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English Communication 12 Introduction -

Notes
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Self-conceptis everything that an individual thirks and feéls about himself. Itis the mental
picture yowhave of yourself. It carbe positive or negative, accurate or inaccurate. The self

- is something of which welareifamediately;aware. It is'the warm central, private region
ofzour'-lifeé‘andplays'*a'cméiétr-pm‘tfin-ou'tzconsciousness;-(a concept broader than self),in
our personality (a cgnc;epf_'!’;goaderthan.consciousness),_ and inour organism (;_1 concept

broader than peisonality).;Self-conceptiis very important in understanding personality ¢

) pa'tt'_cms..'Thecsélfkgﬁcéij’qﬁ%:compdsed;o'f?r'éliitiv'eiy'pcnnanent self-assessments; such:

' as pérsonality. attributes, knowledge of one's skills-and abilities, one's occupation and
hobbies, and awareness of on¢'s physical attributes. For.example, the statement, "T am’
lazy" is-a self-assessment that contributes tothe-self-concept. In contrast, the statement}

T am tired" would not normally be considered part of someone's self-concept, since:
being tired is a temporary state. Nevertheless, a-person's self-concept may change with:
time, possibly goingthrough-turbulent periods.of identity crisis and reassessment. ;

Communication deals with sharing of ‘information. This’is a key function of "

_business organization. Communication can‘be interpreted aséa two way process that

aims at transmitting ideas, emotions, feelings and information witl a‘common ground:'
of understanding. %

k
It is nearly impossibleito limit the conceptof communication in-words, still itcan

‘be explained or expressed omrthe basis of some theories or models.

The success of organization dEpans toalargeextenton the systemof communication.
Communication system is based on the size of organization or institution. Whentit is*
_small, informal channel of communication-prevails. However, in a large organization,
where number of persons-employed in large, communication systé_in s formal. We are
accustomed to-use-of communication by post, telephone, telegram oz'by'messeﬁgér(s). 1
The-commumication-systenr may be-written, oral; mechanicat ete. £
_ Self-development has very close relationship with communication process.
Self-development. and communication are inter-dependent. Self-devélopment makes
communication mor; cffective;nd!dy_mnﬁ(_:. ’

1.3 Conceptof Self , o - 3

The self-concept is the accumulation of knowledge about the self, such asbeliefs regarding:
personality traits, physical characteristics, abilities, values, goals, and rol¢s. Beginning
in infancy, childrén acquire and organize information about themselves as a2 way to
enable them:to understand’the relation between thie self and’ their social*world. This
developmental processis:adirect consequence of children's emerging cognitive skills and-
their social relationships.with both family and peers. During early childhood,-children’s

self-concepts are less differentiated and are centered on concrete characteristics, such as

Self Leamning Material
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physical attributes, possessions, and skills. During middle’ ¢hildhood, the self-concept
becomes more integrated and differentiated as the child engages in socizl comparison and
more.clearly perceives the selfias consisting:of internal, psychological characteristics.
Throughout later childhood and adolescence, the self-concept becomes more abstract,

complex,, and _hig_réi_rchicqlly organized into-cognitive: mental representations or self- i
schemas, which direct the processing.of self-relevant information. S IR X

According to Jersild: The self, as:it finallyrevolves; is made up of all that goes:
into a person's experience of his i__;_ldividual-exis}gpcé. Itis a person's innerworld. Itis a ' .
compositg’of a.person's thoughts and feelings, strivings-and hopes, féars and fantasies, |
his view..of-what he',is_,_vwliat he has been, and what he might.become and his attitude '

pertaining to his worth, “w  sg 2 .t - .
Self-concept is the cognitive aspect of; self (related’to: one's self-image}) and
generally refers to "the totality of a complex, organized, and _glynainic system of learned
beliefs, attitudes and opinions that each person holdstobe true.about his or her personal
existence” (Eu_rkey,,l?SS). v R T, Tt "

5 1

Components of Self-Concept

-

The f:'o'ncefjt- of self has three major components. el

1. Theperceprual , e ‘
“ 2. The conceptual ‘ Y

3. Theattitudinal _, S

The Perceptual Component: is the image the:persor has.of the appearance ofhis: |

body and of the impression he makes on others. It includes the image he'has of his:body

parts like muscles, etc. It is often called his "Physical self-concept’s ' '

The*Conceptiial Component: tis the person's conception of his- distinctive !

characteristics, his' abilities, disabilities, his background-and origins“. It:is. often-called:
the "psychological self~co:__1cept“ and 1is,composed-of such life-adjustment qualities as-
honesty, self-confidence; independence,.courage and their ‘opposites. it

» The Attitudinal Gon‘igonent: is the feeling of the persori-about himsélf, his attitude |’

about present status and fiiture prospects, and his attitudes of self-esteem, self-approach,
pride and shame. Tt alsoincludes one's beliefs, convictions, valueés;ideals, aspirations-etc. -

* LS

W YR

A ’
Kinds of Self-Concept . :

* B T i 5 e “ ¥
James.was;the firstto suggest that a person has many 'selves!. The Teal self for example
is,what a persorr reallyhelieves he is, his 'idealself is the person he aspires to be; social’
self is what he believes others.think of him and how,they: pefceive him.

"The four categories of self-concepts are: = .
il *Thebasic.self-concept - o B o
2. The transitory self-concept’ ~ o

k3

Self Introduction
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English Communication 3, The social:self-concept . -

4. Theideal self-concept. " up . : |

The basic self-concept: It co}re'sponds'to the real self; it means the person's oncept
Notes. of what he really-"is.‘-r.It_includes-hiél’_peft:c'ptidn‘p'fh:is'appealranc.e; his mco%nitién of his
o " [ abilities, beliefs, aspirations etc. The basic:self-concept tends 16 beréalistic. The person
. ; sees himself as he really’is, not he wonld fiké-to be. More often, the person tenqlfs_-tb find

*flaws in hifnself, which makes Lim unhappy and dissatisfied, * ~
*  ‘The tmnsito;'y' self-concept: T addition 't_6“a’ basic self-concept, a'_persc;m»has a
transitory self-concept<It is refefred 16 as "self hé hopes-he now is" and the"'self he
- fears he now'is". Transitory self-conicept may be favourable or unfavourable; depending
’ largely on the situation in which the person rgally, is. It is generally influenced by the
' passing mood or emotional state or any recent experience,
‘Péople differ in'the frequency with Which their behaviouris guided and influenced

by transitory self-concept. A personwho is well and happy; who'is accepted by others,

and who achieves what he has set out to do may have transitory selfi'(:oncepft- that is .
;more favourable than Iijs basic self-concept, ) 1
s The soéial self-concept: Tt is based on the way the individual believes others

perceive him, depending upon their speech and actions, It is called "mirror irhagcj".‘Since

social self-concepts develop from social Ethcrions, the concept will be favqufn'aiale or
‘tinfavoumble depends.on how the social group treats the individual. - F

HY

In early childhood, before.a child is .capable of assessing himself,_'he thinks of
himself as he believes others think qf-him._-i—lis social self-concept is:thus dominant and ’

:on'ly. afer the child is-mature-enough to. understand, the speech and actions of others

- does he develop a basic self-concept:.

Ifa child is accepted, approved, respected and Jived for what he'is, he will be helped
_ 1o acquire an animffe of self-acceptance and respect.for hini. But if the significant people
in his-life, atifirst his parents and Jater. his teachers; peers and other person who wield
an influence, blame him or deject: him, the growing child's attitude towards himself is
likely to become unfavourablé: As he-is judged by others, he will tend to fudge himself,
The ideal self-concept:-It'is made up of perceptions: of what 2 person aspires to+
be and what he believes he:ought to bc.-'It-may be related to. physical self-image; the
_psychological image or both. It may be realistic if it's within the reach of the person
and may 13e unrealistic that can never be achieved in real life: The ideal self feémsents
| the set of traits; competencies and values an individual would like to possess (ﬁbgers,
1959). By.possess, ‘we mean that the individoal desires to believe that he/she: a"c,tually
has a particular trait, competency,or value, or wanis others 1o beliéve that the individual
\ has the trait, competency, or value.) S e P~
The establishment of the ideal self is determined ugh a mix of 'extex?nal, or

other-directed standards, and internal, or inner-direcged sizmdards’,.— déppnding on one's

4  SelfLeamning Material
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orientation.to the‘worldv (Reisman, 1961). The ideal self of the other-directed individual

Self Introduction
is developed largely through the established norms.and role.expectations of reference
group members. For the inner-directed individual, the ideal self ig: determined largely
through the development of a set of internalised goals and standards, and the. individual
becomes his or her own.audience, , Lre o - ’ Npte:{
; If the{basic 'self—conccpt-giominates,.- the ideal self-concept is*’liicg_!y'to’be realistic =

- - - = . ‘. - = ae - !'I " X LML) - T
because basic self-concept is based on the more realistic appraisal of one's capabilities, -

. If it is ungealistic, the ideal _self-con;:qpt. will primatily depend on whether the
* transitory seI__f,‘_-'concepparg.favourable\dr.unfavourhble. Y

]

e
-

Ideal Self (what you'd like to be)

If there is a mismatch between how you see yourself (€g:.your self image) and what
you'd like to be (e.g. ‘your ideal self) then this is.likely to affect how much ‘you value _
yourself, Therefore, there is an intilnagq_relationship between self-ima Jego-ideal and |

sclf-esteem. A person's ideal self may not be consistent with wl'}a,tz_actua_lly happens in’
Iife and experiences of the person. Hence, a difference may exist ‘betivéen a person's
ideal self and.actual experience. This is called incongruence. ¥ * vy W, e

ment P * Congruent
[ 1 mng i « 7 Fu "‘_':"ng

1
" - i B . i & 1 ¥
v
The seif-image is different to the jdeal salf, -~ The sifimage is Smilar to the ideal salf, !
C e e
" . oo |
v Theraisonlya litfe overlap; “ There is a more overfap. ' ! .
. ' .. S
Here seif-actualisation will be difficult, This person can self-aciuatise, }'
Figure 1.1:‘Congruence and Incongruence ~ * 3 |!

Where a per;on's ideal self and actial experience are éor;si'stegt.fbr very similat,. :
V'state of congruence exists; Rarely, if ever-doés 4 total state of congnience exist; all {
»eople experience certain amount of incongruence. The deve]‘biament o'f'Eonglil_énce is |
lepéndent on unconditional positive régard, Roger believed that for a fiérson to chieve .
elf-actualisation, they must be if-a state of congruence. .

A o i . . 4 - e
geﬁelbpmeét-'of Sélf-gonc___e_'l:;t_ T

L]
N
v % * ¥

K]

fost modsls and descriptions of the selfinvolve elements of self-perceptions; however, -
jost are unclear as to what aspects of the self the individual holds perceptions of. One

'y
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Englis{;‘ Communication of the’ earliest theorists writing on the nature of the selfwas William James (1890). He

Notes

6 Self Leaming Material . ’ A

saw the self as consisting of whatever the-individual views-as belonging to himself or
herself, which includes 2 material; a social; and a spiritual self: The’perceptions of the
material self are those of one's.owntbody; family,'and possessions. '

¢ . - . a e irrs . b e
The development of self-awareness dogs not occur in‘all*or-none fashion! which

‘ would enable us to assume that-up to.this point, the'child does not possess it biit beyond

this point, he does. w 7 . {

The: process of self discovery'is actively going on at least as long as ihe child is
developing ordiscovering new potentialities and'in a healthy person,-the discovery of
self, continues as Jorig as he lives. . } .

Hierarchy.of SelfzConcepts . B 1
The organization of the different self-concept acquired from a wide variety of experience
is hierarchical, Bach néw self:concept ié intetelited with those that hiave already been

g e .. . eyt - LI ”

formed dnid exerts othiers that'are formed later. B ! )
“rw d. ” PR < Yo ot : t

The primary or first,self-concept . i '} )

It is shaped up by the"social experiences the person has in ‘his-,jhomé durj;ng his early
years. The fréquency and quality {)f‘ the child's relationship, with family members will
determine how important rofe they play in the formation of 'hi§ primary self-concept.
The primary or first self-concept.is sﬁ?ped by the social experiences the person hasin
.the home during the early yeafs. The primary self-concept in hierarchy is thus a "mirfor
" image" or social se’lf-cbnc%_pt. As his social contacts increase, the child acquires other
_mirror images of himself'and in the hierarchy of the self-concept; these are secondary.
The primary self-concept frequently determines the selection of situations in which
i the seéq'ﬁdary-selfACOné'ept'wiil be formed. For example, if in the home, ‘the child has

developed a primary self-concept whose dominant elements support-his feeling of self
importance, he. will select playmates those wheo treat him in much the way hlS family

members treat him. I

H *
Secondary self-concept. v N

i Just about the time the child becomes mature enough to evaluate, himself in relation
to others, i.e., at the ageof 5 to 6 years, in one-way, he would expre,ssf. his. ability ta
imagine how he would like to be and.this, is the beginning of ideal se}facc‘j}lcbpt. The
ideal self-concept.is inﬁl*lenqu!by-..the‘ concept formed eax:liér._A highly unrealistic idea]
lself-ccmcept will increase a person’s, dissatisfaction with his smirror images-and basi¢

_self-concept, Thus, if 2 person is to be happy and well adjusted. all the self-concept:
“in the hierarchy must be integrated. The integration would ‘depend upon on the degrei
10f continuity in.the social cultural environments the home*and the people and- grouf

,outside the home that gives rise:to the.concept. S B v

LY
]
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- Pattern of Development ;
*  The pattern of development from one person:to another is’ falrly predicable. It can'be
understood as: r .

Physical and psychological self-concept (I .. .

» Physical self-concept is usually acqu1re¢before psychologlcal self-concepts
The child has an image of his physncal characteristics before he is aware -of his ;
abilities, disabilities, needsand aspirations etc. Emotions also play a very important: role’

‘ " in the development.of psychological self-concept. ;oA | . ;

| N Gradually, the images of both psychologlcal and physn::al concepts fuse Thxs

' happens usually dunng 1ate childhood; the feehngssand attitudes accompanying:the ;

‘ self-images will, be also fused. Physical changes also‘develop in later childhood and -

! carly adulthood physical self-concept remains fau'ly stable .

‘ At puberty, the individual attentionis focused on}hzs rapidly changing appearances. !

| The perso’ril approachmg old:age likewise: changes hlehysmai self-concept.

' The psychological s self—concept includes the person 's attitudes towards his abllmes
and disabilities, his special attitudes. his roles in hfe*h:s responsublhtles and his hopes
and aspirations. This self-conccpt develops later that the physical'self-concept. %

// Social contacts with siblings provide the basis/or: the individual’s first: assessment

.l

| S/ of his abilities. Later. he: compares.himself with thc children outside the home and at |-

*

|
| / adolescent with co-workers in the. business or workplaee L

',L ¥ F ¥

! Social self-concept

i Early social self-concept or mitror 1mages develop in the. homc bccause the chlld'

= reiaticnship with the mother i is the first significant mlanonslnp i life. ‘Latr, the young

. chiild develops social relationship ‘with other famll,r members; ghen' treatment towards .

! him contributes to his developmg self-concept.

| The'stability ot Tack of it athome ie. stepnother separated. parents:etc lead to -

‘ the development of damaging self-concept.. Later;the attitude of outsiders, as the child
interprets them, exerts a great influence on. his self-concept. Similarly;. the: cultural
sterzotypes, ethnic identity, religious affiliations, social:class discriminations are-likely
to have a greater i influence in adolescents and ad&thood however than-in childhood.

Basic self-concept  w" " ;o Y. L ’
" To develop a basic self-concept that-is free ﬁ'o_}n the influence-of mirror-images, the .
= ¥ i "?i x5

person must do three things:

- - - e
H3

3

S
- H
*\

1. Hemust become psychologically: mdepen&enl. o
2. He must make use of his abilities to- thmkand make ‘decisions-for- h:mself 1

' 3, Hemusthavebroadsocial contactswith a]]kmdsof "peoplessothat he can see lumself _

SelfiIntroduction

Notes

as anindividual distant from the group v.lth wlnch he has been closely identified.
A

I
{
,‘.
%
1

é" :
L !r

4
1
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Self Learning Material

7



English Communication

-Notes

|7 wqr - dsgas s R0 pahiin eg L 3 i obe, N
: Dommance and-Stability of self-concept > N

| Tn thiethierarchy of: seIf-concepts {the various. self—concepts are not separate:or dlstmct
| butare §6:fused and: mterrelated ithat each infliénices others and i in-tuen is inifliténced

The research study given at the end of the chapter helps you, to, understand the

e

factors aﬂ'ectmg the development of the basrc .self-concept Development of a bas:c -

self-concept is a.long-and arcluoos task. T a’ real .sense ‘it is-never completed becatise
the concept must be changed 4nd revised as a person s estimates of the abilities’ change

/| However, it is observed that tl'lere is always: resrstance to change when the individual has

to accept his; less favourable s:_‘elf-concept and he reahzes t}1at he is not all that perfect a
cluld as hls parents grand parntcnts and his other relatn v . we led him heheve he was,

a* .

K . " |
=Ideafse{f concept s t R s FELTA S T i

-4

¥
It begins around. the age of 3 years and reaches i peak between 4 and 5 years. The.
more dissatisfied'a person is wrtl‘l hunself and the more unsatrsfaetory the: mirror nnages

100 ™

_he has’ deve'loped m hts relatlom.hlp ‘with others the stronger Lis motrvatron to develop

i
isl R + ; i - 4.
‘ideal Self- concepts 1 F v ',,L \ K
“ ln ¥

} . ;
Ifthe ideal self-concept is tlmreallstlc it lreags to dlssatrsfact:on 'Plle development
ofideal self—conccpt follows a fait ly predretable pattern, The: young ch:ld h}s as his ideal,

e ELH

.7 ¥
g vr—"

| member: of ’lﬁeéfamrly who by (.ompanson means somethmg supenor to. h Every

mdmdual Has' certam 1deals either from the- movies, or’ any emment personahty etc.s

Is

4 1* -’ P

by others. " K

R > 24 "‘Jlsi

Whereas, it can be safely predicated that the due dominant - self-concepts-in the
hrerarch}: will be those that gwe the person the maxmlum satisfaction. -
Com Onlly when the selﬁ-concept 13 relatlvely stable, a person can develop atrue sense
of identity. Slnce the self—concept is composed of a, person's thoughts and feelmgs and

since these are dynamlc thus chanpes in self-coneept are 1nev1table o _

he8 Sreie

i S

The four, common, kmds oﬂvanatrons inthe stablltty of the self-concept are: ]
:jl_. The self-concept: may ﬂuctuatt 2.either momentarily-or.overdong periods. 1
2. " May océur within the drﬁ'erent self-xmage aréas such as 1deal and basic. , i
3 "Vatiafiof may be found i m drﬁ" sredt: mtetpersonal situation;  * w1
4 " Variation ofcurs within’ the dlrtl‘erent self-struemres The zdeal self -concept may
vary but the real or basic seIf-c oncept may remain stable. G
LI " . . Y
L — — RN — : 'l.” ’ T - —_— q —
1.4 Perceptmn ’ : . v ;; LR UL e O

Perceptlon is the process by whrc,h people select, organise, interpret. and. respond to

' 1nformanon Jfrom, the‘fworld around, them -It may be described.as a.person’s view of

reality, Ong, of the degpest Jproblems i e cognitive, sclence is that of understanding how

'  people make sense of the vast. arnount*of Taw, data constantly bombardmg them from

Self Learning Material . }
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: : \
, the environment”. How do perceptions occur and fog‘:ﬁu_lggs_ c_g__nééep‘_tighsg J:Tht‘: Iq_m:st
perception occurs, of course with the reception of raw sensory information through the
" various sense orgaris, described as sensations, Out of ﬁie_-mé’_r;y_;sensatidns'it“r'cnc:e"'i%és, the
mind seeks to find dn ordetly process by which to make .sbn§é of the wotld, Peréeptions,
Jbowever, may be_inﬂuenced'by-bel__iefs, goals, and the exterrial confext: This'implies that
~there.is a top-down process along with the bottom:up process of the sénses. Tn order for
. “Taw data.to bé shaped into a'coherent whole, it must go througha process of filteririg And

nitmber of purposes. Representations, then, are the conclusions \drawn ffom sensations..

