spaas patuerd 5y ‘355[{0d [e4ni[nd
-113e 310399 {1mud [nj v “IstwrouoiSe jeanoesd esem 0y '3Ing
-[oude P paiuswinadxa oy ‘sausuadxa Lrenyuu pue {eonrjod
SIY I23j8 PUE 310]3q 10q Paai] oY 213ym ‘eruiirg ur ‘Isair s
ssope uoneueld sy 'UOUIIA N 1Y -IPwirey JYHUas 151y Ino
OS[® SEM. 3Y JUIPISIL] 151y 1n0 L[uo Jou sem uoiSurysery  paal]
Ao yrys ur sawn ayl jo swajqoid oyl 4q way uodn snup
ssauteadd 11 pey {ayn uorduryseny sy pue foo1 ‘stuapisaid
1€2.13 919m ujodur pue uostaya| | usur{niunod SI{ jO S1IB3Y 31}
ur isiy pue ‘3dB3d Ul 181y ‘Iepy ur 811, ‘pres ulaaq usijo os sey
Se fsem 9 ,Is1y,, 18913 seduswy st uoiFuryse 281039 [

411 2a01dwt 01 op nod pnoat reypy ‘M §Ia Suorm
ST 3eys 2p123p 031 40 “{run Suryoe( suo s P3129[35 ALY NOA

NOILFOINAWINOD TAILDTIAT YOI STILITFAD 81
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portant, but, short of 2 several-volume study. thev can't all
be considered. The speaker’s point of view and his purpose
will determine which of the many aspects he’ll emphasize.
If he's trying to raise money for the Red Cross. he'll probably
emphasize its need for financial support. With facts and
figures, hie'll talk about all the good work the Red Cross has
done; he'll give speciﬁc examples; he'll point out the necessity
for continuing the good work; he might even tell something
of the organization's history; he’ll probably stress operating
costs. He may be very subtle and make the members of his

audience feel that it is important to each of them individually

that they contribute. But above all and underlying all will
be the basic idea that the Red Cross needs money. The
heroic deeds, the anecdotes, the history, and the statistics will
all be subordinate to and will contribute to the emphatic
idea.

What if our speaker were addressing a meeting celebrating
the anniversary of the founding of the Red Cross? How
would the emphasis in this talk differ from that in the money-
raising talk? 'What if he were talking about the Red Cross to
a group of war veterans? Or to a group of first-aid students?
Or to a celebration commemorating the birthday of Clara
Barton? The particular slant given the subject, the accent
given to one or another part of the whole picture, the direc-
tion of the reader’s or listener’s attention, the way in which
the important part of the idea is high-lighted and its relation
to the other parts is shown—the emphasis of the composition
—each is determined by the particular point of view and pur-
pose of the communicator.

There are several well-known and dependable devices for
securing emphasis. Any good composition and rhetoric book
or freshman English handbook will give you numerous rules
and suggestions [or writing emphatically. This advice will
apply to speaking, too. A few general suggestions for secur-
ing emphasis will serve our immediate necds. :

1. Place the important part of a compound-idea at the

beginning or end.
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Subordinate the less important ideas by carefully chosen
conjunctions and other transitional elements.
3. Arrange ideas so that they build up toa climax, and put
the important idea at the apex.
4. Repeat the most important or significant idea.
5. In the important idea, use active rather than passive
verbs and concrete rather than abstract nouns.
With obvious modifications, these suggestions are applicable
to all units of communication—sentences, paragraphs, sec-
tions, and wholes. (If you want further guidance in em-
phasis, consult your own English text or one of the books
recommended at the end of this chapter.)

COHERENCE

Coherence is evident interrelationship of ideas and logical
transition from one idea to the next. Obviously, coherence
overlaps emphasis, which is also concerned with the interre-
lationship of ideas. The new element is iransition. Coher-
ence in writing or speaking is simply proceeding from one
thing to another in a logical, clear, and self-explanatory
manner. A sentence or paragraph or larger unit is coherent
when the arrangement of ideas (or the arrangement of the
parts of an idea) seems to be essentially right, even inevitable.
When your ideas jump around in a confused and meaningless
way, you lack coherence. When they proceed from one to
the next in such a way that the second seems to be the natural
sequel to the first, you have coherence. You know what we
mean when we say of a flabby and meandering speaker, “He's
incoherent.”

Here is a paragraph with obvious incoherence.