5 *7 % deoow »

£ . .
. Features ' . . . §
: a ‘3.‘_11_‘ " I a L moe .
Ty & Sensory experience; Perception is our sensory experience of the world around
& » :bs.and involves:both. the recognition of environmental-.stimuli.'and;acti_ons- in
' wge Tesponse to these stimuli, ", o e B \
* v s, Subjective: Perception s asubjective process, because different pecple may look }
- +at the same event from.different angies arid interpret the same in multifatious
%~ sways. The'worldsis not the:same for different people. Often, pedple ténd to

' behave on the basis of what they perceive reality‘to be' and'riof iecéssarily as

¥ s s shorter than the second line: Ifyou actually measure-thiem théy ate equal
ot apdoroin-length!), oy S .

o Filter: Perceptionis a way of forming impressions about oneself, other people -
~ s and.daily life.experiences, It serves like'a filter through which itiformation -
™ 3 i passes before it has an effect on:people; The quality or accuracy of a’'pérson’s

situation, Fr Tea.t Tt
- ~®. Unigue inie:premﬁommPerception-is-a-unique-intcrprptationipf‘the_'siﬁizition,
' T R L L T I A L ‘-
not an exact recording of it. It Is, in fact, a verycomplex cognitive process
R L = s S & TR Complex cognitive pro
g thatyields a unique picture of the. world, a picture: that'may. be:quite-different
t -f“’!,n.realit)h.-lr T = A T R

| ix®* Seeing things differently: Seeing things differently is an inevitable outcome of
.t ¢ perception. Because of individual differences in'What people-perceive dind how

r » Objective reality. Our.experiences, expectations and interests influence'what we

¢ »+ » (that js reality being filtered through an imperfect perceptial process).” tf

w % what reality is. (A quick'lok at the following figure réveals that the first line

t «y See,.and what we see-may actually differ from the truth. As rightly pointed out |
« =, by Plato, we:see.reality only as shadows reflected on-the rorighi 'wall of a cave |

& Basis of human behaviour: There can be no behaviolr withot perception and |

« Organization, -yie'ldi'ng-a"rstn__xcmr,ed'_representation that can be 'uséd"l;}_y thé. mind for any: _

* T perceptions, therefore, has a major impact on his of her responses 10 a given.|

they organise.and interpretit; percéptions'vary among people and differ from |

:

" perception lies at.the base of every ifidividual behaviour, . . s

&1 o By at

i
f
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‘English Communication: How to Develop Perceptual Skills?

1 Mgt ¥

Though there are no set formulas to develop the perceptual abilities; some. guidelines
can deﬁmtely Telp, promote the skills of the perceiver, * R '
‘Notes , Avo:d perceptual distortion: Some managers have a tendency to form.opinions
about employees without reading them, properly. If the.opinions arc biased they lead
__,t’qperceptﬁql.distorﬁon. Further, managers can be misled.by people who deliberately
.mistrack other. employees. When such a possibility of perceptual distortion exists,
managets should be careful in evaluating their perceptual judgements. "

Ll

+

Make accurate self-perception: People are not without some limitations. Therefore
one very important thing 2 person should do is that he should understand hlmself
. The tmore accurately he understands himself, the-more accurate = his percepmal skills

o

A

+would be. But some people are unaware of the skills they possess: These s‘kllls remain
unexploited, hidden and unproductive as long as the people are:unaware of these skills.
This happens due to-inaccurate self- -perception..Maslow contends that self-actualising

o ok e

individuals have more accurate perceptions about: themselves than those who are not
self-actuallsmg Positive. attitude towards ourselves :and ‘selfs fulfilling prophecy’ are
lnkely to further self-improvement and understanding of the self and proper introspection.

Put yourself in-another. person’s place: To understand. othet people-properly, we
i| :must live in their:shoes. But people seldom: follow this because it'is very difficult to be
/1 empathetic. By changing the frame of reference and assuming othcrs“positibn.._managers
| can imprave their .iptcrpersonal"ski,lls. . y -
. | .. :.Create:a;good impression about yourself: Insocial settings. how ohe appears-is
very important. We must shpw.ourselvquin-a-.positiire light creating and. presenting an
1 honest image.of ourselves:in-order to improve:social status and eam:respect. It'is-an
essential requirement for socialisation.. | %

- [y

1.5 'Theories-of Communication . o

v v

Communication has-existed since the beginning of human beings, biit itiwas not until
‘the 20th century that people began to study the process. As commumnicationitechnologies
..developed,.so-did the serious studyof. commumcauon ‘When the: World ' War I ended,

the interest in.studying communication intensified. The social science study was fully
- recognized-as a legitimate. discipline.after.the-World War I1.

, Before becoming simply communication studies, the disciplihe'-wa'é‘"fonned from
three other major studies: psychology, sociology and.anthropology. Psychology is the
;study of human behavior; Sociology is-the study .of society and social process and

“Anthropology is the study of communication as a factor. which dev clops maintair
: 1and change. culture. Commumcatlon studies focus-on communication. as;a central tc
{ the human experience, which-involves understanding how ‘people behave in.creating
- i exchanging, and interpreting messages.

L
4
4
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Commumcanon theory has one universal law posited byS.F. Scudder (1980). The
Umversal Communication Law states that, “All living entmes, beings and creature
comrunicates”. All of the living communicates through movements, sounds, reactions,
physical changes; gestures,. languages, breath etc. Commusiication is means of survival.
Examples —the cry of'a child (communication that he is hungry, Burt; cold etc.), the
cry of an.animal {communicating that it is injured, hungry-or angry.etc. ). Every living }
_communicates in its-quest-for survival. .

r

¢ Communication theories can be best understood, 1f we are-able:to know about
‘the -atmosphere; limitation and assumptions, under which a message ‘is'sent. In other |
“words, a-commilinication which establishes certain values under certain. assumptions
and limitations for the whole societyat large can be terined as communication theories.”
- o ‘¥
Classification of Theories.of Communication . G
Theories of communication.are divided:into two.categories:: &%
#t. %}, Theories propounded to create socio—cultural:back ground environments.

- . . - &

* i) Theories based on the ideas of different scholars.

L3

commumcatlons which aim at crcatmg and ¢ savmg jdeal value for universal
Wy % t s
_commumty within certain fimits. These theones are as:

(a) Commumst Theory of Commumcaaon. Thls theory is based onpnnclples
of commumsm ‘After success of revolutlonary process in 1917, in the
erstwhile USSR, thlS theory was put 1o usc. This lheory is based on the

b undcr mentioned prmc:ples of commumsm \ ;

(i) The.voice of labourers: wlll be heard prominently, who were raising
the voice against injustice and crimes against them.

. (i) Voice will be raised against the: exploitation’ of man by man.
. (i) Role of public will be supreme in the construction of:a strong nation.
* (iv) Interest of the nation will remamy supfeme.

The effect. of this theory was-widely. felt. Lefiin’s prmclples were followed

R " notonly i in'Soviet land, but:in China and other'Couiitries as‘well. This
s *  was sufficiently strong theory. However, this theory could not achieve
weo "popularity because of narrow and impractical ideas of communism.

‘Division of Soviet Union was one of the reasons due'to which'this theory |

e ithe couid not become. popular unwcrsally o f

*

* @) Chinese Theory of Commumcatwn. ‘Communism prevails.in Chihai
too, but its philosophy is.quite different. Therefore, its commumcanon
pohcy is"also-different. and-is known as Chinese Communication: pohcy

- .In this policy; instead of revolution, peace is the ‘main-theme’ of the
whole commumcatmn policy. The ideas hidden in'this theory are respect,”

& P - P
1. Propounded to Create Socio-cultural Background Environment: This includes |,
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dedication and faithfulness towards the nation, Communication'policyfof
China is based on India’s principles-of ‘Panchsheel’. . h

Christian Theory of Communication: In this commubication 1he0;y:“
emphasis.is placed on fiee thinking, personal freedomn.and dedication
toward almighty God;IIfs theory is Igased on human sensitivity and service
quality in-a man. The:theory serves as the foundation of communication-
system in the European countries. Thé theoty is popular among masses
because it does nof believe in obstacles. Mqreover,;’an)'( new thif]g
cog;dqciye to humar_; welfare is 'Jcommpnicat_e‘d_tg_--thq people. England
ruled over many countries and so this theory travq_lecé to those countries

too, wherever England had its rule. India too hadadqpted.t_hi; theory. But
due to peculiar socio-cultural ‘background in India, this theory could not
flourish. . e n .

Islamic Theory of Communication: This theory is divided into two parts.
As one being pure theory of Islam,,which has.deep insight to human
rationale, scientific and love,.And the other part being interpretation of
some religious leaders and preachers is rigid and narrow minded. This
-t:he"lo;;isiaracticed_mos't_lyin tﬁe Muslim ‘Countries. * g _
Ca::serva'_r_i;e Theory of Communication: The name “anseryafivc” is
attached to this theory because one. way of communication is resorted

, 1o on the.pretext of religion and caste and restrictions’ afe imposed on

public, Peaple cannot breathe freely as was the édse in Afghanistan quite
recently under Laden _s_por'l;oréd government. Restriction is imposed on
people’s movements, their education and their way of living. When this

“ theory fails, Libéral Theory sefs in better nformed countries like Nepal

(0}

Fr

h "t

(g)

h) " 3

and Thailand. ! ¥ - *

Liberal Theory of Commisnication: This i considered to be the best
theory. Under this theory; full freedom is given to communicate messages
and ideas against government and society: There exists no check, control
orregulation:on messages being cmn_n_mnicgftged.1 T \
Vedic Theory of Communication: This the;)ry is in practice since Vedi;:
-eraand this is'why it is known to e the oldest theory, H}isacommunicatioi;

.. system is based on the‘_Gmu-S\hiS}ha Disciple fonn-_ofﬂgducation system.

i

LLgF N

There was verbal communication system in. our country in early times.
The thecry considers Indian culture and traditions as the base of traditional
, values. These traditional values were crushed mercilessly under British

rule in India,, . %

2. . Theories based on the Ideas of Different Scholars: The ideas of different scholars
on.communication process have been put forward in the form of communication
» theories, some of which are explained below: i



[
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() Aristotle’s T. heory of Communication: This theory Was propounded by
- Aristotle. According to Anstotle if persuasive technigties are used, the
*  thinking process of the receiver can be changed: Under this theory there
are three components of commumcauon-sender, message and receiver, But

R -of these three, sender is'the most important..He can change the thinking
, of the receiver. In other words, communication is one sided if persuasive
T, techniques,are employed by the sender o - .

-

-(b) Lasswell’s Theory of Commumcanou. ‘This theory -was'presented by |-

Lasswell and is considered as one sided theory. Alike Aristotle, sender
s 1mportant in this theory.too. Lasswell.laid emphasis on the channel of
communication. According to this theory, the sender will bring a  change
in the thinking process of the receiver- by using: appropnate channel of
- communication. Thus, according to Lasswell, channel oﬁcommumcatlpn
-is:‘more important as-compared to sender ofithe message.

-

(c) Shammon and Weavers Theory af Commumcaaon. According to
Shammon and Weaver, after receiving the message it'must be encoded
and then transmitted so that receiver is-in a posmomto understand the
message, and can.transmit his feedback well in time. The idea behind.
encoding the message was to avoid the effect of noise, Thus, the message

is transmitted in full and pure form, ‘ .

fgd_) Schramm Theory of Communication: Schramm presented a wnde and _

reformed form of the théory as was. .given by Shammon and Weaver.
Schramm prescribed three models of his théory. .
e 4 PR

+ (i) Model 1. First model was more or less same as.was presented by
Shammon and Weaver.. The difference with thattheory was that
message does not contain the element of noise and 'the‘message 100
'is not wrong-and is not distorted. ! 4

(11} Model 2: In this model Schramm suggested that sender shonld select
"+ achannél to transmit the message in a way that receiver understands
the message Thus, he laid emphasis on receiver in this model too. _

(iii Model 3: ‘Inthis model, Schramm consldered the reaction of receiver,

_ ™= as‘animportant aspect: Thus accordmg to -him; the components of*
') g "
_ .commufication are:, . - o .

1. Sender " 3 pr How
2.  Encoding Brocess * ot

-3, Decoding process . . &

4.  Destination i % Sy v on
5. Response " x " I
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ON Katz-Lazarsfeld Theory of Communication: The theory was mamly
pmpounded for mass commumcanonémd therefore one'can call it mass
communication theory also. In thisstheory, after encoding the message,

# . sender transmits the message:by some- appropriate channel to an opinion
' leader, This leader relays it to the public. The theory has three components-

- , message, sender and the group leader..

j ]
~(f) - Berlo’s Theory of Comnunication: This theory lays stress on percepuon
y "This theory;says that sender encodes the message (employingrhis skllls
4% ,  +and knowledge) and. transmits the same using some suitable channel
How the receiver. receives the message, it depends upon his knowledge

and perception of receiver. ) -
& (g) Modern Theory of Communication: Communication process is belng
presented in the form of a circle in modern theory of commumcaﬁon
According to this communication cycle, message is dispatched to the
receiver. The receiver expresses his respdnse aﬁer,recemng the1 message

which is in.real sense-is the feed back.
The different stages-of this process are:. - . -
iy I;ipuz' 1t ' means those ideas and information which the sender wants to
dispatch.
(i) Message. The actual message whlch is transmltted {
(mj{ Channef This means mediumi.e. letter, report, telephone, fax, conference,
e-mail-etc.
(lv) Output: That message which receiver gets.
"W Feed back: Receiver’s response after recewmg the messages Wthh may
) be positive or negative. -!

(w) Communication loss: The message which was 1o be sent or already sent
i and received by the receiver may be wrong in some way or the;other.

. o Thisis called communication loss. The obstacles in. communication
process-cause communication oss. These obstacles create problems in
understanding the message. .

X [ . *
1.6 Types of Communication o

Communication mey be classified on the following basis in.any business concern:
A. On the basis of organizational relations |
B. On the basis of direction .
C. On the basis of expression

D. On the basis of scope .




i t

(A) On the Basis of Organizational Relations et S %

Communication can be classified on the basis of organizational relationships as following
‘two-types:- -1 . .
1. Formal Communication ot ! R

T
Fl

2. Informal Comminication
1. Formal Communication: Formal communication is associated with the formal
organizational ‘structure. Formal channels of communication“are planned and
cstabhshed by the organization. This communication is between two positions and
notbemreen two persons. Officio-legal relations between officers.and subordinates
give birth to formal cpmmumcatmn. It is deliberate attempt to.regulate the
smooth, accurate and timely flow of information. 'Ustially formal communication
is in writtén form: These are communicated throuigh orders, instructions, annual
reports, bulletins, Eroliéy- manuals. and hand books of the organization. Formal
communication may be upward, downward and horizontal. - » .
Advantages: Formal communication has under mentioned advantages

(i) Helpstomaintain the authority of line executives and hc has full command

on his subordinates. )
. \(ii) In this type of communication rﬁanagers have full control on the direction,
nature and speed of communication.
(i) Unity of message is'maintained inr this systemrof communication.
(iv) Formal communication follows a prescribed path and‘achieves its goal
definitely. * }
(v) Itis an orderly systematic and timely flow of information.
. (viy Tt helps to maintain the discipline in the organization.
Disadvantager The follovmng are. the disadvantages of formal, communication:
(1) The mformatlon passes through many hands causing dlsfortmn of
communication: "

.. 8T 1 . . e
{i1) Formal communication takes-.much time to -comumcate due to formal
°} 8] o H '

procedurcs )
. (iif) Itismechanistic. Ithas adverse effecton personal contact and relationships. -
(iv) It creates rep-tapism in the orgamzatlon .

-

}
(v) Formal commumcatlon affects the speed and aceuracy of information

flow.

(vi) It also affects the performance of the task-and’ satisfaction’of the{ group

. members. { .. . W

(vii) Itincreases the work-load of the line managers because all communication
is transmitted through them. . ¢ .

-
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‘English Communication 2. Informal Communication: Informal commuthication is quite Teverse in nature of
' foxmal communication. When there is informal relationship between'sender and
- recewcr then the communication happening in between them § is callediinformal
o communication. Informal communication flows through unofﬁcxal and structure
Notes less channels. It is also known as “grapevine” as it flows, i m any dlrecnon .
The creation of mfomlal communication takes place on'many f factors Ilke personal
and soc1al reIatlons, sentxments rellgmns areas, Ianguages, castes, referenceBooks
ete, These reIatlons are not ued to any norm; law or policy. Herbert Sxmon writes,
; ) “The mformal tommunication system is built around the socnal relatlonshxp of
y the members of the orgamzatlon” Formal, and mformal communlcatxon nctworks

) exxst m all organizations together, | . \

Adgan_tages...'l-'he following advantages pfinfonnalbpmn_;ﬁhicatiqr[ are as": :_f_h]_lows:
¢« (D, Itis;fast and flexible tool of communication than the formal channel.
(i) Informal communication is dynamic and reaets.quickly:to 'the.‘.ehange in
+the:circumstances, e e

- (m) It may provide feedback to managets on possible effects of dec:sxon taken
by the management. : P

- {iv)n~It helps in fostering mutual cooperation between senders and recexver It
helps developing social relations of the-organization.

4

’(& ) Infonnal commumcanon builds teamwork; harmony and loyalty among
the > employees in an: organlzatlon

¢

{vi) ‘Informal communication is supplement or fllls gaps in formal

5 . communication, ) : j

(vi)) Itis effectivg tool of transmitting orgamzatlonal values, ideals, customs
traditions and history.. N ' 4

Disadvantages Followmg are the main dlsadvantages of mfonnal cormnumcanon

. (1) It vety often carries half: truth, nimours and distorted mfonnatmn which

creates .confusion among the employees.

_ : b
i (ii) Tt | 1s “difficult to make anybody pamcularly responslble for false
commumcatlon ’

»

Gi) It Freates nusunderstan&ing. s

4
)
-

r-&

{iv) It may promote gossips‘and chitchats,
). It leads to leakage of secret information,

/]
s
£

i, e g gt ek

(B) On the Basis:of Dircction :
Communication on the basis of their direction.may be classified 1iit6 forir parts:
] + L Downward Communication  _ . !