(1) There are many short-sighted prophets who doubt that the
modern trends in painting will survive. (2) They further con-
tend that most of the people, simple and honest and realistic folks
who like simple and honest and realistic pictures, will not be
talked into something they do not like.  (3) Therefore, say these
restless skeptics, modern non-objective painting will soon waste
away and die. (4) Most Americans, for instance, still buy drug-
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8. Then, one bv one, strips of paper, dipped in the glue and
pressed free of excess glue, arc laid on top of this dry surface.

9. (Regular office glue which has been slightly diluted with
warm water will do very well.)

10. Many other interesting and useful objects can also be made
from papier-miche.

11. Be sure that the top, dry laver is smooth and tight.

12. Three or four layers are put on in this way, each la}fer of
strips running in a different direction.

15. Finally, paint the mask with water-color, enamel, or even
theatrical grease-paint.

14. Consequently, plenty of time, at least three days, should be
allowed for the whole process.

15. The Encyclopaedia Britannica has a useful and beauufully
illustrated article on masks.

16. When the last layer of gluesoaked paper is partially dry, but |

still sticky, strips of dry paper or, better yet, muslin are very
carefully applied, not overlapping, but touching cach other.

(B)

Make a note of the inaccurate or colorless words and
phrases which you hear during a day. Listen carefully dur-
ing meals, in dormitories and fraternity houses, and in classes.
List these words and phrases and then write a brief comment
about each. Tell how it was used, why it was bad, and how
you think it could be improved or what you would substitute
for it.

(©)

Below are three compositions by college freshmen. In
each case much of the weakness lics in the student’s failure to
consider unity, emphasis, and coherence.
these paragraphs and try to determine where it has gone
wrong. Then rewrite a couple of the paragraphs. Use the
same ideas, the same material; but be sure you improve the
paragraph in respect to unity, emphasis, and coherence.
Finally, at your instructor's request, read one of your revised
paragraphs aloud to the class. In your oral reading, try to

A
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Study each of §
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indicate the improvements you have made, by stressing cer-
tain words and grouping together the parts of important
ideas. (These are actual, uncorrected, and unedited fresh-
man paragraphs.)

“The Need for a College Education”

The need for a college education becomes increasingly greater
as years go by and civilization becomes more advanced. Some
years back, High School would have provided a sufficient back-
ground for work in any field we could choose. There is much
more knowledge available to us today than ever before. A col-
lege education is a requisite to be able to attain any good posi-
tion. 1n the United States thousands of veterans are now receiv-
ing a college education financed by the government. A great
percentage of these men would otherwise have been obliged to
content themselves with what education they already had. This
opportunity has done a great deal toward the raising of our coun-
try's standards of education. Civilization is no longer satisfied
with mediocrity, perfection is demanded and in order to do our
best to attain this perfection we must seek the highest degree of
learning available to us.

“As the Twig Is Bent”

As the twig is bent so the tree will grow. I don't believe that
any better philosophy than this can be found. Suppose we an-
alyze its meaning. Let us say that as a person thinks and acts as
a child, so will he act as an adult. This is to say that a person
who forms bad habits in childhood and adolescence is very likely
to carry these habits with him as he advances through life. At
first these habits are only slight bends in the person’s character,
but as life proceeds, these habits or bends become worse, some-
times to the extent that a person’s life is wholly destroyed. At
this point we might consider the brighter side in saying that as a
youngster forms good habits so will he follow these habits in
marturity. It's a sad fact that too many individuals neglect to
follow the straight and narrow. As we all know, the chain is no
stronger than its weakest link. We know this fact to have a
devastating effect upon society. Suppose we consider society as
the chain and the people as its links. As the people grow so will
the society grow. Subsequently we arrive at previously men-
tioned devastation. Society must suffer along with its subjects.
Consequently we see that not only do people with bad habits
suffer, but also does the society of which these people are a part.

.
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2.1 OBJECTIVES

~ Tao find out the possible barriers 1o communication
» To chalk out the strategies to overcome the barriers

2.2 BARRIERS TO COMMUNICATION

Despite the importance of understanding others, the quality
of communication is generally poor in most organizafions.
Research suggests that misunderstandings are the rule, rather than
the exception.

When people are under stress, they are more apt to inject
communication barriers into their conversation. These barriers can
exist on a daily basis as we may work with people who have
different opinions, values, beliefs, and needs than our own. Our
ability to exchange ideas with others, understand other's
perspectives, solve problems and successfully utilise the steps and
processes presented in this chapter will depend significantly on
how effectively we are able to communicate with others.