2. Upward Communication N

16 Self Learning Material’ By 1.
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3. Horizontal Communication _ . Self Introduction
. :1 Diagonal Communication L ; ) .
1. Dewnward Communication: The direction of such types-of communication
4s from high.level authority to low leve] authority. Downward communication.
flows from the top of the organization authority to .downwz_trr'ds,_ passing through
Various"‘l:e\'rels tothe. bottom of the, organization along with the scalar ciiain *This- ~
commuricat ion co. nveys, orders, . ifist ructio ns, rules, policies, pro grammes, ' ’
procedures, objectwes, directives etc. from the chief executive of the company
to the bottom of the organization. The line in ' the organizational chart is followed |
‘while transmitting the dlrccnves 1t specifiés thé-extent of subordinate’s authorlty -
and their responsibilities. This ‘communicationcar be yerbal, symbolic or inwritten
‘form. This communication is of greatimpottance forthose working at lower level | .

because these are concerned with performance of work cntrusted upon them.

Notes

&

< Advantages: The following.are ‘the advantages narrated below:
{i): Ithelps in explaining the company-rules; policies; plans and progmmmes

oo eté. 10 the meinbers of organization. 5 A, “
. (if)™ It increases the feeling of acceptance:on the part of Workers.
(i) It is also important that communication be fransmitted'to'workers in the.
i " language that they can easily understand. ..
(iv) Itis importanf ‘however that there is not-communication breakdown at | oo
* any level or from any sourcer .

(v) Itisuses as'a means to exercise control over subordinates byintimating
them their performance on the job. * =

L

(viy Itbrings- sausfactlon to: people and helps motwate them.

! D:sadvamagcs The followmg are the various: dlsadvantagcs of downward

communication:

(1) Itistime consuming process because the- mfonnatlon has to pass: Ahrough
different level of the organization. a |-

[

(i) The-original-information may reach the lowest level in distorted and
changed shape and may lose the very objective of commusication.

(iif).. Itpromotes bureaucracy or anthoritativé atmosphere. In which ine:fperienc?: ' e

~_superiors are tempted to misuse their authority oni 'subordinates.

¥

-

2. Upward Communication: It is just the reverse of the downward communication.
When flow of information from bottori to top orto say when messages are sent by
subordinates to higher authorities, then this system of communication is known as
upward communication, It includes information about progress of work, problems .

~ related to work, suggestions, ideas, opinions, grievances, complaints, appeals- B
etc. The g_rowiné organization must.encourage upward communication to have a- | -
general feeling of the emijioyees to prevent their grievances of isolation and unheard |

" : Self Learning Material 17 ‘
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Notes

problems. Thus, upward communication serves as a féedback to the superiors andto
.the management. The effectiveness of this type.o,f'commmﬁcatitm Iafgely'depends
upon the dttitude of the top management. '
Advantages: These are sonie of the advantages of upward communication:
@) Feedback is received such as complaints, problems, suggesum;s and
work progress in upward communication that helps the managemtent in

the effective implements of policies and decisions. 1
(ii) it encourages new ideas and suggestions. '

(iti) It promotes harmony.and mutual feeling of co-operation among
subordinates and managers.
(iv) Itallows subordinates to express their grievances, complaints, opinions,

etc.

e, 7.

LR (v) Ahealthy upward communication stimulates and motivates the employees..

p Disadvantages: The following disadvantages of upward communication
are given below: ‘
(i) Top management may be unwilling fo listen to the subordinate staff in:
authority.. T

(ii) Ttis very complex process and guite lengthy one, so some problem may

arise due to delay of information. :
(iii) Itcreates bittemess inrelations between the managers and the empioyees.

(iv) Someemployees hesitate to put their. problems-before the managers, with
the fear that they may loose the confidence of their managers.

> 3, Lateral or Horizontal Con’:munication*WhencdﬁlmdnicationtakeSplaceamOngét

employees, oﬂicers and departmental heads of equal level, it is known as horlzontal
or Iateral ‘communication. It may be written or oral. The main object of lateral or
horizontal communication is to co-ordinate: the efforts of different departments or
persons. Horizontal commuinication develops the feeling of mutual understanding.
For example, communication between sales manager and production manager; or
between one supervisor (marketing) and the other supervxsor (producnon) in the,
organization is known as horizontal communication.

Advantages: Some of the important advantages of horizontal communication are

given below: 7

’ ®

(i)
(i)

()
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It helps in coordinating business activities to achieve the business
objectives.

It creates informial and congenial work environment. !

Itremoves duplication of work-and thus minimizes the wastages of time,

money, labour and other resources.

1t helps to share information between the different units or départménté.

¥
~ :

. i




. Disadvantages: ] The following are.some of the dlsadvantages of horizontal
communication: - - - b

] #a wr

(i) Communication at the same level depends upon the desire of the members

involved-in_the 'llorizontal communication. They, may have different

-

» approaches ‘ -

N (11) Rivalries among work units may cause mdmduals to hide information-

whlch may be harmful for the orgamzatlon

4. Diagonal Communication: Thxs is also lcnown as line & staﬁ' commumcatxon
Diagonal communication cuts across departmental llnes in between people who are
neither in the same department 116r on the same level of orgamzatmnal structure. It
takes place whén member cannorcommumcate effectively through ‘other channels
For example, when sales- representatwes 'send their reports drrect to the controller

of finance, without submitting them to the marketing deparlment it'is called ag |

v ¥ 3

.dxagonal .communication. - v

™ The basié purpose of such commuinication is faster flow of information enhancement

of organizational efficiency by cutting across départment lmes and minimization of red

tapism. ~ k oo e e
£, i, P - h_-,« 8
_{C) On the Basxs of Expressnon -~ L. .

On the basis of mode of expression, cormnumcatlon may be classified, into following

fourpans o~ SO S | R "!I:" °
L Oral or Verbal Communication, . T,
12 Written Communication ) - ) ’ »

3: :1Non-Verbal Cofnmunication: _ g G

47 Audio-Video Communication ~  ~ * " ~ e

S e o T I L VI ST 5 R
1. 'Otal or Verbal Communication: In‘this processof commumcatlon, conveying
i ‘message through spoken Wwords, It may ‘take place by fact to face'to contacts and
e fmay be-in the form of ‘direct talk and conversation or the publlc address. It also

includes telephonic calls,of talking on the intercom system:.Oral communication |

includes personal talks, interviews, speeches, group discussion, announcement,

»¢  committee meetirigs,‘radio and T.V, programmeé.™ P e
7 Verbal commumcatlon is the powerful and effectivé means of ¢ commumcahon Theo

.Halmann writés, “The human voice can import the message ;with the meaning ; and

e

shading which even*long pages of* ‘written' simply-cannot convey”.
Advantages:

- (i) Itisdirect, simple,’ times savmg and 1east expenswe forh of commumcatlon

(ii) This mode of communication 1s more effectwe and powerﬁll than other

i I 1 e

mode.

4 .
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(ifi). Immediate feedback and spontaneous thinking:

(iv) Oral-communication helps in improving the motivation oﬁ’peﬂ;&le- and

. generating a feeling of participation. o 4

W Oral communication is the-only wa§ out during the period of emergency

| -_(vi) Any- m:sunderstandmg or doubts can be removed immediately. ! L2
vil) Tt develops a'sense of belonging because of personalized contacts.

(viii) It creates good environment in an orgamzatlon i
: A -~ § o~
: '

Dlsadvantages.

1. r #

(1) There is a written proof of messages or formal records of: transacuon

. gp It is not .appropriate in, -case. of long messages as it is not ;possible to
remember lengthy messages by the receiver. - 1
(iif) There 1s.eyerx.:pos51bxln‘_y that spoken-words -are not clearly; hear or
understood or may be taken in some other sense.
:_Q\;) Different perception of sender and receiver of the ‘message may cause
...  misunderstanding and confusion. ; N
) Thespirii of authority cannot be transmitted effectively in oral transactions.-
(vi), Ifthe oral message is conveyedon along the hlerarchlcal chain of’ command
then some distortions can occur durmg the process . ! -

(vii) It does'not have Iégal validity, S0° it may create legal problems. .

2. Written Communication: When exchange of information and opinions(' through
written words, known as written communication. Most of the co‘fmﬁuﬁicfations‘jn
an organization are in written form, It includes instructions, letters, meri‘lo;s::fonn'al
report, rules and regulations, policy manuals, information bulletinis etc. Therefore,
in the process of this form of communication, snmple words are used for conveying
the message. If there is a need, charts, graphs dlagrams etc. are used for conveying .
the [message. By written form of- communication, itis poss:ble to communicate
w1th several persons slmultaneously, ‘the distantly. placed parties commumcated
by this methods . *

v s Aas

Advantages. - - s {

- >

(1) It provides a permanency of recdrds for, future reference so that smtable
; action can be taken against the subordinates who fail'to- follow the
commumcatlon )

(ii) Written commmncatmn reduces dlsputes, Junsdxctxonal fnctmns ‘and back
passing etc, - 3

(iif) Written communication gives time to the recipient to think, analyze and -
then decide the course ofaction. .
(i’{}) It helps in detenmnmg the respons:blllty ~

o




Fa N

@

(ii) Thewritten communication can not remain conﬁdcnnal because it passes
<7 "7 through many hands." ~ w E
(i) It- is'not flexible; it results in red-tapism.
(iv) Therc isno feed back opportunity to be sure that the receiver has uriderstood
the message. T
*+(v); The chances of misunderstanding aré much more-becatis. mtcrpretanon- ‘
+ of meaning may vary.

It is a costly and time consuming system. )

P

&,

D )| --'It--téd;{ccs;_the possibility of conflicts and misunderstariding, Self Introduction
-(\fi) It appears formal and authoritative for?ictlcn g - -
(\m) It cansave money and time, when many persons must be contacted at the
" Ty same tlmc - & " ¢ NOtCS
(vm) Itis clear, complete and authentlc .
Disadvantages. ~
» t . o 'ES .

oo W)

3. Non-Verbal Communication: This is amode of communication undcr which one
“ person: covays hisideas or thoughts to the othier person through signs, postures and
gestures. In sucha situation words are not necessary for communication because
ideas can be conveyed through body language. The movement of the ears, eyes, .
hands and body has been used to relay certain. ‘message. It is more appealing than

It leads to-excessive formalify and Iack*personal touch® ®

any form of verbal communication. Action speakslonder than words. Non—verbal -_

communication is very useful in understanding or conveying feelings; emonons and
+ attitudes. It includes facial expressions, movement of lips, nodding of head, tone -

N

‘to express happiness smiling, anger, frustrations, shyziess, fear intimacy and to-

express unhappiness faces are made. ' we T
Advantages: - o - - S -

. - R . L S . . - et
{1 Non-verbal or gestiral- communication ‘is_a supplethent™to: oral

L

communication. - .« . .

Tesponses. -t oo
b ]

+ (i) sIthelps to miotivate the subordinates in an organization, -* >

Y]
(1v) Non-verbal commumcation makes communication much faster and easier.

(v) Non—verbal or gestural coffimunication saves a lot of money for the |.

orgamzatlon ‘It doesn’t require any expensés’ *

4. Audio-Video Commumcatlon. The grow;h of mformatlon technology in the ﬁeld
of communication is mtrlcately liiked to the growth of business and mdustry As

-_— oy

of voice, clothes, postures, body movements etc: In non-verbal communication '}

w(it) It:'is.'immediately.cquveystthe feelings, emotions, attitudes, reactions and”

-
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L]
(D) Onrthe Basis of Scope

business grows, new and advance techniques and technology of communication are
devcloped and with that there developed fusther growth of business. Importance of
audio-visual (video) means of commumcatlon is mcreasmg very fastin the present
times. Today, films, video cassettes, tape recorders, movie cameras, pro;ectors,
L.C.D., T.V. and computers are being used at'a large scale in ‘various industrial
activities like meeting, conference, symposium, training programmes, surveys and

b & *

adyertisements.

- - .
o . L] !

& P

On the basis of scopé, the communication process may be classified i into following two

" ]

’:pal'ts. . 1 =

.1. Internal .Cog}muo;cation '
2. External Communication . '
1. Internal Communication: Internal communication means. that communication
which takes place within the organization, among different departments, between
- superiors and his subordinates.: In includes upward, downward. and. horizontal
commumcatton between top . oﬁ' cials and thelr subordinates, Informatlon, .
rules, orders, dlrecnons work reports, orgamzauonal charts; suggestions from
subordmates, complamts,requests grievances efc, are included in thls \type of
commumcanon Internal communication plays an nnportant rolein. the operation
of the business. . e
2. External Communicat!on. There are so many groups in the external environment
of the busmess like— consumers, suppliets, government society,, linvestors,
v -, professional bodies, public etc, Communication, between all these groups is called
external communication. As the external environment has become mote dynamic

- -turbulent, business organizations are:required to make a regular exchange of

information with outside groups and individuals: }

b ]

1. 7 Self Development and Communication

E

Self-development has a very close relationship with communication. ablllty and skill.
Awarenessfor knowledge and excellence is essential forperfect communication. Listening
to something attentively,studying seriously, creative writing and using effect:we language

-| all helps in self-development. “Thus, self- development and communication processes g0

hand in hand ; N

H 3 !
The dialogues between people living in a society are possible through oommumcanon

- PR
b " 44

_only Self-development and commumcataon are inter-dependent. The, self conﬁdence of
sender and receiver. 1nﬂuences thelr style; nature. and level of commumcahon On the
other hand effective commutication affects the. need of self— developrnent N

e ‘
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1.8. Concept. of Self-Development

Self development “differs from'person to person: It is a Subjective and relative concept.
The word “self” here means total personality which includes total personal qualities of
“apersonlike, physical, intellectual, materialistic, spiritual and behavioral qualities. Self-
development thus 1mp11es that these qualities should develop'in a person in a balanced
way. Thus, it can be concluded that “self-development is the’ process .of developraent of
the physmal mtellectual matenahstlc and spiritual qualities inva: person

‘1.9 Objectives of _Self-Development

“The main objective self-development is to make the personal and social life. So happy

and successful that he Tives-a joyful life. The main objectives of self-development are
as follows: :

1.
. the development of the: favourable and balanced personahty According to social

Personality Development: One of the important objectlves ofself-developmentis | -

psychologists personality is cluster of different attributes.or gqualities ¥ which reﬂeet !

a person’s nature and behavior. N

Development of Positive Attitude: Attitude may. be posmve or negative towards

certain persons, objects or situations. Self-development savesa person from negative |

feeling and develops his positive traits. Aperson having positive atmude isusually

cheerful and optimistic in life.

-

Development of Self-respect: Self-deyelopment develops self-respect. What-we

think and feel about ourselves, are a subject of self respect. Self-development creates |
the qualities such as courteousness. and politeness in a person-

Development of Knowledge: Self- development develops in a person the tendency

to, leatn, understand and analyze things,, thus. makmg “him more enterpnsmg

courageous and dynamic.

. Development of Self-confidence: Self-development brings self-conﬁdence ina
. person. It: also. develops good leadership quahtles -and he becomes in a position to
‘bear risks of life.
Development of Thoughts: Self- development is helpful in the development of:
- intellectual power. A thinking mind i is. able to- takeratlonal decisions.

Development of Organization Efﬁclency Self-development helps: in the
development of total personality which enhances his orgamzatlonal efﬁmency also.
This brings progress in his business. ' ¥

.. Development of Cultural Harmony: Aperson with wide vision and liberal attitude
has a respect for other cultures and religious beliefs. This ‘tendency brings cultural ‘

‘harmony of anation.

Self Introduction

Notes
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overall developmeént. -

. b

s

9. Overall Development: Self:developrient: develops:physical, intellectual,
materialistic, religious and behavioral traits B-f a person, All tliese things hia!p n

-

. e

Notes

1110 1-nter-dep'éhde_nce_ between Self-Development and

Communication™ * - .

L 1.

Self-development dnd communication process are 'inter'-dependent-. ‘While on one side,
self-development brings the elements of effectiveness and dynamism in communication,

- l.an eﬂ'ectlve communication, on the otherhand helps in self- development to’ grow fast.

i
s ("‘

#H

24 'Self Leatnirig Material

Improvement in Communication by Self-development: The present- processes
. of communication-as well as means of communication are helpful in the development
+ | of self- development Self-development helps the communication in becoming eﬁ'ecuve
_ by improving process of communication. The relationship between self- devclopment '
‘ _and communication is described here below: !

‘1.- Improvement in Commugication Skills: Self-d'eveloptﬁent brings improvement in

: Improvement in Self-development by Communication: * -~

communication skills like, speaking, listéning, writing, and gesture skills;-Ap;erson,_

. with need for selfédevelopmept,.,becémes more educated and able to perform well

his duties. Aziediicated person can read and write as-well, His style of writing is
niore creative and appealing.

Tmprovement in Analytical Power: Analytical power sets a boost thh self-
development. A self- development inan is able to find solittiofts of problems evenin
tiring circumistances. He is able to communicate with competence even indifficult
situations. He ¢an analyze audience well, Therefore he can contribute effectively

in the communication process; -

Improvement in Critical Skills: --Self-de&élbpment*nmtures critical §ki11i"s of a
person. Self-developed person can easily plan, revise and edit any communication,
He can express his feactions by analysis the message corectly: »

1

'Widens the Vision: Self- -development widens the vision of-a person. Such a person

can easily analyze his audiences.

E . P AT - - . ‘il .
Enhances Other Skills: Apait from the qualities’ mehtioned above, self-
development brings other abilities too in‘a person like completeness conciseness,

c]anty consxderatxon efc. : "

i

An effective communication is an important tool of self-development. The main channels
-of communication like non-verbal and:verbal help in the growth of self~development
Many elements like effective writing, eloquence of speech, .body language, att_entxve




o

= o
4

listening; help in self-development. Self-development gets big look by effective business
communication in the following ways. . S

1. ‘Non-verbal -_Conl_munication‘ & Self-development: Non-verbal channels of .

communication increase seif-development. Such channels are body language,
- gestures, postures etc. The intellectual power of a person increases if he understands -
* body languagc.-'and gesture. These channels are not only interesting, but difectional

.. too. So these are helpful in enhancing self-deyelopment. . ¢

ey

2- Oral Communication and Self-development: leferent chanfiels of oral

commumcanon like speech, group discussion & public: speakmg are also helpful in

& - Taising the self-development. If a speakcr speaks with facts and figures supported
- with appropriate-logics, then his speech becomes very.effective for audiences. .

3, ‘Written Communication and Self-development: Written communication plays an ’

important role‘in the sélf-development. We resort to writing, when an idea flashes |
*  in-our mind: Writing helps in raising the creative and imaginative qualities-in az| -

-person. All these elements are helpful in ‘self-develé'pm'ent ’

-

“ 4, Llstenmg and Self-development: Listening is an important component of effective
commumcatmn A successful businessman listens:attentively to every talk-of his
clxents. For self- ~development it is necessary. to listen to useful suggestions.

7

‘111 Communication Process and Attitude '}

Attitude is the best of one’s mmd toward an object. or subject It involvesliking -or
dmhkmg people, work and objects Attitude is developed through learning, although
the famﬁy, society and nation exert great influence in the attitude fotmation of people.

Attitude is the combination of popular belief and'interest. -t .

- According’ to: Morgan & Icing, “An attitude 'is a tendency to response either

positively or:negatively fo “certain persons, object-or situations. Attitude has a-feeling™|

component,.a-cognitive component and an actiornr component”,

Attitude helps in making forecasts concerning people’s.behavior, Once an attitude
is developed in relations to.a:particular thmg or object then it becomes the permanent
mental athtude towards that thing or object. - -

e E or.building a Positive attitude towards things, a person should have the desire to
become a successful person, to have the: knowledge of f ways. and becorne a’successful
person, and have.the determmatlon and necessary dlsmplme -to follow those ways and

| means Personal positive attitude is developed through persuasion. Persuasion means
bmldmg of attitude and change in it, its reestablishment, or its reconstruction through
communication, This-whole, process. isnot an. automatic one: How, senously areceiver
s taking the message, depends on-the success of fallure of communication. -

F
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»

1 in changing attitude and on the other it also shows as to.what sender intends to say.