2.2.1 Concept of barriers to communication

Most of those communication barriers despite of their origins
may be, in fact, explained by difference in perception. Our mind
organises and processes all 'r&igﬁd ]nformation accordingly to

specific rules determined by<elr ggnelié’?ﬁz\trixroﬁﬂifé'ékpéﬁence B

and resulling personality. It creates a mental map that represents
our perception of reality.

In no case are the perceptions of different persons identical.
The mental images of the same event, different persons may have,
are different as the perception of each of them is unique
accordingly to their personality.

While communicating we are choosing details that are
important for us. This is called selective perception. Using it, we are
trying to send our message as relevant as we can. However we
shouldn't forget that our perception remains always personal. When
receiving message we lry to fit given information in our existing
mental pattern. If something doesn't fit we tend o distort
information rather than modify the pattern.

~

)
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mad. Which are you likely to believe? What you see or what vou
hear?

2.3.5. Listening Barriers

"Listening in dialogue is listening more to meaning than to
words . . .In true listening, we reach behind the words, see through
them, to find the person who is being revealed. Listening is a
search to find the treasure of the true person as revealed verbally
and nonverbally. There is the semantic problem, of course. The
words bear a different connotation for you than they do for me.
Consequently, | can never tell you what you said, but only what |
heard. | will have to rephrase what you have said, and check it out
with you to make sure that what left your mind and heart arrived in

my mind and heart intact and without distortion.” - John Powell,
theologian

The key to receiving messages effectively is listening
Listening is a combination of hearing what another person says and
psychological involvement with the person who is talking. Listening
requires more than hearing words. It requires a desire to
understand another human being, an attitude of respect and
acceptance, and a willingness to open one's mind to try and see
things from another is point of view.

Listening requires a high level of concentration and energy.
It demands that we set aside our own thoughts and agenda, put
ourseives in anather's shoes and try to see the world through that
person’s eyes. True listening requires that we suspend judgment,
evaluation, and approval in an attempt to understand another is
frame of reference, emotions, and attitudes. Listening to
understand is, indeed, a difficult task!

Often, people worry that if they listen attentively and patiently
lo a person who is saying something they disagree with, they are
inadvertently sending a message of agreement. When we listen
effectively we gain information that is valuable to understanding the
problem as the other person sees it We gain a greater
understanding of the other person’s perception. After all, the truth is
subjective and a matter of perception. When we have a deeper
understanding of another's perception, whether we agree with it or
not, we hold the key to understanding that person's motivation,
attitude, and behavior, We have a deeper understanding of the
problem and the potential paths for reaching agreement. Leaming

SRS |
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to be an effective listener is a difficult task for many people.
However, the specific skills of effective listening behavior can be
learned. It is our ultimate goal to integrate these skills into a
sensitive and unified way of listening.

2.3.6. Barriers at Communication Process

Encoding Barriers: The process of selecting and organizing
symbols to represent a message requires skill and knowledge.
Obstacles listed below can interfere with an effective message.

2.3.6.1. Lack of Sensitivity to Receiver

A breakdown in communication may result when a message
is not adapted to its receiver. Recognizing the receiver's needs,
status, knowledge of the subject, and language skills assists the
sender in preparing a successful message. [f a customer is angry,
for example, an effective response may be just to listen to the
person vent for awhile.

2.3.6.2. Lack of Basic Communication Skills

The receiver is less likely to understand the message if the
sender has trouble choosing the precise words needed and
arranging those words in a grammatically-correct sentence.

2.3.6.3. Insufficient Knowledge of the Subject

If the sender lacks specific information about something, the
receiver will likely receive an unclear or mixed message. Have you
shopped for an item such as a computer, and experienced how
some salespeople can explain complicated terms and ideas in a
simple way? Others cannot.

2.3.6.4. Information Overload

If you receive a message with too much information, you
may tend to put up a barrier because the amount of information is
coming so fast that you may have difficulty comfortably interpreting
thal information. If you are selling an item with twenty-five terrific
features, pick two or three important features to emphasize instead
of overwhelming your receiver (ho-hum) with an information
avalanche.