» Real or unreal change of-outlookconsists. of ‘three elements — change bringing
agent or-sender, message.and recéiver, Communication is very ignpprtant;m;bringing
-éﬁange. Who says what and to,whom with. what effect, all these questions, helps us in
understanding the change of attitude in a person.

Acompany advertising itsssuifcase or its-cigarette usiially shows a specific person
in its.advertisement. Such advertisements are baséd on.the assumptions thafchaxmel of
communication plays an important role in the change of attitude. «

Anothier important aspect regarding attitude is reliability of communication. If the-

people have faith in the person, communicating -wi:th them;-change of attitude becomes
fast. This fact was revealed in the studies conducted by Horland and Weiss, Theyasked
people’s opinions.on four such problems on which there were divergent views. People
were also informed about the views of a respected writer.of a newspaper and another
writer of a book on those problems. It was found that people-agreed with those|views
which were expressed by the respected writer belonging to a newspaper, becaus"e they
were influenced by him more, « |

-

Sender’s prestige, reliability and attractiveness on one hand enhance his effectiveness

5

1.12 Summary

Self-concept is inheréntly phenomenologtcal that is, it réfers to the petson's ow? view
of him- or herself, Most of the success and failures that people expenence in many areas

- of life are closely related to the way.they view themselves and their relqnonshlps with

others. It is also becoming clear that self-concept has at least three major qualities: (1)
it is learnt, (2) it is organized, and (3) it is dynamic. i

s Practically speaking, we often fail to see.reality in this world, We interpret what
we see and call it reality. Perceptions,- thus; influence behavioural Tesponses greatly.

Perception is nothing but aperson’s view of reality. To get a clear picture 6f what he

visualises, a person first selects what he wants to see organises the obtained information
and interprets the same in his.own unlque ‘way. In this process he-may move, closer to
reality or go off the track completely due to certain perceptual errors.

i

To emerge victorious in interpersonal relations, one has to improve onejs own

-

perceptual skill through empathy, proper understanding of the.situation ete, P

.

Communication is the very essential nerve for thé entire society. Without which

‘| nothing could be expected. Communication has been défined by various numi)ers of

authors in‘their own meaningful way, known as the communication theory. Theoties are

classified on the socio-culiural backgtounds like-Communist theory of comimunication,
L) - . i . L . 2a . R 3

Christian theory of communication, Islamic theoty of communication, Vedic theory of

‘26 -Self.Leaming Matérial .
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commumcatlon ete. and theories based on the ideas of different scholars, like-Aristotle’s
theory of commumcatlon ,Lasswell’s theory of commumcat:on, Shammon and Weaver’s
theoryof commumcatlon Modern theory of commumcatlon etc.

Commumcatmn is also classified like on the basis of orgamzanonal structure
(formal and informal communication), on the basis of direction (downward, upward,
horizontal and diagonal communication), on the basis of expression (oral, written, audio-
video and non-verbal communication} and on the basis of scope (intemnal and external ,
commiinication), Each'of the particular types of communication has its own advantages
and dxsadvantages, depending on the-situation and the vanai;les used

In the last, commumcatlon "has a strong bond with the self-development of an
mdmdual Self- development lays the foundation of overall personahty development,

increase in the knowledge.& conﬁdence, betterment of an orgamzanpnal_ efficiency,

increases the intellectual horizon of an individual and formation of 2 positive attitude
towards objécts, events, persons and Society as a wlio'le.‘

Ll

113 Glossary e

- & Self: your consciousness of yoiir own identity

» o~ Self Image: The conception that one has of oneself, including an assessment

of qualities and personal worth | M N
& Perception: individuals own view of the world '
»_ Selective perception: single out the-aspects of situation, person or object that
are consistent with one's beliefs, attitudes and values )
e “Perceptual set: expectation of a partlcular interpretation based on past
- experiences

F

1.14 Review Questions -~

1. 'The various self-concepts develop' in accordance with a predictable pattern'-
‘Discuss. '

Explain the concept of seif and its various forms. )

'What doyoumeanby percepnon'? Discuss the nature and importance of perception.
Can two people see the same thing and interpret it dxfferently‘? Why?

What do you mean by-perceptial selectivity? How does 1t.w3rk?

Explain the percepmal organisation principle.

Briefly explain the various theories of communication.

1

- R

Explain in brief the various types of communication along with its merits and
demerits. <

+
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i
4

i

H

“What is informal communication? Dlstmgmsh between formal and informal

. What'rzlationship exists between seIf-deveIopment and communication? Is self-
development possible through-commiunication? ’

e
'

coftmunication; .

What do you mean by self-development? Explain its objectives. . }

§

+

‘What is-attitude? Whiit relationship-exists between attitude and cothmunication?
- "

- ’ o -
- Rl

'L15 Further Readings . 5

— — T
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21 Learning Objectives

-

After studying the chéﬁté}, students will be élblje to:
e To know the nature of non-verbal communication; _
¢ To understand the éffective use of body .fanéuagé;

=

s To leam the loglc of sign language; .
» To recogmse dlfferent clues given by facial expressmns gestures postures,

L

- body movqpentsﬁand eye contact;
) *

s - N - = -. . . s . - x -
f ~@=To understand relationship bétween verbal and non-verbal communication,

[4

2.2 Introduction . R

Communication need not:to be verbal all the time. It can- also -be;nqn—v.erbai. In other
words, man does riot cbmmun'ig_atc-through words only or only through writing, speaking
and listening, Most of the time, communication is non-verbal, i/e. through a gesture, a

-

v -Non-Verbal,
Communication

Notes,
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Notes:

smile,a frown or through eye contact, body posmon Comparedto verbal communication,
it is- more subtle and instructive. On scientific-analysis, it has been praved that verbal
communication accounts only for 7 per cent whereas non-verbal communication accounts
for over 50 per cent and hence non-verbal communication needs sermus consnderatlon

Non—verbal commumcatlon is anclent and unwersal < B

- .
e --'v---"— P Hom- - I -

=

2.3 Meaning of Non-verbal Communication Ty

Non-verbal communication is communicafion without using Words or speech. Non-

verbal communication is thus the wordless message received-through the mediun of:

gestures, signs, body movements, facial expressions, tone of voice, colour, time, space,
style of writing, etc. Non-verbal communication is ‘also called silent’ language or the
. language of signs and gestures. We can define non-verbal communication in the followmg_]
ways: . i 1 .
1. Non-verbal communication is communication through any means other than wotds.,

.2, Itis the transmissioh of message by some medium other than speech or writing.

3, It refers to all external stimuli other than the spoken or written words and—_t;hat:
includes body motion, characteristics of voice, appearance, and space distancing., -

4, It is the communication that uses non-linguistic. means to convey the message. :

. Ttrefers o the fransfer of meaning by body-language, space, time and paralanguage.

L

: Ifna_g_ine the following situations which demonstrate non-verbal form of cémmunicat_ion:
"+l. The darkness and the silence in picture hall Gommunicate that the picture is.going.

i

A start. SV A N g el
2. Durmg conversation, when you raise your eye brows ona statement, convey your
disbelief in the statement. Y fa,

3. Recelvmg applause by large audlence at the end of maugural address dehvered by
you shows your good performance 4

W - T

- 4, Patting by your boss shows conﬁdence in.you and you are bemg appreciated.

.

All the situations mentloned above: convey a.significant effect {6 communicate.

through means other than words. Thus, words are not the only means we use to

communicate. We also use silence; signs, symbols body movements, etc, ¢
‘1

24 Chamcteﬁsﬁcs ofNon-ve:balemmunicaﬁoninOrgan_‘gz_aﬁon

1. Non-verbal gommuzﬁca{ion‘.indicatcs the attitude and feeling in*ad:dit:ion to"What”
is being expressed through words. - > ‘" . ¢ T

2. .Noﬂ‘.verbal communication relies on observation and interpretation. % _
Non-verbal message may compliment or contradict. ’

4. All'body movements with exception of iristrument ‘movemegm are meaning'ﬁil_.

H
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5. Dress or language used will reveal the communicator states or education.

‘6. Body movement and facial expressions often occurs spontaneously and can support

- or contradict the verbal 'mess'age -

7. Ithasbeen found that non-verbal communication forms the Ia.rgerpan of the overall

LA 3

" commimication activity: s

Extent of non-verbal communication

S Management Impact % [ HY¥T  Aypes of|Communicationy - |
55, percent e & & Facial cxpressibn; body posture, gestures:
Tpercent ' . Words ' -
38 percent” .~ F; | .?:‘-_ ‘Tone of vo:ce and-inflection T
Nog-verbal_comaﬂupication speaks-much louder then ‘words. N

. “4:Cry of Agoriy is more Powerful than a Tale of Woe".

2.5 Na’tu_re of No'n'-yerbal 'Communiehﬁen

Non-verbal communication? means all communication without words. It is Bi‘qad'and
imprecise. And because it is broad, non-verbal .communication is quite vague: For-

instance, a frown on someone’s forehead is sometlmes interpreted to mean worty. But
could it be that the person has. a headache? Or i is the person iri deep thought? No doubt,
there could be numerous, meanings ascribed to the facial expression.

Y

Cross-cultural aspects give many meanmgs to non-verbal communication. Culture
teaches us about body positions, movements, and various- _factors that affect hurnan

relationships like intimacy, space; time, and such. Thus, the meanings we give to non--

verbal symbols will vary depending on how our culture has conditioned us.

As-a listener, you need'to go beyond the obvious to determine what non-word
symbols mean. As we have said about word symbols, you heed to see what people intend
with their non-verbal symbols as well. Perhaps one good way to.grasp the intent-of this

suggestionis to look at the.intended meanings you have for the non-verbil symbols you

use. Realize that non-verbal symbols can have many meanings. . .
L e

2.6 _Types of Non-verbal Communication ' .

There are many'waye to classify non-verbal communication. According to Lesikar &
Flatley',3 four of the more common types are body language, space, time and paralanguage.

However, over the years, researchers-have studied the impact of many other modes of
non-verbal communlcatxon such as language of colour and symbols ‘Lesikar’s approach
isbetteras it mcludes all modes of nonverbal communication. Nonverbal commumcanon
can be classified mto the following:categories: '

-

B o S N,

Non-Verbal
Communication

Notes

Self Learning Material 31



_ English Communication

Notes

Importance of Body Language

Bod} Language : . .
Our bodies send non-word messages through arms, fingers, expregsions; posture, and 50
on. For example, happiness, surprise, fear, anger and sadness usually. are accompanied
by definite facial expressions and eye pattems. In particular, the face and eyes age_the

most important. THe face and eyes, gestures, posture, and physical appearanice reflect

the inner workings of emotions in our bodies. Moreover, speal{ing and gestures appear
f t& be linked. In general, the lotider someone speaks, the miore emphatic the gestures
) used and vice-versa; One should always remember that appearance is’an important part

¥
of the body messages that dre: sent and received in oral communication. L

. -

>

nw

. Regarding the' nnportance ‘of body language, Psychologlst Paul Ekman says, “we ralk*

with our vocal cords, but:we communicate with our facial e.xpresswns, ‘tone of voice

and our entire body.” Understanding.body language has immense practical use. ] Inthis |
- regard educatlon psychologlst Marilyn Maple says, “When you can conscwusly; ‘read’

what orher are saying unconsciolisly,<you can, 1. deal with, lssues at-work aud at. home
bqfore they turn into full blown' probléms”.-On’ careful observation,’in a meetmg, we
can look around and see whio has the highest status. In &very species and,somety? those
who are i control, try to appear large, strong and fearless. Body language incltides' f

1. Facial Expressions : Apopular saying puts it succinctly: “the face is the mdex of

the heart”. Whatever we feel deep within ourselves is at once e reflected in our face,
making facial expression such an'integral part ‘of comrifunication. We | convey S0
‘much without speaking a word, For example; consider facial expressions Whlch are
generally associated with happiness surpnse fear, anger, sadness, bewﬂderment
astonishment and contentment. Letus also considera smile, differentkinds of smile,
frown, corners of lips and the position ofthe eye brows, the cheeks, whetheg drawn
up back or.dropping, the jaw, nose/nostrils-and the chin. We can'easily mark all the
motion:signals sent through these parts-of the face by others'and observe ofur own
e}{pr“essioils by looking at-ourselves in a mitror. We will realize that-every facial

muscle s an instrument of communication with 2 significant role to play. +
The face and eyes are the--r'nost’-e‘i:’pressfive means of body communication. Dale
Leather has found that .i,p'.basic categories of meanings.can be g:omn_mnigated via
_facnal expressmns ) ' .

Contempt ) .
°-=s ;Interest * g
“ £ ;@_\Bewxwl'c}grment . |

R R
- -* _Determination s
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“Ekman and Fnesen 1dent1ﬁed eight facial styles exhibited by most people. A

i

’

summary of the eight sters is:

@
(i

(i)

)
“0)

{vi)

The Withholder: Inhibited: little facial movements are found in this'.‘style.
The Revealer: Uninhibited: great deal of facial movement is exhibited in
this style,

The Unwitting Expresser: Limited numbers of expressions are thought to
be masked. )

7 " * _
The Blank Expresser: Blank face is shown instead of emotions.

The Substitute Expresser: Emotion is shown.but it is different way than
the expresser thinks,

£

The: Frozen-Affect Expresser: Permaneit display of a given emotion,

. e.g., ohe always looks sad because that is the permanent feature of a facial

i)

. (i)

4
1

configuration.
The Ever/Ready Expresser: Initial emotion is displayed and has nothing to

do with the stimulus. .

The Flooded-Affect: ﬁx_pressc or overriding state (e.g., anger) colours all

Jother emotions: - .

2. EyeContact: The eyes play an lmportant role in face-to- face communication. Eye

contact is one of the most powerful forms of non<verbal commumcanon When we
look at somebody’s face, we focus pnmanly on his eyesand iryto understand what

he means. The eyes, along with: the eyebrows, ¢yelids and size of pupils convey |
our innermost feelings. éuthonty rolat:onshlps as well as intinate relatlonshlps are |
_ frequéntly initiafed and maintairied With ‘€ye contact which also builds emotional |

relationships between the listener and speaker.

Ko

Eyebrows and eyelids raised and. combined with dilated pupils tell us that
the person is excited, surprised or frightened,  «

(i) Eyebrows with upper and lower eyellds closedand combmedmth constncted

pupils tell us that the person is angry or in pain.

(iii) Looking at'somebody for a ]ong time shows the mtensny of our interest in

him. Ifthe'eye contact is brief;'or we take our eyes-off the person very soon,
it indicates nervousness or an embarrassment on our ‘part. Prolonged eye
contact can signal admiration.

(iv) Direct eye contac ofmore than 10 seconds can creaté discomfort and anxiety.,

\J)

(vi) People gencrally maintain more eye gaze and mutual eye gaze wlth those

“1ike. Eye contact between a speaker and audience increases the audience’s |

Generally people’s eyes approach what they like and avoid whit they do not

assessment of the speaker as a credible source.

whose approval they want, those to whom they brmg good’ news, and those

Non-Verbal
Communication
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whom they like. They also do so with people towards whom they feeIpositivg
and whom they know ancf frust.

(vi) Averted eyes show anger; hurt feelings, and 4 hesitancy to reveal the inner

self. They also reveal negativism and the need t6 increase psychological
distance as in an elevator, waltmg room;, or other small space. I

Eye behaviour communicates in many ways. It shows’ emotionis and establishes
conversational regulators. It also monitors feedback and serves as_a reminder.
The eyes not only Supply information,. they. receive it as wcll Major aspects of
communication are covered through eyes. Of course, eye contact and eye movements
convey their meaning in cofnbination with other facial expressions.

. Gestures: In addition to facial ‘expressions and eye contact, another important

element of body language is the use of gestures. Gestures are the physical

‘movements of arms, legs, hands, torso and head, which help one to express thoughts

and/to emphasize one’s speech. They play a Very important role.in conveying

meaning without using words.

Ekman and Friesen have idengiﬁed five types of body gestures: * |

(i)  Emblems: A largenumber of body movements have come to be identified
as a substitute for verbal translations. They often replace verbal messages
and take the shape of emblems. The list is long and comprehensive including

s

about seventy emblems, namely:
« (2) Patting the:stomach—"I'm full of food”.
"(b) Nodding the head up and down—"Yes™ or “I agree .
(c) Patting the adjacent seat—*“Sit beside me.”
'(d) ,Shaking fist—"1'm angry.”
() Yawning—"I’m bored” or “I’'mangry.”
(f) Cupping hand behind ear—*1 can’t hear you.”
(g) Clapping hands—"] approve.” .
(h) Placing first finger on lips—“Be silent.”
(1) Circling the first finger parallel with the side of the head——“that person’s
crazy” or “that person’s stupid.”
. () Forming the first and second finger in the shape ofa “V”—‘i‘Per e’ or

i‘vigt'ory.’!
X) Slﬁtigging shoulders and raising palms of hand upward—"I don’t know.”
..' ' ) ‘I
() Scratching the head—frustration. Ny

(m) Tapping finger against skull—“T'm thinking.”

(n) Tapping finger on own chest—“Me.” ! !




(i)

(i)

¥
{0) Stahding on the side of the road and, pointing & thumb,in the direction
of traffic—"I’d like a ride” (hitch hiking). *
(Q) WaLring_——“Hell'o,” “Good bye,” “Come here,” “Here 1am.”
Ilustrators: They are directly tied to verbal Ianguaée These gestures

iltustrate the words,  whiich a speaker is saymg When a speaker says, “My |,

third ax{md final pomt is...” and holds up three ﬁngers this gesture is an
illustrator.

Regulators: Regulators control oral communication by alerting the sender

o the need to hurry up, slow _down, or repeat, something., Examples are:

frequent glances at the watchor - drumming finger on the table when someone

. is talking with another person. When someone is delivering a long speech

()

)

and the{other person wants to restrict him, he/she may show his watch to
regulate or moderate him.

Displays: These indicate emotional states, such as anger or embarrassmernt,

occurring usually in our facial expressions. The dxsplay differs from the

three prlevmus types, in that; people have’ for léss control over them, Many
have felt their faces turning red, because they wete angry or embarrassed.
However, there is little; which they can do to control this display.

Adaptors: They are the gestures over which people have little control over

often people are not conscious of performing such gestures. Stifling a yawn '

or clasping the hands to the face in fear, are adaptor gestures, They are
automatic and are usually not planned.

It is important to note that gestures are not used-individually but in relation to
'

another person, and acquire meaning at particular times. Speech and gestures go together,

and, therefore, have to be properly coordinated. In the absence of speecli-gesture co- .

ordination, we experience confusion and discomfort,

- Although’gestures are spontaneous, we can learn to monitor and use positive

gestures and minimize thé negative ones. . g

Positive G‘esrulres Positilvc gestures are body signals-which make us look relaxed,
confident and pollte

X0

(i)

(i)

Posmve listening gestures mclude

(a) Leaning a little towards the speaker.

(b) Tiltmig the head. >
(¢) Eye contact with the speaker. §

"(@ Gently nodding the head in agreemet.