2.3.6.5 Emotional Interference

An emotional individual may not be able to communicate
well. If someone is angry, hostile, resentful, joyful, or fearful, that
person may be too preoccupied with emotions to receive the
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2.3.9 General Barriers to Communication
2.3.9.1. Physical Barriers

These are obstacles that prevent a message from reaching
the intended recipient. Some can be controlied by the

management; some cannot be controlled because they are in the
environment.

2.3.9.11  Defects in the medium

Defects in the instruments used for transmitting message are
external and usually not within the control of the parties engaged in
communication. The telephone, cell phone signals, the postal
system, the courier services, or electronic media may fail.

A partial failure of the mechanical equipment is more
dangerous than a complete failure, because a partial failure carries
an incomplete or distorted message, which might cause
miscommunication resulting into unwanted actions. The only way to

overcome this barrier is to postpone the communication or use an
alternative medium.

2.3.91.2 Noise

Noise is any disturbance which occurs in the transmission
process. In face-to-face communication without a microphone, the
air may be disturbed by noise in the environment such as traffic,
factory work, or people talking. Organisations which can afford
sound-proof rooms can overcome this barrier to some extent. In 3

factory, oral communication is very difficult because of the noise of
the machines. i

23.9.1.3 Defects in the Organisational Communication
System

Within the organisation, the movement of papers and of
information gets held up by the system itself. A great deal of loss of
information occurs as a message moves from senior management
to lower levels. If a message passes down through many levels of
authority, there may be much distortion in the message. The
chances of such distortion are lower in a flat organisation with few
levels of hierarchy.

Loss or distortion of information as it moves downward may

be caused by misinterpretation, misunderstanding, and ignorance
of messages.

|
|
{
!
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Research has shown that many employees at the lowesi
level receive only 20 per cent of the information that they should
get. Too much dependence on written communication is one of the
reasons for this. Circulars, bulletins, notices and even ietters are
not read carefully. Many employees are unable to read and
understand long messages. Even better educatec employees at
higher levels do not always give proper attention to all written
communication. Oral communication has to be used to supplement
written communication when the message is important.

Loss of information also occurs as messages move from
subordinates to higher levels of authority. Messages are filtered at
every level. There may be deliberate suppression of information out
of self-interest and jealousy; a supervisor may suppress or change
a good suggestion from a subordinate so as to take the credit
personaily. a senior officer may prevent information about
discontent in the department from reaching the manager because it
reflects on his/her human relations skills. The resulting information
gap can be harmful if the upper level of management does not find
out the true state of affairs until it is too late.

The system of routine reports and the system of sending
copies of documents for information is meant to ensure that
information is conveyed to the concerned persons, but some
information may still not reach some persons.

23914 Hearing Problems

For some people, poor Iisteniﬁg resuits from actual hearing
deficiencies. Once recognized, they can usually be treated. An
undetected hearing loss may cause employees to get annoyed
about the boss ignoring them or cause a supervisor to get angry
when her instructions are bungled. Other people may have auditory
processing difficulties, such as auditory discrimination, sequencing,
or memory, which create the appearance of not listening or paying
attention to what is said but are actually the result of physiological
involvement, not intentional disregard.

2.3.10 Semantic Barriers

The semantic barriers are obstruction caused in the process
of understanding a message during the process of encoding or
decoding it into words and ideas. The linguistic capacity of the
sender and receiver may have some limitations, or the symbols
used may be ambiguous. Symbols may have several meanings of
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barriers, leading to research efforts from the scientific world seeking
new solutions to overcome those barriers.

2.3.12. Psychological Barriers
2.3.12 1 Attitudinal Barriers

Preoccupation business and personal concerns can make it
difficult to keep your mind on the subject at hand. Even when one's
current conversation is important, other unfinished business can
divert your attention: the call to an angry customer, the questions
that boss ask about employee’s schedule delays, the new supplier
heard about and -want to interview, and the problems one have
with the baby-sitter or the auto mechanic. Some preoccupation is
inescapable, but keeping your focus on the speaker as much as
possible will have benefits for you, the other person, and your
relationship.

2.3.12 .2 Egocentrism

One common reason for poor communication is the belief—
usually mistaken—that our own ideas are more important or
valuable than those of others. Besides preventing one from learning
useful new information, this egocentric attitude is likely to alienate
the very people with whom you need to work. Self-centered
communicators are rated lower on social attractiveness than
communicators who are open to others' ideas. While a certain
amount of self-promotion can be helpful in career advancement,
advancing one's own ideas at the expense of others' can cause one
to slip down a rung or two as you climb the career ladder. As an old
saying puts it "Nobody ever communicated themselves out of a
job."