Good speaking gestures include keeping palms open and avoiding clutchmg
or foldmg them across the.chest. \

‘Walking with the head upright, hands swinging freely by the sides.

Non-Verbal.
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Negative Gestures: Negative gestures include body movements which give a

negative impression about-us. These are:

Notés
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(i)

(iii)

Signs-of nervousness: ‘ )
(2) Hands in the pocket v
(b) Covering the mouth with the hand while speaking
{c) Scratching

(d) Biting nails

() Glancing sideways

(f) Drumrhing fingers

(g) Tapping feet

(h) Wringing hands-

(i) Crossed arms or legs

(i) Setting the hair with hands

(k) Sitting on the edge of the chair

{1) Speaking two fast, or too slow
(m) 'Stra.i(ghtening the tie /o

* (n) :Clearing the throat too often .

"(6) Blinking the eyesa lot

(p) Clicking the pen

(q) Playing with the paper weight

(r) Adjusting the glasses up the nose

Gestures showing aggressiveness:

{a) Staﬁng

{b) Pointing at someone

(c) Showing a fist . '
(d) Folding both arms
(e) Bending over someone
Gestures showing rudeness:
(a) Shake hands too hard
(b) Give a very limp handshake i
{¢) Stand too dose ) d
(d) Whisper at a social gathering;

(e) Work while someone talks to you 1

(f) Yawn
(g) Smirk




(h) Puff Non-Verbal
(i) Start gathering or folding papers before a meeting is over Comumunication
- (iv) Gesturcs showing lack of good sense:

(a) Banging the table - « . Notes

(b) Chewing pens _

(c) Waving hands around you while talking.

(d) Wiping hands across.the face ¥

(©) Tmtlching nose time and again

() Attending meetings with the cell phone on .

(g) Staring pointedly at someone - .' ' v

4. Head, body shape and posture: In any face-to-face communication, meeting or

interview, the way we hold our head is very important. Everybody is aware of the
age-old saying. “Hold your head high”. Whick is nothing buta sign of honour and s
self-respect, csanﬁdence integrity and interest in the person/persons before us, A |-
head bent low} depending upon the situation, would show modesty, politeness or a
sense of quietmess. On the other extreme, a head drawn too far. backwards or stiffly
held straight up, indicates pride or haughtiness. Head jerks:indicate insolence,
rejection or agreement, depending upon-the context and personality of the person
conicerned. Nodding the nead sideways or back and forth, conveys the intended
meaning morg cloquently than words. " '

] Body sf:lape. Béhavioural scientists have studied the shapes of ourbodies and have
broadly-put them in the: followmg types:

(@) Ectomorph: thin, youthful and tall;
1
(b) Mesomorph: strong, athletic, muscular, and bony;

(c) Endomorph: fat, round and soft.

We cannot éo much about the shape of our body, but we can put it to effective
use. Both oLr body shape and posture affect what we ‘think, 2bout ourselves,
how we relate to others and how others relate to us or reSpond'to our moves,
Generally, we act spontaneously in situations like when 'we.meet 4 friend or
participate in- a meeting. But we-do become self-conscious while appearing for
an interview or making a presentation. On such-an occasion, we try to make the |
best possible impression, . . '
(i) Posture: A person’s general posturc, even without specific gestures,
communlcates meaning: The body position ofan individual conveysa vatiety
 of messages. For example, superiors usually take a morerclag{ed posture than
their subordinates. Posture is also a way to.demonstrate interest. in another
person. Several writers have concluded that when you Jean forward to the

3 person towards whom you are speaking with, you demonstrate interest in himy/
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her, Sitting back, on the other hand, may-conununicate a lack of interest. It
is difficull to-assess exactly the meaning or significance.of postures. Warren
Lamb says that 2, person’s postute and gesture can-tell much about how
e:ffectively the person will perform in an organization. Such expres§ions or
gestures can denote cheerfulness, affection, pledsantness, joy, feai', anger,
_Tervousness, caution, worry, and defensiveness. They also “attempt to hide
emotions. Knapp summarizes various.clues to deception. A few’ clues

regarding deception are: ‘

5. Appearance; Appearance, in the context of body language would include clothing,
hair, jewellery, cosmetics etc, All these may seem unrelated to body language, but
upon a closer look, we find that they are very meamngfully related to our facial
cxpresston and communication styles '

A famous writer has said that a man is recognized by his “dress and address”
“Dress does not need any explanatlon * By address, he means the way a person speaks

1o another Every occasion has its own particular type of dress which riay be formal or

_mforn'lal. ¥

It is normally a part of an organization’s work rules to have a formai suit for

| the warking hours. Certain-organizations have a uniform for all levels .of workers. If
*| one changes from the formal dress to an informal or casual one, he is easily notxced,

and his dress speaks volumes about his attitude towards life, work, colleagues and his
own feelmgs It is‘not just the dress or clothes that are important, for any occasion but

|ralso the choice of shoes, hair style and perfume that ¢onvey ‘meaning’ in a Non-verbal
' form. . " |

t

k|
t
If body language is so 1mportant, the questlon is, how to make effective use of it. Given

T
v

- Effective use of Body Language

below are some useful tips in this regard:

1. Mind the body-talk: In our day-to~day communication, we should carefully notice
" details about the way we spéak and-move.

(i)  When standing, we should keep our shoitlder erect, body open and weight
evenly balanced on both feet. We should guard against giving the a’lppearance
of atamrod straight posture. Such a still posture shows rigidity m thought.

@iy We should-carefully 1dent1fy the little things that people do when they are
tense. Some-people play ‘with a. lock of hair or fiddle with the pem in their
hand. Such behaviour, according to psychologlsts undermines the strength
of what they'might want to say.

“ (iii) Inordértolook confidentandi in charge, we should sit squarely ina éhmr, feet
on the floor and shoulders stra:ght Austin $ays, “Rest your forearms on thie
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(vii)

(viii)

(ix}

~a

table. [This posture conveys the message “I will not move”. If we slouch or
jiggle our feet, we give the impression of being indifferent and uninterested.
Be cdreful with the handshake: In'the business world, handshakes are very
important. They convey crucial messages about powet, statis and concern
for the person we meet. A handshake that really conveys confidence is firm
and dry, with strong but without an excessive pressure. Bending the wrist or
gnppmg only the fingers would again give wrong and misleading signals.

You must acquire the ability to sustain direct eye contact 1f you want to be
taken seriously. *

The dominant person” always has the right to look and keep looking. 'I'he

suborc{mate is supposed to look away. If “you maintain eye contact so *intently
that your boss feels. uneomfertable, he'will sense thit you are challenging

"his authiority; éven though that is not what you intended.

Communicate at the level of the person beforé you. The way we hold cur body
can show the person before us where we stand vis-a-vis him/her. If we fold
our dms across out chest-and cross‘our legs while we talk, We are closing
off. corlnmunlcatxon If we tap our foot/fect, it shows’ that we are impatient,
With voung children we should kneel or bend down so that we are able to
look into their eyes. With older people we should lean against a wall or
counter, put our weight on our one foot and keep our arms’at our side, so
as to.appear open to their needs. With people in ‘higher position, a- stralght
posture shows respect.

We must be ourselves, Maple says, “Non-verbal messages come from deep
inside you, fromyaur.s"éizse.bfseb’-ésteen?. To improve your body language,

‘you have to start from inside and work out. If you' are comfortable with

yoarsjl it shows. People who know, who'they are, have a relaxed way of
ta!kin%ixna“ moving. They always come across confident and sure of their
posmor “So, avoiding all tension, we must relax and be ourselves, not try
to-be; (fr show what we are not.”

Gracefirl movements and confident posture improve the atmosphere at the

" 'workplace. With only a little care, we can look pleasant, send out right

signals, enthuse workers and make others interested'inus. *

Advantages.of Body Langunage

Body language is the most easily visible aspect of communication. It, therefore, helps the

receiver of the. message in decoding the message. Body language complements verbal

* communication. Especially in face-to-face communication, no message can be cormpletely

sent across without the. accompaniment of facial.expressions and gestures, It helps in

establishing rapport. Body language adds intensity to the process of-communication.

o~
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Notes

'-Space Language

communication will ook bland or insipid. Because people are sensitive to and easily
influenced by body language; it goes a longl_ngay to- xmprove the-overall atmosPhere and
looks of the organization: An ingenious executive can ma_}&e very effective use of it.

Limitations of B‘ody Language

Smce itis Non-verbal commumcatxon relymg on facial expressions and gestures cannot
be wholly relied upon. Words, written or spoken can be taken seriously, but body language
cannot always be taken seriously. People belonging to, different cultural hackgrounds
, send outdifferent body signals. They are, therefore, ligble to be mjsmterpretedy One has,
thieréfore, to be extra careful in its use and understanding, Facial expressions, gestures

: . ¥ . s . P . .
and postures also tend'to become ineffective if the listener is inattentive. It, therefore,

requires extra care in getting the right message. Use of body language is not very effective

_ m a large gatherma Tt yiclds best results in face-to-face situations, where there are just

r

two or. a smal] number of participants in the communlcatlon situation.

. ]
The spac‘é-around its contents and us, convey a definite meaning. Of course, it requires
some effort on-our part to arrange them meaningfully. and on the part of others to

| understarid or interpret their meaning. In other words, it-tells us as to how people
: A _

communicate with space. How close or far they stand in relation to another person,
where they sit in a room, or how they arrange the office furniture, all of which has areal

- impact-on communication. One of the majer writers on this type of communication is
-anthropologist Edward T. Hall. He has identified three major types of space; feature—
~ fixed space, semi-fixed feature space, and personal space.

i

1. Feature-fixed space:. Feature-fixed space refers to buildings and o'%;her. fairly
" permanentstructures, such as walls, The manner iri which buildings are laid out and
the sequence of rooms and offices, have 'a-considerable_inﬂuence on comli‘lunication.
The person will probably .communicate- more with those. individu'ais.whose
offices are closcr to his own, rather than.with those which are farther away from
him. Evidence reveals that bigger the fixed place, h'igher will be the status of the
individual in.an organization.

w

=
———

.l‘
2. Semi-fixed feature space: The placement and arrangement of moveable objects

such as desk and chairs, is referred to as seini-fixed feature space: Currently, a great
deal of emphasis is placed on how business offices are arranged. In addmon the
quallty of furhiture has considerable infiucnce on the status of the 1nd1v1duals and
this is clearly communicated fion-verbally. Frequently, the-superior person will
come from behind the desk and will face the subordinate, for easier comtmhunication.

N
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3. Personal space: Our interaction with the peoplefaround us has for a well-defined
or well-understood spatial dimension. Conversely, we can say that the spatial
dimension or distance between us and other people tells us sorhething important
aboutour relations and the'nature of our communication wfth them. This branch of
Proé(emics has come to be regarded as “personal space language.” Edward T. Hall
has’ done usefhl and interesting work in this area. Placing ourselves in the centre

we can present the space around us in the form of thc following concentric circles:

]
(i1)

(iii)

) tiv)

b

Intimate zone-—physncal contract/touch to. 18 inchés.

Personal'zone—18 inches to 4 feet.
Social zone—4 to 12 feet. : -

Public zone—12 feet to as far as we can see and hear.

(a) Intimate distance/zone: This ranges from actual physical contact to

about 18 inches from another person, Communication and interaction
. within this distance are intimate activities. Mostly, our family' members,
close friénds and select people enter this-area. Those selected 'people
are indeed “special’ people, whatever the reasons for their special
status and have special significance in our communication with
them. In th-. language used within this'small, intimate and perhaps

B B # . ) + - .
private circle, not many words are used in organizations; confidential .

information is often communicated within the intimate distance. When

fwo friends meet each other after a long gap, they Iiu_g-each other.’

Eye contact, handshake, pat on the back or shoulders'is quite noticeable.
The major form of intimaté contact in business organization is of the.
handshake. Most people-respond positively to men who give a firm
handshake. T

(b) .Personal distance/zone: This ranges. from 18 1nches to four feet.

(¢) Social distance/zone: 1t ranges from four feet to about twelve feet and .

¥

Interaction in this zone inclides causes and frlendly conversation
mcludmg conversation with close fnends colleagues associates and

visitors. Here we rise above the closed. circle of intimacy around us. |

Although communication in this circle is also mostly personal in
nature, it is relaxed and casual most of the time. It permits spontaneous

' . £ . R . .
unprogrammed talking or. discussion.” However, certain tmportant
decisions may be taken in this circle.

has aptly been called social space, We use this space mostly for formal
7 purposes, and the relationships within this circle are more official. We do
most of our business within this area. Whﬂc feelings, emotions, shared
likes and dislike may come up in the intimate and ‘personal’ space, more.

4
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reason and planning are:used in the ‘social space. This is therefore,.of
. paramount importance in business and much of the communication in

il - - L L] - » i
organizations is done in this social zone..

(d) Public distance/zone: Tt ranges from 12-feet to the limits of v.isik:)ility
and hearing. Communication at a public distance is considered in
public speaking. A good deal of communication within and outside an
ofganization takes place at thisrange. We can well i 1magme the nature of
communication/speaking which in this space becomes even more : formal,
Theé attachment of the ‘intimate’ and personal" space is. substltuted by
the detachment of perception, objectivity, of approach and formahty of
communication speaking. We have to raise our voice so as to be heard
“by othets whose group is almost- always larget in this space. That is
why it has been called ‘public’ space.

A

Space Use g

- Proxemics s also concerned with the use of space by groups of people. The space assxgned

to them determines their respective place and interaction patterns. For examiple, peaple

| who begin conversation and those seated at the front are usually considered leaders of
.the group. If the same people are seated in:a row, their communication pattern wﬂl be
of a different nature, People seated around/oval table will most likely communicate-

in the form of a conference. Everyone is aware of some of the ways space is used to
commumcate in business orgamzanons Experts have identified three basics principles
about the use of space 1 vis-a-vis status within the organization:
1. For people who enjoy a higher status in the organization, more and better quahty
space is. allotted Inmany organizations, the presxdent has the most attractive office;
while the vice-president, department heads, and lower level employees have: smaller

/ offices. The number of windows in.the office and the way the- office is furnished

are also commensurate with rank of position, This is clearly evident that better the-

-, quality place, higher wxll be the position or seniority of the: individual.

2. The higher people’in the organization are protected w1thm their territory: which -
is often closed. Many times the more status a person has i in the organization, the
more difficult it is to see him/her. Outer offices and secretanes are usually used
to protect the high-status person. Even gates are manned with specially deployed
security staff, s

3. For senior people in the orgamzatlon, it is easier to.invade the temtory of Iower
status personnel The superiors usually can enter the subordinate’s office at will.

The supervisor also has the ability to phone thé subordinate at almost anytimne. This
is the privilege that he/she enjoys. However, the subordinate usually does riot have
the same’ access to the sppervisor. ;

F

.
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Surroundings . Non-Verbal

Our surroundings or physical environment speak its-own Non-verbal language which is Communication
a sprawling vast area. It is, therefore, worthihile to cover only two important aspects
of our physical context, namely colour and layout or design. Through our sensory Notes

perception we get meanmg from our smroundmgs, in the same way as we get via our
choice of colour and de31gn, both of which, help us to send out definite signals to others,

Layout and Design

" .
lee ‘colour language there is also a ‘layout and” design’ Ianguage as part of
our non verbal commumcatlon The space atrangement of an office, carpetmg
or its absence, the furniture and its design, all convey a meaning. Everybody
is impressed by a ‘tastefully’ furnished office, or the impressive layout of a
lobby/dining hall/conference roorn/reception desk. It isfor this very reason that so much .
attention is" beirig'paid to the architecture and furnishing of offices/hotels/houses of
executives in modern times. All this is aimed at conveying the mood/personality/outlook/
vision of the organization. Behind all'this is the vision of the successful commqnicato;'.

. g :
Time Language

Time 1s a third type of-Non-verbal communication. Just as. there are body language
and space language, theére is-also a time language, i.e., how we give meamng to time
communicates to others, In terms of Non-verbal comrunication, you should recognize |
that time orientations are not always the same— especially in the cross-culture arena—
but they do communicate, For Americans, Canadians, and many other from English-
speaking countries, time values are monochronic. Mosiochronic people tend to view time
as linear and, always moving ahead. They expect evénts to‘happen at scheduled times.

Polychromc people—such as those from Asian, Arabic, and Spanish speakmg countries
have a more indefinite view of time. Unlike. the monochronic person’ Who expects a
meeting to start precisely at 9.00 a.m., the polychronic person seesa 9. 00 a.m. meeting’
as an objective’to be accomplished if possible. Nevertheless, time orientations become
parts of the messages we send to and receive from one another

Paralanguage ' R e

* Paralanguage meaning ‘like language™is a fourth type of Non-verbal communicatioz.
Of all the types, it is the closest to communication with word symbols It has to do’
w1th the sound of a speaker’s voice; the “how’ of it—those hints.and signalsin the way
words are delivered. Paralanguage creates meamngs because of speed, pxtch volume,
and connection of words. The symbols become a part of the meaning that is filtered
from a spoken message. Degrees of consistency between what and how someone says.
something convey meaning, Expectancles about background appcarance, andpersonallty

. are part of paralanguage
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The first:signal we receive or use is that of our voice. Everybody knows how-'iml::ortant
voice is..It tells us so.much about the speaker’s lsex background, education, training
and temperament. There are all kinds of voices—clear, musical, raucous, culnvated,
} pleasant and unpleasant and so on. Unless damaged by some injury to the vocal cords
-or some neurological problem, the human voice, normally does a satisfactory jOb In
other words, it.conveys the meaning of the message. In certain jobs, it is absolutely
necessary for the applicant or emplayee to have a clear and pleasant voice. For example,
jobsinvolving the use of telephone; announcing, tape-recording, etc., again require clear
| and articulate tonefvoice. ¢

Notes

The message, however, may not be effectively conveyed if we do not take care of

the-following points in the use of our voice: |
1. Pitch variation: Most of us introduce widewartations in our pitch while speaking. It

is necessary to catch the listener’sattention and to keep him interested in us. Those
who:speak in monotones (single tone, without:variation) fail to keep the, listener’s

n attention, That'is why the word ‘monotonous’ has come to be used as a synhonym’
for ‘boring.” Many speakers are not aware of this weakness on their part. Once

they become aware of it, the problem can be solved. A high pitch may-indicate

. { = *.nervousness, anxiety, tension, fear, surprse, dynamism, anger, joy, cheerf;hlness,
i or impatience. A low pitch may show affection; sadness, boredom, pleasantness,
'intimacy or empathy. Most of us, when excited, speak in a high-pitched voice and
express anger or anxiety in this manner. A situation like this sparks off a heated
discussion in which we hear voices at different pitch levels. Quite often we hear,
“Raising your.voice is not going to convince me.” Or “You can’t convince me by
'your.shouting.” Itis equally important to keep upa pitch at which the hstener gets.

£

our-point across comfortably: \

2, Speaking speed: Fluency in a iang__uage is not the same thing as the speed of
K « speaking. We do, however; speak at differentspeeds on different occasions arid while
conve_yi_gg}di}fferent-pa:ts of the same message. As a general rule, we should present
the easy parts of a message ata bJriJsk_ pace, because it is likely to be uncierstood
easily and soon. On the other hand; the difficult, complicated and highly technical
part of information should be"conveyed at a slower pace. Easy information, if
conveyed slowly, becomes irritating. Hard or, compllcated information presented
1= rapidly will be difficult to understand. Similarly, an increase in rate could mdlcate
|- impatience, urgency or anxiety fromthe; person sending the message while decrease
in rate can indicate thoughtfulness or a  reflective attitude. When we are reIaxed
we speak at a comfortable speed.