2.3.12 .3 Fear of Appearing Ignorant

Some businesspeople think asking for clarification is a sign
of ignorance. Rather than seek clarification, they pretend to
understand others—often with unfortunate consequences

2.3.12 .4 Faulty Assumptions

Some of the biggest obstacles to communication don't
involve physiological or environmental problems. Instead, they
come from inaccurate and unproductive assumptions.

4 i i S A
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2.3.12 .41 Assuming that Effective Communication Is the
Sender's Responsibility

Management expert Peter Drucker recognized that
communication depends on the receiver as well as the sender
when he wrote: "It is the recipient who communicates. The so-
called communicator, the person who emits the communication,
does not communicate. He utters unless there is someone who
hears ... there is only noise."

As Drucker suggests, even the most thoughtful, weli-
expressed idea is wasted if the intended receiver fails to listen. The
clearest Instructions won't prevent mistakes if the employee
receiving them is thinking about something else, and the best of
products will never be made if the client or the manager isn't paying
attention to the presentation. Both the speaker and the listener
share the burden of reaching an understanding.

2312 4.2 Assuming That Listening Is Passive

Some communicators mistakenly assume that listening is
basically a passive activity in which the receiver is a sponge, quietly
absorbing the speaker's thoughts. In fact, good listening can be
hard work. Sometimes you have to speak while listening to ask
questions or paraphrase the sender's ideas, making sure you have
understood them. Even when you remain silent, silence should not
be mistaken for passivity

2.3.12.43 Assuming That Talking Has More Advantages
than Listening

At first glance, it seems that speakers control things while
listeners are the followers. Our society seems to correlate
communication with weakness, passivity, and lack of authority or
power. The people who do the talking are the ones who capture
everyone's atlention, so it is easy to understand how talking can be
viewed as the pathway to success.

Despite the value of talking, savvy businesspeople
understand that communication is equally important, especially in a
fast-moving, high-tech age.

2.3.13 Interpersonal Barriers

How we perceive communication is affected by the past
experience with the individual. Perception is also affected by the
organizational relationship two peoﬁl@] have. For example,
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narrow. That looks good if it comes to spam, but in reality it may
Create situation when original information has no chance to go
through. History of civilization knows many examples of governors
who have been given relevant information only and exclusively just
before they have been abolished. Business is 2 sensitive matter
and its stagnation, dissolution or progress depends of
communication so special attention to this matter should be paid.

. The problem with structures delivering and processing
information, no matter necessary or not, is that they are usually
happy with what they are dealing with, no matter what itis.

They make intensive effort to justify their existence and have
immense tendency to grow. They often overake as many
communication channels as they can, creating structures, nobody
can avoid or ignore. In fact they are usually authors of new formal
communication rules and rituals created in their interest. As a
result, communication channels are less and less direct and instant

communication becomes impossible. Let's name and analyse some
problems they create.

2.5 GENDER BARRIERS

There are distinct differences between the speech patterns
in a man and those in a woman. A woman speaks between 22,000
and 25,000 words a day whereas a man speaks between 7,000
and 10,000. In childhood, girls speak earfier than boys and at the
age of three, have a vocabulary twice that of boys.

The reason for this lies in the wiring of a man's and woman's
brains. When a man talks, his speech is located in the left side of
the brain but in no specific area. When a woman talks, the speech
is located in both hemispheres and in two specific locations.

This means that a man taks in a linear, logical and
compartmentalised way, features of left-brain thinking; whereas a
woman talks more freely mixing logic and emotion, features of both

sides of the brain. It also explains why women talk for much longer
than men each day.

b B B
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26 HOW TO OVERCOME THE BARRIERS TO
COMMUNICATION?

2.6.1_To Overcome Listening Barriers

2.6.1.1 Stop

Focus on the other person, their thoughts and feelings.
Consciously focus on quieting your own internal commentary, and
step away from your own concerns to think about those of the
speaker. Give your full attention to the speaker.

2.6.1.2 Look

Pay attention to non-verpal messages, without letting
yourself be distracted. Notice body language and non-verbal cues
to allow for a richer understanding of the speaker's point. However,
avaid getting distracted from the verbal message.