3. Pause: Thepace or speed of speaking is also accompanied by a pause. We cannot,
. ana should not, go on speaking withetit pansing voluntarily or mvoluntanly But
l ' the pauses have to be at the right moments. ‘Tncorrect use of pauses can create
44 Self Learning Material T , r




probléms. Apause canbe highly effective in emphasizing the upcoming sibject and
in gaining the listener’s attention. But it must also be noted that frequent, arbitrary

pauses spoil the speech and distract the Iistener’s attention.’It is, therefore, very

important for a speaker to carefully monitor his pauses.

+ Non-fluencies: Speech is not always a continuous; strihg of meaningfirl words. There

are, as we have named above,. pauses scattered at intervals which may be inserted

with sounds or uttcrances like “ah’, ‘oht’, “uh’, ‘um’, ‘yowknow’, ‘ok’, etc. They

are also sometimes inserted with laughmg, yawnmg or chucklmg Sometimes, they
may bé effective in chat they invite the llstener s attention by giving a Non-verbal
edge to the verbal communication. They are called “aon-fluencies’, 1t is rather

interesting to see that they are carefully and sparingly u used .to'add t0.the fluency-

of the speaker, give him time to breathe or relax, make h1m more alert and get the
message conveyed overtly or covertly. But too ﬁ-equent an msemon of these non-
fluencies could also irritate the listener.

Vol.ume variation: V(ilﬁme. is another voice quality that frequently conveys
meanings, especially in conjunction with rate. -‘We-'mustﬁpeak- loud enough for our
audience to hear-us, but'also remember n(it"to ‘bé'too Ioud” The. Toudness of our
voice'should be-adjusted according to the size of our audience. As soimebody has
very well said, “The contrast provides the emphasis; Volume variation‘puts life
into our speaking.” If a supervisor says softy, “I would like to talk with yowin my

office,” you.might feel somewhat-at ease; but if, he said loudly, “T would like to |
talk with you in my office!”you would feel disturbed and uncomfortable. Softness |
“and loudness in'volume alters meaning specifically. Voice volume tends to vary |,

. . * . . . S T .
with emotional and personalify characteristics. Loudness of voice seems.to occurt

in conjunction with-anger, cheerfulness, joy, strength, fearlessness, activity, and

high status, sofiness in volume appears with affection, boredom, sadness, intimacy,

_ empathy, fear; passivity; weakness, and low status, .

Pronunciation:. People pronounce words differently. Their variations in

pronunciation convey. different meanings to different people.

Advantages of Paralanguage

" i ¥

The major function of paralanguage. is to express emiotions. Several researchers

have demonstrated that it is possible to commumcate vanous emotions solely with ]

paralanguage. In a foundation study, an actor who read even a small text made sure
that the meaning corimunicated has solely the result of Vocal cues rather’ than a strong
- yocabulary base.

1.

e

"Paralanguage is closely allied to language and no oral message is complete without -

it. Paralanguage is a sufficiently dependable mdxcator ofthe speaker s place in the
orgamzatlon On the basis of his voice quahty, one can easily guess his posmon
in the hiérarchy.
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2. Paralanguage tells us quite clearly‘about the speaker’s educational background.
3.. Paralanguagespeaks.volumes about the speaker s national and regional background.

4. This mformatlon is of immense use:to the'receiver and organization, in dealing
i
with hlm

5. Paralanguage givesus useful clues regardmg the speaker s mental state. His voice
quality, intonation and speaking speed make it easy for the receiver of the message

» .

to deal with him in the best possible manger.

6. Paralanguage has- 1mportant educational value in that a careful listener can leam
from a§1 effective speaker. o

Li:ilitatlons of Paralanguage

—_ -t

1. Paralanguage is ‘like’ language, but not Ianguage Tt is & Non-verbal part of
communication and therefore, cannot be fully relied upon. *

2. Whatis said and how it is said mu‘_st be blended. Since this does not happen often.
' - b

It recioires extra care to get to the exact content of the message.  + ¢ |

3. Thevoice quality and pitch of the speaker may unnecessarily prejudice the recexver
of the message who has to be very open-minded and patient, )

4, Paralanguage may sometimes misguide or mislead, as there may bea dxfferenee
. inthe speech and the intention behind the spoken words. ] s

5. A speakers belong to different speech communities, it’is difficult to achieve
u - . »* I
uniformity in oral communication.- ‘

¥ o . k]

Sign Language .

t
i
r
1

!

| Communication is a-process involving the-use of mutually understood sxgnslsymbols

between the sender and receiver of 2 message or piece of information. From time
immemorial,‘man has been using signs and symbols mutually understood between at
least: two persons, afid more usually among people belonging to a group, tribe, or trade.

. These signs, symbols, signals-and indicators have generally been of two types—;visual
{ and atdio or sound signals, Smell, touch and taste also cormnumcate because sensory

_perceptlon and impressions are a necessary part of fhuman existence. But thie most

. powerful or effective. of them is the visual element. That’is why we have a Chinese

"

proverb, “a picture is worth a thousand words”. The teason is that we imbibe more
than 50 per cent of our information through the gateway of our eyes v

Besides, two other Non-verbal types exist, but they are mmor One is colour, i.e.
what meaning you draw from colours like-red, blue, black, etc., because it isjproven
that colours produce meanings in our minds. Another'is the physical context——ofﬁce
carpetmg, decorations, and such. One should consider them as part of the message one
‘sends and receives. .

i

¥
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- in the language of colour and sign.as under:
. /

For example

i)

. e
Colour and sign language are also important modes of Non-verbal communication.

The signs, pictures, colours, etc., are visual methods to describe Non-verbal communication
. _

4
Colour as Non-verbal Communication

] . . ¢ - .': 3 . . I! k!
Colour is a very important and powerful means of comimunication because of

‘jts visual impact. Colour is so much a part of our daily i_ife. Like flowers, it

is possible to “say it with colours™ Colours too make.their own statements.
Different colours communicate’ different feelirigs and psychologmai effects
' ¢

1. White—serene, sober, _peaceful, purity: l
.2. Red-—passion, danger -

3. Green—growth, brightness -

4, Blu::—compe_tenc& .
J5 -Grey—strength, .
6. Pink—youth ) ' S

"As colours. had ‘psychological effect; motivation and state of inind of employees

are‘influenced by the coluur at the place of work. Lively, pleasant and coolmg colours
at the work-pace can help to create good influence on workers. Black and other dark
colours are gloomy; very bright and gaudy colours may be disturbing and overexciting;
well matched and softly blending colours are pleasant and soothing. Of:course, moods
and feelings associated with colours vary. from culture to culture; nevertheless, colours
symbolizéfeeliﬁgs and moods in almost all cultures. Colour is used mainly for conveying
identification. For example, red cylinders, are-used only for cooking gas: Hence, colour

is a very important and powerful means of communication.

A\
Sign Language as Non-verbal Communication
Sometimes, words fail to-corivey the exact meaning of message while a picture léaves
a long lasting impression. As a Chinese proverb says, “4 picture is worth a thousand

words”. People, today, not only communicate through words alone€, but also make |

use of signs and symbols in communication, hence, These.signs and.symbols, as used

in comnminication.are mutually understandable by the receiver and. the sender of the.
- message and include pictures, drawings, sounds, etc. The sign language uses video and

audio signals in communication.

*

Meamng and Features of Sign Language #

Sign language includes all forms of codification (visual signs, sngnals etcywhich replace
words, numbers-and punctuation signs. We are familiar with'the fact that deaf and dumb
people commuicate with each other using sign language. : ‘

aE
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The most cominon features of sign language are as under: . |

1. Sign language is an art of communication. with the use of pictures, drawings,
sounds, etc.. "

2. Sign language is an expression of one’s feelings through the use of symbols. ¢
Sign language requires just common sense arid not any formal education for {)eing"
understood. - ’ ‘ : ’

, i
4. Sign language tends to be a very popular and effective means of communication.

Aspects of Sign Language ' t

* Sign langnage represents a form of Non-verbal communication. It has the following

two aspects:

I Visual signs: Visnal signs or symbols speak a universal language understood by
people all over the wotld and are easy to grasp and rémember. Visual signs. include
the use of posters, drawings, cartoons, maps, diagrams, photographs, caricatures,
status, etc. These signs are mostly used when the sender has to-send message toa
large group of persons, Visual signs hold Iot of importance in our daily life. Modem
organizations use finial signs because of the following benefits:

(@ , Visual signs like pictures and posters convey the message very. easﬂy and

economically. - :

(if) Colourful'photographs and paintings make communication interesting and,
motivating.

(iii) Pictures, posters, ete, reflect the mental makeup and cultural background of
the communicator. .1

(iv) Posters and paintings are useful for informing and educating illiterate peqple.
{(v) Posters are also used as an effective means of advertising or publicity.

Visual signs suffer from some limitations like:-

(i)  Only simple and elementary ideas can be communicated through sign

langiage. .
(i)  Sign language cannot be a substitute for-but only a supplement to vérbal
communication, f

¥

an

(i) People may misuriderstand sign language.
(iv)  Onthe-spot correction is not possible in sign language. ¥
2. Visual Aids .

(i)  Posters: Aposter is a visual aid that helps a communicator to get across an
idea to the audience. It catches the attention of the. aqdjence and _'passe’rs on
them-a simple.message at a glance. A poster has to be bold in design and its
components may be._picn;retor.illustration,_ words, colour and space. ;

H




(i)  Piclorial represenranon. Pictorial symbols, often with very little verbal Noti-Verbal
-message, are used for mass communication, A lafge variety, frorii simple Communication
drawing to sophisticated coloured pictures. and exact photographic
reproductions are used on posters and in advertisernents. Communicating :
this way is'eSpeciaIly suitable in regions with a large-nutber of iiliterate Notes
and semi-literate people. Further, pictures are universally understood, and
more easily remembeéred. They make-an immediate impact because they are
more easy to perceive than a written message, a

(5i))  Graphs: Getting a precise idea or drawing a comparison or conclusion
from numeral or statistical data needs presentation of data thirough graphs.
Different types of graphs are used for different purposes. These are area
graphs; bar graphs, pie graphs, line graphs and picot graphs.

 (iv) Charts: Achart contains aseries of ideas, while a poster is generally used in

' the awareness stage. A chartis used in the latest stages especially in the testing
stage either alone or in the combination with other visual aids, Bar graphs
are one of the most common and adaptable types of graphic presentation.
Pie charts aré effective when it is desired to show relative sizés of parts in a
whole. Line graphs are usefill when it is desired to portray a trend or series
of figures covering a large number of time periods.

(v}  Flip charts: A flip chart is like an album of drawings, pictures and charts.
1t is a visual aid and assists a communicator.-Fiip chart requires two pieces
of card board, sheets of paper, colour pencil or ink and brush, cuttings of
pictures or stencils over which ink can be sprayed. '

(vi) Maps: Maps are used for geographical information of all kinds such as

' climatic conditions, distribution of population, crops, vegetation; transport
routes etc. key and scale are needed for all maps. The importance of maps
is that it helps'in conveying the space relationships between places.

(vii) Signs: Asignisamark usedasa representation of something, for example,
skull and cross bones for “dariger” 4+’ for addmon - for subtractlon etc.
It is mostly visual and has a fixed meaning,

(viii) S:gnals. A sigrial is a previously agreed moverent which helps-to warn,
| direct or to cominand, for example, coming acoss a red light or a red flag
is a signal to-stop.

(ix)- Bulletin board: 1t s a board with'a background of colovred cloth. It can
be covered with glass. The material. for display may be news-sheets,

* announcements, booklets, bulletins, circular. lettefs; newspaper cuttings,
Jpictures, cartoons, charts, maps, graphs;-etc; '
(x) Audio signs: Audio (or signs) or signals have been used to send messages

since the early days of civilization. Audio sigrs are also universal in nature
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as they are understood by the people easily, Audio signs include the[use- of
drum beating, alarms, hooters, buzzers, whlstles, bells, sirens, efc.. .These
signs are also vsed when the sender has to convey a message. to a large
group of persons. Audio signs hold Iot of importance in our daily life and
are commonly used to'make important announcements to general public.
The uée of audio signals.is associated with the following benefits:
(@) Sound signals convey the message very quickly. Eo; example, the
hooting of a siren. in a factory immediately makes the workers active.

(b) Sound signals are very useful for managing time,

!
(c) The working of an organization can be streamlined with the help of

buzzers and such other sound signals. '

Audio Aids’

¥

(i)

(ii))

v

Radio: Radio is a very useful element of mass communication. Radlo isa
powerful medium and occupies an important place in advertising. In India,
the All India Radio stations give the meters and frequency .;q_,kllocy_cles on
FM, medium and short waves. Radio is a mobile as well as instantaneous
form of communication.

Audio cassette: Auvdio cassettes have enierged as a pop}ﬂar and- useful

" communication medium. The main advantage of audio.cassettes is that the

communicator can easily have control on the sound and can stop it any time.
Moreover, it can be used again and again for revision or recall.

Record player: Records are discs of lac and plastic. These discg are enlibossed
and engraved and can be used for giving instruction to a. group or for group
m’eetings,_ entertainment, etc. Record player, on the other hand, in electrical
instrument, which reproduced the sound recorded on records,

Magnetic tape: Magnetic tape is a storage'devi'ce, such as disk tapes and

chip. It is a tape or ribbon coated with a magnetic material on which the
data and information may be stored in the form of magnetically polarized
spots. Magmnetic tape is used for batch processing and is generally used in
computers. Magnetic tapes are normally available in the cartndge or tape:
cassette form.

Public address system: Public address system includes microphones,
amplifiers and loudspeakers, The microphone converts sound waves into
alternating electric currénts; which are fed into, the. amplifier. The-amplifier
amplifies these currents and passes them to the loudspeakers, which further
converts them into sound waves. These sounds wavescan be heard as lond

voice of the speaket,




"Why is Sign Language used?

The various benefits of sign laaguage are as follows:

L

2.

Limitations‘ of Sign Language

Large audience: Visual signs help the communicator to cover a large group of
persons.as compared to any other mode of communication. '
Interesting: Visual signs make communication interesting and motivating for
the receiver of the message and thus, enable him understand the message quickly.
Useful for lliterate perseons: Visual signs tend to be very useful for the illiterate
persons. They do riot require any formal training or learning to understand messages
in the sign language.

Economical transmission of message: Visual signs, like pictures, posters,
photographs, etc., economies ‘'on verbal communication. They help the seader to

send the communication-easily to @'large number of people.

Speedy transmission of message: Audio messages can be transmitted to a large .

number of people in different reglons at a faster speed than:any other mode of
communication, 5

Publicity: Posters are an effective means of publicity as they attract the attention '

of people watching them.

Creating alertness: Sound signals are very quick in conveying the intended
message. For example, the ringing of a bell or the hooting of a siren makes the

‘workers alert, both in reporting, for duty, winding up the day s work, or to take,

safety’ measures

Some of the limitations of sign language are as under:

1.

_Difficulty in transmission of complex message: Sign language helps in

_ communication of simple message only: It is very difficult to communicate complex

5.

message through this mode as they may result in confusion.

Communication skills: Sign language requires a lot of skills on the part of the

communicator. The communicator or the sender of the message has to be good in’
-drawing effective and relevant visual and audio signs.

Not a substitute to verbal communication: Sign language is-not a substitute to
verbal copmiunicafion. 1t can only supplement verbal communication,

Mistake in decading: -Sién language, at times, may be misunderst_ood by.the

.receiver-of the message and may'result in adverse action if any mistake is caused

in decoding of the message at his end,

Lack of flexibility: Sign language lacks 'ﬂexibility which is available in case of . i

verbal commumcatlon It might be very difficult to amend the message in case of

any. ‘mistake,

Non-Verbal
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2.7 Significance of Non-verbal Communication

Although communication® is generally through words—written and spoken—yet
it is not complete without non-vérbal conimunication. As we all know, our earliest
communications successfislly took place without words. That is to say, as babies we

.communicated with everybody only tilrough non-verbal méans. A person should be aware

of the impact of non-verbal communication, Non-verbal messages may not always be

intended or planned; nevertheless, they clearly communicate to people and influence their

interpretation. Non-verbal messages may aid or hinder communication. The following

are important characteristics of non-verbal communication:

L.

The words we use generally convey objective information; non-verbal messages reveal
our emotions and attitudes. When we do use words to talk about our emotions, we
often talk about what we think wé ought to feel, not what we really feel. Meanwhile,
we express our true feelifigs non-verbally.

Non-verbal communication is more suitable than words for some communication
tasks. It is often quicker and easier to point to an ob_]ect than to describe it Because.
body movements are visual, it is also a’silent means of communication and may
be used when it is dlﬁicult to use speech.

+

Communication is more than verbal. Verbal exchanges accounts for only afraction
of the message people send and receive. Research has shown-that between 70-90%
of the entire communication spectrum is non-verbal. Consequently, you should be
aware of the different forms of‘non-verbal communication that you are likely to
encounter duririg negotiation conferences.

Sometimes non-verbal communication can .talze place when no one present
can describe the nonverbal cues that transmitted the message, Non-verbal
communication can also be unique to one individual. Hand gestures, for example,
may take their meanings from objects or actions they relate to or from the way they
are used in conjunction with speech.

Knowledge of non-verbal communication is 1mportant for managers who serve .
as leaders of organizational teams-for at least two reasons. Firstly, to function
effectively as a team leader, the manager must interact with the other members
successfully and secondly, how something is expressed may carry more significance
and weight than-what is said, i.e. the words themselves.

Non-verbal communication makes, or helps to make, .a first impression. First
impressions are powerful. They often result in frozen evaluations, images that can
be very difficult to alter.

Non-verbal communication is always present. Neither oral nor written
communication exists without non-verbal communication.

Although non-verbal messages ate powei{ﬁ.ll, alistener should not become so intent.

on interpreting them.that he/she fails to listen to the speaker’s words.
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2.8 Relation_éhip between Verbal and Non-verbal Communic.ation

Relationship between verbal and non-verbal communication centers on substitution,
complementmg, conflict, and accenting which are explained as under:

1.

The substitution relationship: When we nod ounhead up and down in approval
of an action;,we mean “yes” without using the word. Here we have substituted
nonverbal sign-for verbal sign.

_ The complementing relationship: When we say ‘no’ and at the same time

shake our head from side-to-side to reinforce the negative verbalization, we are
complementing the verbal message. - '

The conflict relationship: When action conflicts with verbal message, we tend-to
rely more on the nonverbal communication. Since much nonverbal communication
is below our level of awareness, nonverbal clues are often harder to fade than verbal

ones. The noted psychologist Sigmund Freud once said, “4 personwho has eyes to -

see and ears to hear may convince himself that no mortal can keep a secret. If his
lips are silent, he chats with his fingertips; betrayal oozes out of himat everypore”.
The accenting relationship: Just as highlighted words emphasize written ideas,
non-verbal behaviour may accent parts of a verbal message. “Look at me”, when
we say jabbing.someone’s shoulder with 2 pointing finger, we are accenting or
modulating our verbal message with 2 non-verbal sign.

2.9 TEssentials for Effective use of Non-verbal Communication

“Effective communication skills are essential for success not only in the personal life of

the communicator but also in professional life, On the basis of research conducted by

the researchers, it has been found that non-verbal communication has an upper edge

in verbal communication. The follo“nng essentials are important to improve the use of

non-verbal communication.

1. Watch and read the non-verbal clues:

2.

(i)  Interpret non-verbal clues in relation to the situation and culture accurately.
(i) Be careful about false non-verbal clues deliberately given to deceive you.

(i) Consider the non-verbal message, along with what the speaker’s words say,
to know the total message.

«(iv) Respond, but do not react to non-verbal signals with self-control.

Use good body language: _

() Develop self-awareness by visualizing yourself as others see you- by
interpreting your body movements and gestures.

(i) Trytodevelop ?nsitive gestures and expressions to present yourself as you
wish to be seen by others. '

Non-Verbal
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(i) Convey sincerity through your tone of voice and facial expression. ;

(iv) Use symbols and nonverbal cues to reinforce and clarify the méani'ng of
message.

(v) "Maintain eye contact with your andience.

(vi) Smile genuinely to reflect your feelings of delight. 3

i

(vii) Avoidipower posturing signals.
(viii) Do not'give conflicting non-verbal cues.
(ix) Present yourself well to make a lasting good impression,

Touching as channel of cox_nmunica.tion should be used cautiously: Generally,
touching is the charinel of communicating intimacj;r. One should be careful inusing
this channel, particularly that which part of the body can be touched by whom
and when, It all ;iepends upon the culturé of a country and a particular region.
For example, in the West, men and women walk freely holding each other hands,
but it is not S0’ in India and other Asian countries. Different parts of the body are
considered as centres of infimate relationships. For example, the forearm of woman *
can be touched by a man while communicating without causing offence, but not
the upper part of the arm.

Silence to be used sensibly in communication::If you do not know much about'
the topic being discussed it is better to keep silent. Likewise, if you agree with what

is being said, it is-again good to be silent. Indians and Chinese normally follow
this pattern but an American would take silence as a sign ofiwithdrawal and-non-
patticipation. For people in East, silence is the sign of wisdom but for Westerners,

it is an indicator of lack of an understanding,

The purpose of all communication reeds to be useful and ha;rmonions: The
non-verbal language used by the-speaker should refiect the body languagg of the .
other person. Mostly 70 per cent of conversation time is used in listening and that _
tells us the significance of silence. For proper rapport and harmony, remember the
following steps: .

(i)  Develop the habit of talking less and listening and observing others more.

.(if} Do not dominate the discussion.

(iii) .Ké;p_ your natural pace of conversation. g ‘

(iv) Recognize the pace of others.

(v) + Let your pace and other’s'being nearly the same,

(vi) Try to establish a rapport between you and the other person duting the first
few minutes of your conversation.

(vii) Donotintroduce any controversial issue before you have been able to create
rapport through pacing. !

(viti) Avoid harsh criticism. Try to see reason for difference of opinion.
: 1




(ix) Betolerant of differences.
(x) Focus on similarities of ideas.

6. Express gratitude. Express gratitude to your audience when they are being attentive
and responsive. The encouragement could increase the level of attentiveness and
responsiveness, making it a'more enjoyable experience for you and for them.

2.10 Summary

,Non-v—erbal communication is distinct from oral :lmd;written communication, Tt takes place
‘without the use of words. Unlike verbal communication, this<type of communication
transcends linguistic barriers and carries universal appeal, Non-vzibal communication
takes place through body language, postures and  gestures, attire, appearance, handshake,

space, timing, example and behaviour, Since this typé-of commumcatlon takes place.

through observation, it may be both infended and unintended. Non-verbal communication
is ancient and universal.

In 'this chapter, we have discussed certain characteristics of non-verbal
communication in organizations. P_‘urth'er,' the nature, typesand s.igniﬁcance of non-verbal
communication is discussed. The substitution, complementing, conflict and accenting are
the four types of relationships between verbal and non-verbal communication. Effective
communication skills are essential for success not only personally but professionally too.
To improve the use of non-verbal commumcanon important essentials are offered too.

‘Besides, colour and sign language is also discussed in this chapter as. colour and
sign Ianguage are important modes of non-verbal communication. Colour is a very
important-and powerful means of communication because of its visual irnpact and it is
so much a part.of our daily life. Sign language includes all those forms of codification
in which words, numbers and punctuation signs are replaced by gestures. The aspects,
:importan;:‘é-'and‘-.limitations of 'sigril language are also-offered in the present chapter,

2.11 Glossary

- & EyeContact:The eyes-pl'ay‘an important role inface-to-face comﬁiunicaﬁon_. Eye
contact is one of the most powerful forms of non-verbal comniunication.

o Volume variation: Volumd is another voice quality that frequently conveys
meanings, especially in conjunction with rate. We must speak loud enough for
our audience to hear us, but also remember not to be too loud.

212 Review Questions

“1. Whatis non-verbal commumcatmn'? .
2. Explain the nature and importance of non-verbal commumcatlon
3 Define nonsverbal communication. How is it reIated to verbal communication?
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State the meaning and characteristics of non-verbal communication.

What is the significance of non-verbal communication? '

Explain the various essentials for effectiye use of non-verbal communication,
‘What is meant by sign language? Discuss its aspects.

Explain the significance of colour as non-verbal communication. )
Discuss the advantages and limitations of sign language asameansof communication.
Write short notes on the follo“;ing:

(i) Visual aids

(i) Audio aids

(ili) Colour as non-verbal communication

(iv) Visual signs

(v)  Audio signs.

2.13
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Manners and E_tiqugttes otes

3.1 Leamning Objectives
3.2  Introduction '

H 3.3 What are Business Etiquettes?
r 3.4- Basic Rules of Business Etiquettes ' - J
i "3.5  Scope of Business Etiquettes [
3.6 Inter_personal Business Etiquettes |
3.7 Business to Business Etiquetics T S [

J’ 3.8 Telephone Etiqueite

3.9 Simmary
3.10 Glossary .
|| 3.11 Review Questions | ﬂ

3.12  Further Readings

|
|
|

3.1 Learning Objectives

After sfud_ying‘ the chapter, students will be able to:
e To understahd the concept of business etiquettes;
e To Ignow'the general rules of business etiquette;
o To leamn how to introduce yourself and others;
o To learn how to interact with foreign-clients;
e« To know business to business'norms of behaviour;

e To know how to handle telephone calis.

32 Introduction

In today 8 hlghly globalized and competltwe env1ronment executlves are expected to
know the essential business etiquettes. It means for successful and réwarding business

transactions, they must know how to conduct themselves at company meetings, parties
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I
and dinners, They must be aware of their company’s culture and etiquettes. The company’s
culture and etiquettes refer to conventional rules of social behaviour-and the rules of
business ransactions.

Effective business communication is not at all possible without understanding
business etiquettes. In this chapter, an attempt is made'to explain the m_cariing-ofbusi:ness
etiquettes, the scope.of business etiquettes, rules of business etiquettes and many other
aspects of business etiquettes as telcphonié etiquettes, business dining, etc. j

~

3.3 What are Busiiiess Etiquettes?

The word etiquette means conventional rules of social .be}lavicur," or professional
conduct. These tules are unwritten rules, which act as norms to be dbserved by all’
professionals who work as a team in a particular company or department. They help
you realize when your-behaviour is appropriate or inappropriate. In business; as in'life,

e o
. etiquette is a self-rewarding trait of appropriate.conduct, Successful professionals know

how to conduct themselves at company meetings, parties, and dinners. They are aware.
of their company’s culture and etiquette. Further, the rules of busiriess etiquetie mean
more than the rules of just being nice.

This means self-discipline and respect for the .conventional 'norms of conéuct
Members belonging to. 2 profession (e.g., medicine, law, chartered accountancy) are

-required to observe the rules of their professional conduct. Similarly, people workmg
_in business organizations are supposed to behave as per accepted norms. They should

be aware of the culture and behavioral standards of their organizations. They should

' know how to conduct themselves in formal and.infonnalﬁgatherings such as company

meetings, office parties, and ceremonial dinners and so on. These fundamental rules of
business behaviour are known as busmess etiquette,

If you ignore these horms of group attitude and behaviour, you run the riskof being
singled out as “loners” or ‘headstrong’ persons. Your behaviour may disrupt the smooth
working of the team by causing misunderstanding and tension among fellow worlicérs.

Suppose, you chioose to turn up late for meetings habitually, or ignore deadlines,
or indulge in character assassination at coffee-breaks; or demand (as a right), not request
(as a favour), help in a situation,.you are ignoring, knowingly or unknowingly, the fules

of good professional conduct, behaviour, and etiquette, |

3.4 Basic Rules of Business Etiqueites ‘ -

Every workplace cvolves its'own set of porms of behaviour and attltude For exariiple,

you can survey banks or hospitals during lunch time. I some, you may find that everyone
resumes working without even-a minute’s delay, after lunch time, while in some cthers,

.lt‘
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taking an extra 10 to 15 minutes for lunch may be a general practice. Tn such -i:'ases, the

sense of punctuality is governed by no rules written inthe work inanual.

The goldén rules of business etiquette can be easily remembered by the word

- ‘IMPACT’ whose letters signify: Integrity (I), Manners (M), Personality (P), Appearance

(A), Consideration (C) and Tact (T). The rules are briefly stated below:

1 Integrlty It means you act in an horest, truthful and trustworthy manner, A
.reputation for integrity is slowly gamed but quickly lost. Unquestioned integrity
is the first golden rule of good business behaviour. .

2. Monners: It means the patterns of behaviour, Selfish, boorish or,undis’ciplin,ed‘

behaviour cannot Jead to fruitful business relationships. Speaking or acting in aracist

or sexist manner, and disloyalty to your company or colleagues are unacceptable .

bUSIHCSS mManners.

L4

*3. Personality: 1t communicates your own values; attitudes and opinions. Your

" behaviour will decide whether your qualities are appreciated or not. A. Balancc_:d’ :

approach is necessary. You can be passionate, irreverent and self-confident. But
© youshould not be emotional, disloyal and arrogant. You should not fail to observe
the civilities of business life.

4, Ap_pearahce: Always jJrcsent: yourself to your best advantage. A well-clothed

and rightly postured appearance makes good impression on others. Never let your
appearance become a liability, :

5. Consideration: See yourself from the viewpoinf of others. By imagining the likely
reaction of the person you are to- meet, speak 6r write, you can deal with him more
carefully and sensitively. A successful negotlator role plays the llkely action of his
opposition before meeting him.

6. Tact: Think before you speak or act. There is always the temptation to react
immediately‘to some provocation or situation in business dealings. Avoid
thoughtiess and impulsive words and actions, When in doubt, say nothing.

35 ‘Scope of Business Etiquettes :

In an organization, our basic concern is to create asmooth work environment whére each
person helps "thfe others to carry on their jobs with ease. Every organization evolves its.
own set of norms-of behaviour. This chapter describes the.behaviour‘gnd customs that
‘would be considered appropriate and acceptable in miost business organizations/offices/

| ~ workplaces across the modem. ‘educated’ wotld (open to Western culture), Leamning

the rules.of business etiquette will help you, as a professional, to act with ease in any

- business setting. Let us, therefore, consider some common situations'in"business and

find out how to act appropriately. Generally speaking, business organizations set rules
of etiquettes relating to.the following:

-
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Introduction in Business Interactions

“Good morning, I am Rahul Arora.” This type of good self-introduction makes apositive
first impression. Since first impression is Iong—lﬁsting, a confident self-infroduction while
meeting others is very important in business. Many people fail to do so either due to
shyness or because they consider it ixnpolite. When you meet a person for thie first time,
'you can make him/her comfortable by making it known who you are and why you are
there. When you greet someone in a formal meeting, state your full name and official

| position at the very outset. This is not only a norm of business etiqueite. but also the

first step towards cordial business relations.

When do you introduce yourself? |
When you recognize someone but they do not recognize you.

At large gatherings: business or social.

When the introducer doesn’t recall your name, -

‘When you are being kind to someone who is looking uneasy in an unfamiliar setting.

L O

When you meet a friend of a friend.

Introduction to Self

| Self-introduction can give more trouble than anything else in the corporate area. Given

the number of people we meet in a day, it can be the most important opportunity to
make a positive impact on a potential client, partner or employer. Here-is a four-step
action plan to introduce yourself:

1. Extend a firm handshiake, maintaining direct eye contact.

2, Bay your first and last name and company name clearly (never give yourself a title,

e.g., Mr, Ms,, etc.) )

3. Saysomething about yourself that creates a connection and is relevant ta the'target
and the setting,
4. Repeat the persori’s name and say you’re pleased to meet with him.

If your name sounds unfamiliar, speak your name slowly and dearly. If necéssary,
help either by speaking your name politely, This will create cordial relations. These
days most business meetings begin and end with a handshake, A handshake should be
immediately done after introduction by extending your right hand and firmly holding
the other person’s right hand very brefly, In modem societies, a handshake is a non-
verbal communication of friendly dealing, Nowadays, in business as in society, there
is no gender distinction, Hence, handshaking with young ladies-is normal. Only, 1t isto

‘be done by holding the right hand gently and very briefly. Sometimes, while parting,

people shake hands by holding both the hands together or putting their left arm on the
back or the shoulder of the othe‘r person to communicate the warmth that has developed
between them after meeting each other.
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When you fail to recall somebody’s name, it is rude to directly ask the name of
a person whom you have met earlier. Tact is necessary in such a situation. You should
ask for the person’s card before he detects your failure. You can say, “Could I have your
latest business and/ or-your telephone number?”

Introduction of Others

Before conducting a_-méeting, the persons involved need to know one another in terms
of their names and professional status. The status conveys the role a person will play
in the meeting or in negotiations.
1. Aclear and complete introduction of the host and the visitors makes everyone feel
relaxed and creates a congenial atmosphere for the deliberations.
2. Normally the most senior person among the visitors, or the host team, introduces
the other members of his/her group present there, : .
3. The etiquette is that first visitors are introduced to.the host. Then, _members of the
host group are introduced.
4, Donotintroduceaseniortoajunior. Instead,mtroducethe]umortothesemoraccordmg, say
Mr. Shatma (CEQ), may I introduce Pooja Kapoor to you? Pocja has joined us as
.a Research Officer”.

Business Meals/Dining

In business, executives meet before or after the office hours. They also have formal
occasions to be together at lunch or dinner parties during the process of making business
deals. On such occasions, one should follow the cultural norins which set the unwritten
protocol (rulesy of behaviour as members of a company,.group, or organization. They
are not rules of discipline; they define the norms of appropriate behaviour as cultured
members of a dinner. The executives should keep in mind that such business occasioris are,
in fact, business activitles, Therefore, they should behave with a sense of responsibility.
1t is quite common to negotiate businéss-at Iunch or dinner. Such meals have their own
code of behaviour, You should observe the code-to get the best out of them. Business
meals should not be considered as occasions for free drinking and diing. In this context,
the following norms should be observed.

As a Host '
1. Asahost, invite the business guest personally, maybe over phone.
2. prossiblle,-cohﬁml the date, time and place in writing. In case the place is unknown
to the guest, give clear directions to the place.
Apprise the invitee of your guest list.
4, Call the guest a day before the event to corifirm the arrangements.
5. Check the guest’s dietary preference:

Manners and Etiqtiettes
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Asahost, you should reach the venue a little éhead of the given time and personally

check the seating arrangements with, the hote] or restaurant. ;
* H

7. Receive the guest personally outside the dining hall,

Business meals are. formal occasions where participants often eat as théir culture.

For example, many foreigners use cutlery items like forks, knives, spoonls, etc.

But Indians generally prefer to eat food with their hands. They use spoons as the'only '
cutlery. Eating with the hand is just fine: But in case you are using knife and fork, you

 should know and follow the gerieral rules of using cutlery in the correct manner, _

1.: The knife_is always held in the right hand.

2.
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The fork is first held in the left hand with knife in the right hand.

8. " Ensure that the guest is comfortable going in to eat. Move in together with the
" guestto the dmmg table. | '
9. Request the guest to order soft drinks and dishes of his/heér choice.
10. After the initial pleasantries, the host should open the subject-of the meétinig__in‘a":
general form,
11. Business talk should be held in an informal and relaxed manner. But business
discussion should not distract you from your role as the host.
12.  Always ensure that the guest enjoys the meal as much as possible;
. 13. Business cards are usually exchanged at the end of business meals rather tﬁaq,.at
the beginning, . !
As a Guest )
1.- As a guest you should stick to your own dietary preferences.
2. Ifyou do not take something, you should feel free to refuse. If you are servcd, say
beef or pork and you do not eat'it, say so politely, i
3. The same must be your attitude to drinks. If you are a teetotalier, decline ﬁiq,offcr
to drink politelx. : L
4. Do not be eloquent on the harms of drinking. Just say, “Thanks, T would I;ke.}o
have some lime-cordial or fresh lime soda (or whatever is your choice).”
5. Although, itis considered best to avoid drinking at business dinners, and, ifhowever,
l you accept the.drink, avoid drinking much, You can excuse yourself by saying “ .
have an eatly morning flight”, or “I have to drive back”, or “In fact, I never dfri'nk”: .
6. Ifyoureceive your dinner plate with too much food, do not worry. Just eat whatever
youwant and indicate that you have -finished by placing your knife and fork together
in either “the four 0" Clock” or “Six 0' Clock™ position on your plate,
‘Table Manners

F]




3. Once the food is cut into pieces, “the knife is kept on the pIate and the fork is held Manners and anuettes
in'the right hand to put the food in the mouth.

4, When not used both knife and fork is is placed on a side plate but never on the table.

The major difference between Asian and European styles of eating is that in Asia,
spec:aliy Indiaand Pakistan, people oftenrpick up a large piece of food and directly bite
from it. This is never done by an American or a European. The food is cut irito small
pieces. Generally, Westemers‘é’at with their mouths. closed, whereas most Asians bite
morsels arid chew them. Their rouths remain partially open. These differences in styles
of eating-are not cultural. They are Pased on convenience and habits,

Notes -

The best rule for anyone:to follow is to:
1. Eatthe way you are accustomed to.
2. Use whatever cutlery you have been regularly using, with elegance at formal |-
business meals. _
If you are comfortable eating with hands, use your hand. J - .

4. If youneed a spoon, ask for it politely.

Interaction with Foreign Clients

Since the foreign clients belong to diﬁ‘éreht_cultures', they should be dealt with very
carefully. Respecting cultural needs, religious beliefs, and the attitude of the foreign
visifors, will go a Tong way in developing good business relations.

, Language

-

English is today 2 global link Ianguage Yet Arabs, Japanese, Germans, French and
Russians prefer to. conduct’ business in their own language: A foreign, visitor may not
know English as well as we do. Therefore, use-an interpreter, if necessaty, for important
business occasions. In addition, the following factors should also be kept in view:

1. Confirm with the visitor that he has no objection to'the use of an interpreter.

2. Prepare documents in both languages, English and the language of the foreign S
- visitor. - _ '
I '3, Learn and use some words'of greetings and thanks in ydur_ visitor’s language.

4, Apolo_'éies to your visitor for not speaking his Ianguagc. ' T
“Business Manners

While playing’ host to a foreign client, we should be very clear about the cultural norms, '
customs, habits, etc. in the foreign country. Some of the examples are cited below:
‘1. American sfyle of business meeting

() Shaking hands during introduction is normal for men, but not so common
among wWomen,
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(i)
(i)
(iv)
)
(vi)

(1)
(iif)
(i)

V)

(vi)

(vii)

Business cards are exchanged onily when thére is a nieéd to do so e.g;, to
meet later. '
Punctuality is most important asa form of courtésy and business maiiners.
Americans prefer breakfast meetings to develop close business relations.
They also have meetings over hinch. !