2.6.1.3 Listen

Listen for the essence of the speaker's thoughts: details,
major ideas and their meanings. Seek an overall understanding of
what the speaker is trying to communicate, rather than reacting to
the individual words or terms that they use to express themselves.

2.6.1.4 Be empathetic

Imagine how you would feel in their circumstances. Be
empathetic to the feelings of the speaker, while maintaining a calm
centre within yourself. You need not be drawn into all of their
problems or issues, as long as you acknowledge what they are
experiencing.

2.6.1.5 Ask questions
Use questions to clarify your understanding, as well as to

demonstrate interest in what is being said.

2.6.2 To Overcome Perception Related Barriers

2.6.2.1 Analyse your own perceptions

Question your percepfions, and think about how they are
formed. Check in with others around you regularly, and be aware of
assumptions that you are making. Seek additional information and
observations. You may just need to ask people if your perceptions
are accurate.
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1. Have a positive attitude about communication. Defensiveness

interferes with communication.

. Work at improving communication skills. It takes knowledge and
work. The communication model and discussion of barriers to
communication provide the necessary knowledge. This
increased awareness of the potential  for improving
communication is the first step to better communication.

3. Include communication as a skill to be evaluated along with all
the other skills in each person's job description. Help other
people improve their communication skills by helping them
understand their communication problems,

4. Make communication goal oriented. Relational goals come first
and pave the way for other goals. When the sender and receiver
have a good relationship, they are much more likely to
accomplish their communication goals.

5. Approach communication as a creative process rather than
simply part of the chore of working with people. Experiment with
communication alternatives. What works with one person may
not work well with another person. Vary channels, listening
techniques, and feedback techniques. ;

6. Accept the reality of miscommunication. The best
communicators fail to have perfect communication. They accept
miscommunication and work to minimize its negative impacts.

nN

2.7 HOW TO ACHIEVE EFFECTIVE
COMMUNICATION?

Effectual communication engages the choice of the best
communications channel, the technical know-how to use the
channel, the presentation of information to the target audience, and
the skill to understand responses received from others. Self
development, interpersonal skills, mutual understanding,
cooperation and trust is also important to set a complete cha
most effective and winning communication skills.

mutual
nnel of

There are mainly three types of communication skills,
expressive skills, listening skills and skills for managing the overall
process of communication. The basic fundamental of all these
types of communication is emotional skills.

Expressive skills are required to convey message to others
through words, facial expressions and body language. Listening
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skills are skills that are used to obtain messages or information
from others. These help to clearly understand what a person fet.a!s
and thinks about you or understand the other person c.iosely. Skills
for managing the overall process of communication help to
recognize the required information and develop a strong hold on
the existing rules of communication and interaction. .

Effective communication skills may seem like a simple thiﬁg
to master. However, if you don't realize that -effective
communication skills involve more than just what you say, you
probably confuse people all the time. Try the following steps that
can help you sharpen your communication skills.

Straight to the point

The speaker needs to be as direct as possible, within the
limits of good manners. Beating around the bush confuses people
and makes them lose interest in what you're saying.

2.7.1 Manners Matters . ‘

The manners of the speaker depend on his cultural, social
as well as professional background. The effec.zive commur?ication
begins. with the manners like greetings, politeness, smile and
rational in listening. For instance, being polite is a much better way
to put a person at ease than being rude. A person, who feels open
and at ease, is much more likely to be receptive to what you have
to say.

2.7.2 First Person .

Use the word "l." When you use the word “|," you're letting
people know that what you're saying is only gccording fo your
personal understanding, not a blanket fact. This can hglp keep
people from feeling targeted and attacked. There's a d;fference
between telling someone “You're ignoring me” and “l feel like you
are ignoring me."

2.7.3 Positive Attitudes .

Being optimistic helps anybody to look into the matters with
expectations and help in making a good beginning. Th.erefolre‘
emphasize the positive thinking and atfitude. Regardless, if you're
conducting a budget meeting or trying to get a peon to do the
dishes, you need 1o keep the tone positive. This can help keep
people willing to listen to what you have to say and prevent them
from feeling defensive.
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What are barriers in the environment? Enumerate them anc
disco, ways of overcoming these barriers.

Examine the differen! types of cross-cultural barriers and
methods overcoming them.

What are the gender barmiers? Do you think we can

overcome such barriers? How?

What are the different ways to overcome the listening
barriers? Explain them with suitable examples.

Write short notes on:

XESETPOADOIIAFTOTAOAOTE

Un-clarified Assumptions as barriers to communication
Emotionally loaded words

Organisational structures and Status Barriers
Distrust of the Communicator

Status Symbols

The Psychological Barriers

Inattention, as a Barrier to Communication
Causes of Inattention

Different perceptions

Allness and the closed mind

The Halo and horn Effect

Gender Barriers

. The Effect of Emotions on Communication

Wrong choice of medium

Barriers to Effective Listening

Slanting;

Cross-cultural barriers;

Polarizations.

Poor Hearing and Poor Presentation as Barriers.

The Mechanical Barriers and how to overcome them.
The Language Barrier and the methods to overcome it.
Barriers in the medium

. Overcoming Environmental barriers

Overcoming barriers in the mind.
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THE NATURE AND FUNCTION
OF COMMUNICATION

T THE VERY BEGINNING IT SHOULD BE CLEARLY UNDERSTOOD
that this book is not trying to produce orators or elocu-
tionists. Books and teachers of oral communication gave up
that objective years ago. Today we are more interested in
content than in form.

We are not interested in the fancy rhetorical and technical
devices of formal debate, in elegance of platform behavior, or
in soul-exposing and heart-rending expression. We are not
going to let ourselves get involved in trying to win friends or
influence people by high-pressure methods. We are not even
going to talk about art or logic, except in passing. Qur only
interest, here, is to help college students say what they mean
as easily and accurately and effectively as possible.

In this first chapter, we’ll consider:

¢ 1. Communication vs. expression
*2. How communication works
3. The conditions necessary to communication.
Our immediate purpdse is to get a general picture of the na-
ture and function and operation of communication.

COMMUNICATION VS. EXPRESSION

We write and speak for many different reasons—to inform,
to arouse, to convince, to express emotion, to entertain, to
pass the time, to do one or another of a dozen different things.
But all of these reasons can be boiled down to two: we want

i
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4 NATURE AND FUNCTION OF COMMUNICATION

when you transfer an idea not to someone else but te vourself.
These are all examples of relatively formai communication.

Qutside of class there are countless occasions for communi-
cation. What are some of these> Which ones are formal
and \.vhich ones informal?  You could make a long list of the
occasions, beginning with the morning ereeting to ;'our ToO0m-
mate, _running through meal-time con\rersatior{s, letters home,
work in the library, conferences with the dean, the elaborate

process of getting a date, bull-sessions, and concludine with
the final “Good night.” K

HOW COMMUNICATION WORKS

The communicator’s purpose is always to get an idea over
to someone else. Therefore, anything which interferes with
or interrupts the transference of the idea is bad, and anything
which helps and makes the transference easier is good. Let'os
look at what happens to an idea from the time it is born in
my mind until it gets into your consciousness, and then we
can Jook at some of the things which help or interfere.

I have an idea which I want you to have. But it is cer-
tainly clear that a bare idea, a thought or feeling, cannot be

~ conveyed to anyone else (except by mental telepathy or some

other device not included in the curriculum). The idea
has to be represented by something which is transferable from
me to you. This something we call a symbol. Usually, of
course, a single symbol is not sufficient. More often than
not, a group of symbols constituting a compound-symbol is
n_equn'ed. But, single or multiple, the symbol is conveyed
either by visible marks (writing) or by audible sounds (speak-
ing) from the communicator to the receiver of the communi-
cation—from me to you.* Within the mind of the receiver,

* the symbols are then transformed into the idea again.

* For our purposes, symbols must be either audible or visible.

'Ti}crc arc tactual and possibly olfactory symbols, too, but they are not
within our ficld of intcrest.  We deal only with what can be seen or heard

It shoulld also 'hc nc?lcd that svmbols may not be visible or audible \\']'Iiill:.
they arc in transit, as in the various types of clectrical communication: radio
telegraph, television, etc. But, to the communicator and to the recciver oé
the communication, they are cither visible or audible.

[ SN
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NATURE AND FUNCTION OF COMMUNICATION B

Here is a simple example. I see you running toward a
railroad track. 1 also see the coming train, which you do not
see. 1 have an idea that I want to save you from danger. I
have an additional idea that if I can make you pause before
you get to the track you can be saved. For various reasons,
which needn't be considered in this course, the most con-
venient and effective symbol for conveying my idea is STOP.
So I call out “Stop” or I hold up a sign on which the word
“Stop” is printed. The symbol is transferred to your mind
and there it arouses the idea that I want you to stop. 1 have
communicated an idea to you. This is a crude and bare ex-
ample which has been pared down to the simplest outline.
It omits many important factors such as my experience, my
selection of symbols, my intentions, your experience, your
receptivity and attention, and all the other psychological and
semantic factors. But the example will serve our purpose
because this book deals only with communication—not with
what precedes it and very little with what accompanies it.

If all the conditions were favorable and you wanted to be
saved, you would stop when I communicated the symbol
STOP. But the process might have gone wrong at several
points. 1 might have mispronounced the word or misspelled
it, so that it meant nothing to you. I used the English form
of the STOP symbol. Suppose you had been a Frenchman
unacquainted with the word “stop.” The torm I gave to the
symbol would have been unsuccessful, whereas the word
“arrétez-vous” would have conveyed the right idea. I might
have spoken so softly that you couldn’t hear me, or the sign
might have been so faded that you couldn’t read it. I might
have failed to catch your attention because you were con-
centrating on something else. Or, everything might have
been all right except for one fundamental factor: you might
have been a small child who, for some unknown reason, had
had no experience with either the idea or the symbol STOP.
That's unlikely, but it's possible. It would be even more
possible if we were considering a more complicated idea such
as might be conveyed by the symbol VOTE or TRY or PAY.
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E _ NATURE AND FUNCTION OF COMMUNICATION

[S1.]

. The symbol must truly represent the idea, and the word
must truly represent the symbol. The equation must
be balanced: Idea — Symbol — Word. (You can think
of the Symbol and the Word as the same, if you prefer.
They are similar. But actually there may be a difter-
ence, as when the symbol STOP is conveyed by the word
“stop” or “arrétez-vous” or “Halten Sic.”)

4. The form of the symbol must be audible or visible; that

is, the word must be audible or visible.

The receiver's attention must be secured and held.

G. In the case of compound-symbols, the parts must be

properly related and emphasized.

If each of these conditions is met, communication will be
practical and probably successful. If any of them is not ful-
filled, a state of communication will not exist and ideas will
not be transferred from one person to another. They will
fall short like the ball in an incomplete pass.

(&1}

The purpose of this book has been stated several times, but
let's look at it once more. It is to help you convey ideas
from your mind to the mind of your listeners—as easily and
accurately and effectively as possible.

When you communicate, keep this discussion of the theory
of communication in mind. Don’t let it distract you, of
course, but keep it in mind. Remember the purpose and the
pattern of communication. When you read a passage aloud,
when you give a talk, and when you participate in group dis-
cussion, try to see to it that you and the situation meet the
conditions necessary to communication.

EXERCISES

A)

Make a list of ten or a dozen visual symbols, such as the
swastika, the skull-and-crossbones, and the dollar sign.
When you come to class, go up to the blackboard and draw
your symbols. Then, pointing to each visual symbol, tell

NATURE AND FUNCTION OF COMMUNICATION 9

the class the auditory equivalent. Point to the swastika
and say “Nazism”; don't say “Swastika.” Say “Poison,” not
““Slull-and-crossbones.” Don't name the symbol, but pre-
sent the idea behind it. Then, try to tell why that symbol
has come to stand for that idea.

If anyone in the class disagrees with your interpretation of
the symbols, he should speak up. Try to find out why there
are different interpretations. Which of the conditions neces-
sary to communication has not been met? ‘What interpreta-
tion is right, if any? Maybe both are right. Why?

(B)

Write two paragraphs (about 200 words each) about your
college or college life. Write the sort of paragraphs which
you might write in a letter home to your parents or to an
intimate friend. (The paragraphs should not cover the same
material.) Tell about some experience you've had, or de-
scribe the school or the buildings, people, traditions, or cus-
toms, or tell how you like college life—anything connected
with the school.

In the first paragraph, communicate; make most of what
you say communication.

In the second paragraph, express; make most of what you
say expression.

Try to weed out all expression from the communication
paragraph and all communication from the expression para-
graph. If you succeed in doing this, which will not be easy,
you probably understand the difference between communica-
tion and expression. :

©
1. Read to the class the paragraphs you wrote for exercise B,
above. When you finish reading, let the members of the
class discuss your paragraphs. Is one truly communication
and the other truly expression? What is good and what is
bad about your paragraphs?

2. Here are some common foreign words and phrases.
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