Americans prefer to call you'by your first name. It is a comion bif_siness
practice. So you should not feel that he/she is taking undue personal liberty
by using your first name,

. Japanese style of business meeting

@ -

The usual greeting in Japan is 2 long bow and not 2 handshake. But Japanese
businessmen generally greet their American and British cotnterparts by

-shaking hands and not with a bow,

The Japanese exchange business cards on first meetings. The cards should
be offered and accepted with both hands.

Japanese business people should be addressed by using Mr./Ms before the
name, and never by.the first name.

The Japanese distike close physical contact. Therefore, never backslap or
hold their elbow while chatting. -

Japanese businesspeople are very particular about the hierarchy. Juniors
must be obedient to their seniors in meetings. The junior§ wait to be imiited
to speak and never openly disagree with their boss.

Wives play little part in Japanese business life. A Japanese businéssman
usually prefers to be enfertained on his own. .
Giving gifts is an important part of the Japanese business life-Gifts in pairs
(e.g., pen and pencil set, cuffiinks) are considered lucky. But gifts in fotirs are
considered unlucky. The gift must be in keeping with the status of the person,

(viiil Never send red greeting cards because red is used for fineral notices it Japan.

@

(ii)

(iii)

. Arabian style of business meeting

The traditional greeting in Arab countries is “Salam-alayakum’ (Peace be
upon you) followed by a firm handshake. To show greater Warmth and
closetiess, an Arab may embrace you while placing the right hand on the
heart and the left hand on your right shoulder and kiss you on both cheeks.

Social pleasantries usually precede business meetings. But do not enquire

about health or family and avoid religious and political issues:

Arabs conduct business meetings in a leisurely style. Therefore, remain
patient if the meetinig extends much beyond your expectation. Arabs extend
and expect lavish hospitality.




(iv) Neversitina posmon that shows an Arab the soles'of your shoes, Don’t be-. Manners and Et:quertes »
surpnsed if your Arab guest removes his shoes.in your office.

(v)  Offer refreshments to your Arab guest as soon as he.amives. But do not
serve alcohol. ' _ :
v Notes

(vi) Arabs 'eat.wrth the right hand. Ttis impolite to gesture with the left hand and
to point with the finger, | '

(vii) Witﬁ_Ambs, gifts are a part of hospitality, Therefore; small gifts at dinners®

: are offered as a token of go'od relationship. Expensive gifts are offered as
‘tokens of gratitude for favours received. Avoid handkerchiefs_ as gifts as .
these are associated with tears and Parti'ng. ' ¥ '

(viii) Do not shake hand or offer a gift to your visi'tpr's"wife. .

4. French style of business meeting ) ' _
. (i)  Frenchbusinessmen usuall;' choose.to speak in French with businessmen

from other countries. '

(i) They are very cordial, and greet 'you both :while meetlng and parung by
shaking hands,

(iii) 1 Businessmen and businesswomen embrace and kiss each other on meeting

3

and parting. ‘
.(iv) Business is'a serious and fonnal occasion for them..
5. German style of business meeting .
@) German'busmessmeenngs are highly formal and scheduled much in advance,
'(i_i') Punctuallty is of utmost 1mportance among business nomns and etiquette.
- (iii) Germans take pains in making themselyes mtelhglble in English too, if
| ' required. , , - r
(iv) Peop'le are addressed by their suames. To show respect to senior businessmen
they are sometimes called as “Herr Doctor”, Similarly, businesswomen are
« always addressed as ‘Fran’ (a married or widowed German speaking woman,

: often used asa title). _
6. Italian & Spanish ‘st_yle.of business meeting I "
(i) .Both Italians and Spanish businesspeaple take busihes_s occasions_as part
of social life, .
(i) They are less formal than other Europeans. _ )

(iii) They are not fussy about punctuality at meetmgs
A {iv) Personal welfare and family matters may precede the business discussion.

(2] D_urmg; the business meeting, there can be an excited exchange of words

which leaves no trace on anyone's feelings as soon as the meeting is over.
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i)

They freely -accept hospitality and gifts without linking them with their
business deals.

Dutch style of business nteeting

Y
(i)

(if)

H

Dutch businessmen speak English fluently.
Most of them are polyglots (speaking or writing several I'anguages:). They
can, therefore, do business in several languages. .

They are relaxed in their approach: to business meetings and personal

relations. . ) |

Indian style of business meeting: As Indian busifiess goes global, businessmen in
India are realizing the need toprepare themselves for the duties of internationial hosts
and also to groom themselves as global visitors by a judicious mix of 'md'demity
and tradition, !

@

(i)
(i)
)

W

(vi)

(vi)

(viii)

(ix)

must be fulfilled and need special attention by you as a host.

Indian business culture is eclectic,
Shaking hands at a meeting or parting is'a-comtimon practice. %

Indians have always been known for their hospitality. Visitors are always

‘ treated 'with utmost.attention and respect. .

Business meetings are punctual, well-planned, and formally conducted and
protocol of seniority is observed.

In matters of business discussion; juniors always give précedence} tor their
seniors. Many timés, juniors waitfora signal from their senior to contribute
to the discussion. ¢

Business cards are exchanged while parting, generally to indicaté further
contacts. | ;
Presentation of small gifts at the end of the meeting as memento is considered
a goodwill gesture.

Very important persons are received, a; the threshold of the business-meeting
venue, by sénior persons and are usually presented with bouquets.x

=
They are also normally accompanied back to their vehicles and duly seenoff,

*  Asahost, it is your duty to see that guests-from different countries are made to
feel comfortable in 2 foreign environment. Their personal needs of smoking or drinking

3.6 Interpersonal Business Etiquettes

PR
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5 - . '
Interpersonal or, dyadic communication is an integral part of business relation:

Itlinks people together, be it in social business or professional life. In élconversation,
7| the participant has t0 play the role of a speaker or a listener interchangeably. Ve:_ry often,




we form an imi)ression' about an individual from the way he talks and the-topic(s) on
‘which he converses. *

Most of us find it easy to converse with our friends, relatives and colleagues whom

we like and trust. That is why conversation rarely finds a place i in a programme of formal
instruction. Since every professional is requited to partlmpate in this form of dyadic
communication, let us briefly look at some of the important points to be borne in mind.

Itisuseful first to analyze your own conversation habits and then try to change them

for greater effectiveriess. Ask yourself questions such'as the 'fdliowing-ffor self-analysis:

L.

.

© @ Mo W

p—
=

conversation. For effective interpersonal business relations, the following trps should -

- Do 1 give the other participants a chance to speak?

Do Ifind it-difficult td start a conversation?

Am I unable to pick a topic?

Am L unable to keep the conversation flowing smoothly?

Do Falways agree with what others say or disagree withr them alt ﬂ}e time?

Do I frequently talk about myself, my family and my*in}erests? |

Have I a tendency to dominate every conversation situatiof?

) L

Have I any mannerisms likely o annoy pe"bple’?

DoT respect other people’s time and interests?

Am ] self-conscious about the language I use—grammar, pronunciation, articulation,
etc.? ‘

The answer that you get would prove useful both for formal “and informal

be followed

1.

The conversz__ition should ' be of interest to the participant and may beginw{'itli a
topic.in which both of you have some interests. As it flows into new channels
adjust you to the coinments and new points of view, Occasionally there would be
spells of §ilencé. These need not bother you because often during these spells new
thoughts are generated.

Be always courteous and chigerful. Feel interest in what is being said.

Be alert to the attitudes that others may have and do not be surprised when you
realize that the attitudes are likely to change.

rd

Occasionally, call the person by name and look at him while speaking. If you speak

the name aloud you would be generating more friendly feelings. To cap it all, take
care of your language and oral demeanon

Being dogmatic-and argumentative may'spoil' your conversation, but it 'is useful
to have a point of view.

Avoid petand superfludus words and phrases. An analysis of your own speech may

reveal that you have a fad for certain words or phrases (e:g. ‘time ﬁmge’, ‘allergic,”

-
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etc.). Avoid using them frequently in conversation, Similarly, expressions that simack
of affection and exaggeration should be shunned. R

The smooth flow of conversation is likely to be hampered if you deliberately use
foreign words or use high-flown vocabulary to impress the listener. An ox@mse of
words such as-‘very lovely’, ‘wonderful’, and ‘excellent’ may also mar the pleasant
informal atmosphere in which conversation ought to take place.

3.7 Business to Business Etiquettes
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Each member of a business is its ambassador in dealing with other business ghouses.
Naturaily he/she should follow the appropriate norms to'maintain and enhance the image

1.

2.

of the business he/she is representing,

Respecting hierarchies ) t
(i)  While dealing with persons from other companies, make your status clear
~through your business card.

(ii) Know the status of the other persons. \

(i) Use a level of fornmality appropriate to your respective positions.

(iv) Decide on the most effective way to use your respective positions. Agree on
the way.communication and decisions are to.be handled.

Organizational loyalty . i

()  Always speak well'of your company. You are a part of your company’s
activities. !

J(if)  Never criticize yoyr organization before people from other companies.

(iii) Defend your colleague’s action without offending the compléinan’t.v

(i) Promise comective action on your colleague’s/company’s behalf. { ’

(v). Feel proud of your organization’s achievements. Keep yourself fully'informed
of the new developmentpoints of your organization.

Handling confidential matters ¥ 4

() Keep.confidential material in as few hands as possible. !

(i) Keep records secure and use code names if it is necessary to protect the
. identity of the persons.
(iii} Take cbinies ofkey documients with you to reduce the involvement efother .

oy
staff. i ]

(iv) Respect any reascnable conditions imposed by the-other pérty,wliile giving
yourconfidential information. {
(v) Donot leak other’s secrets..In case your'secrets are leaked, take it.up with

* 1

others immediately. ;‘




—

4. H..ndlmg negotiations
(i) Make your company’s posmon clear,
(ii} . Make the best of your case, ‘
(iii), Be prepared to respond in case the opposite party concedes a pomt
(iv} Be polite but ﬁrm. '

(v)" Be prepared to compromise in case minimum terms acceptable to you are”

satisfied.
5. Dealing with customers
(i)  Treat all the customers.well.

~1

(ii) Do not ignore the small customers and clients.
(iji) Be fair in dealing with the customers. ’
(iv) Execute the customer’s orders promptly.

(v) Handle customers’ complaints urgently and with.due care.

3.8 Telephone Etiquette

-

Telephone manners are very important in-the present-day glqbaiizc words to create
goal relations with others and also to raise company’s goodwill, It may be noted that
" conversation over the telephone requires the use of verbal and non-verbal skills. Pleasant
tone, sweet voice,-__cle'ar articulation of words and proper intonation are examples of
non-verbal skills. You should be able to convey your message not by words alone but
through your speaking style too. Communication over telephone is invisible interpersonal

communication. Therefore, the way you speak, hear, respond and hang up is as important |

as what you communicate. Bad telephone habits and lack of etiquette can spoil relations
with other firms.

General Considerations

A telephone conversation continues through three stages. For an effective telephone |

communication, these stages need due attention and specific'skills as discussed below:
~1. Preparation for the call: In business communication on telephone for receiving

and making calls, our role as the receiver or as the caller requires an-appropriate -

knowledge of the organization we represent, up-to-date knowledge of its activities,
the knowledge of our section or the department, our products and services and
the'information regarding our customers, We should have a special pad and-pen
ready to jot down the important points emerging out of our conversation. As a
preparation, an up-to-date telephone dlrec;tory pud 2 complete list of queries should
also be kept rcady.

2. Controlling the call: The control over thy caft starts with lifting the recciver, We

should promptly lift the receiver when we recgive = call. We should lift it hearing
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three to four rings. A frustrating voice is not liked by anyone. ‘We start makinga
call by greeting the receiver gi{r'ing our own identity, may not be the name but
indeed By giving the designation and the. department we belong to. A friendly
and cheerful tone shows our interest. It makes the caller respond immediately by
revealing his or her identity. Using the caller’s name in our conversation. makes us
sound friendly and helpful. :

For a sound control, we should have our questions for the caller ready to extract

all relevant information from the caller. We should try to avoid the caller waiting,
holding or hanging on to the receiver. This hints af our positive treatment. Nor should
we hold two conver;ations simultaneously: Even if these occurs, any interruption
we should ignore that and continue paying attention to the caller or the receiver.

p—

During a telephonic. conversation, we.should be particular about jotting down; or
informing names; phone numbers, addresses or other important details. We should

., also know how to contlude the conversation with an appropriate summary at the

| Receiving Calls
1.

S noa N

10.
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end. For-transferring calls we should know our telephone system, the buttons to,

_p;ess for transferring calls. When {ransferring the call, we should inform him or

her identity and purpose’of.the caller. !
Follow-up: The final stage-of telephonic communication deals with the es’sen;iial
follow-up with regard to the promises made. If we say that we would call the:person )
back soon with the necessary information, we should do it. Ifany message h%is'hgen
jotted down from the caller, it should reach the person concemed. If the'person
concerned has to reply to the caller we should also find out whether that' ‘person
has called back or not. We should reassure the waiting caller for some mfonnatmn

‘that it will pass on to him or her soon. .

-
TENCIP S -

Lift the receiver promptly.

Reveal your identity.

Hold the mouthpiec.c properly:

If you do not know who the caller is, obtain his name and designation.
Even if the-caller is annoyed, keep yourself cool. Lo

Give the required information.accurately. If it is not readily available promisé: to
ring back and, of course, keep your promise,

If a wrong number call comes to you, do not abuse the caller or slam downlthe
receiver.

Keep 2 jot pad and a pencil handy to note messages, if any. l

Keep your telephone on yotir left hand side so that the right hand'is free to write.
Take the message ﬁxllr_\}'and correctly. .




Y

Making Calis ' -

1..

Have a personal telephone directory listing the telephone numbers which you have
oftento use,

If you are making a call for somebody else, follow;;his instructions.

3. Have all the material ready before you diat the number. It is bad manners t6 keep

somebody on the line while you rammage through your files. ‘

If you have to say a number of things, alert the listener by saying something like

this: ‘I'want your opinion on two points. One, two.
. Ifyou wish to leave a message, say so-and give a few seconds to the receiver to'get
‘ready. Let your message be clear and accurate, Ifit is important. you may repeat it.

However amiable you may be, there are likely to be-persons in your organization

with whom you may not like to have any face-to-face interaction. Unless circumstances

force you, you can.use the telephone as a tool of contact. Similagly. if-you find that an

officer is busy. interacting with others very oftén or for long periods and.you has an

urgent business to transact with him, telephone is the answer. Of course, vou would

have to decide in individual cases and situations when to usc the telephone and when

not.to use it

NS R W N

g,

9.

Some important guidelines-for telephone conversation are. as: follows: .
Cultivate a cheerful and friendly tone.

Modulate your voice.

Neyver sound hurried, flustered or impatient. ’ d

Enunciate your words cleatly. -

Do not use slang. ' .

Spealic distinctly. If you use a word which s likely to be énisunders'food, spell it out,
Listen attentively to the caller. If the message is long. keep reassuring that you are
listening by speaking words such as ‘Yes?, ‘0K, etc.

Be courteous in all circumstances. - f

Do not engage your telephone longer than necessary. s

L8

Etiquette of the Telephone

1.

Keep a pen and pad near your phone: A call can come any time. Quite often,

people do not have a pen and paper when answering a call. It is discourtesy to ask

the caller to hold the line till you find pen and paper. Therefore, always ke‘ep apen
and pad handy right next to your phone. ’ _

Greet and identify: Greet the caller and identify yourself as.well as your
organisation, Greeting and identifying are essential in telephone conversation. In

case you are busy in a meeting, tell the caller and return the call as soon as you are |-

*
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5.

8, Use the caller’s name during the conversation. .

'9.

'your name and the message received.

free. If someone else can better handle the call, transfer the call to the cdncf::méd
person, ! i l[
Concentrate on the call: While on telephoné, concentrate on the conversatxr'm
and all keep distractions out. Closing eyes while speaking on the phone, standlrllg
up and gesturing just as in face-to-face conversation are some techniqués u_‘sed}to
keep out distractions. ) . ; E
Listen carefully: Patient and empathetic listening is essential for effective télélphope
conversation. Wherever riecessary, seek.clarifications from the caller. In caseof
unavoidable interruptions, apologies, request the caller:to hold on and get 't:ack.‘as
soon as possible. ’
Take notes: If the caller makes several points, it is nat safe to depend solely on
memory. Take notes on any follow-up action which you have promised to the caller
It is also necessary to write down the message you are taking for : someone else

The details should indicate the caller, the time of the call, calIer s contact number,
i ¢

!

Cultwate ‘a friendly tone: A telephone conversation is a unique form of oral
commurication because only sound is involved. It fs, therefore, very 1mportan{ to
use a cheerfiil 4nd friendly voice, The tone of voice should be lively and'should
reflect interest in the person you are speaking to. On€ way to improve _téIEphbne
voice is to smile as you talk because it helps in creating a warm tone. Speak slowly
and clearly Do not eat, drink, smoke or read while talking on the phone. !

Avoid rambling: You should be considerate to your listener by commg to 'the

point quickly. _
F

In case of any_prq'blem, project a tone that is concemed, emphatic and apologetic.
¥ ¥ [ .

Problems of Telephonic Conversatian

In telephonic conversation, many problems arise due to tinexpected mechanical problems
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. -Bqd Lines

' and difficult callers. All these problems should be attended to properly as discussed below:

, _Mechanfcal Problems !

Telephone System. | \

Cross-Connection
Getting Disconnected

Wrong Numbers
Difficult Callers




|
|
l
3.9 Summary |

Is

In today ] hlghly globalized and comlpetltlve environment,.the executives are expected
to kniow the essential business enque&qs Successful businessmen should understand the
unwritten rules of business ethuettes Every company has-its own rules of appropriate
business behaviour, It means for successful and rewardmg business transactlons, they must

know how to conduct themselves at cpmpany meetmgs, parties and dinners, They must

be aware of their company’s culturé and etiquettes. The company’s Sultufe and etiquettes
refer to conventional.rules of social behaviour and the rules of business transactions?

‘This chapter discusses general rules for b/usihese communication which includes
integrity, manners, personality, appearance, consideration and tact, Every organization
evolves. its own set of norms of behaviour, This. chapter also offers general rules for
introducing self and others, attending business meals/dining as a host or guest, The
chapter further suggests guidelines for courteous interactions with businessmen from
chﬁ'erent countries. To be successful in business, one should imbibe the norms and rules
of one 'S workplace g

W L.

Interpersonal busmess ethuette and business to business enquette are aIso dlscussed. .

Besides, this chapter also discusses the etiquette for holding telephone calls;

3.10 Glossary | ’

 Manners: It means the pattems of behaviour, Selﬁsh “boorish or undlscxplmed
behaviour cannot lead to fruitful business relationships. Speaking or acting in
a racist or sexist manner, and disloyalty to your company or colleagues are
unacceptable business manners,

o Controlling the call: The control over the call starts with lifting the receiver.
We should promptly lift the receiver when we receive 2 call’ We should lift it
hearing three to four rings.

3.11. Review Questions

1, Explain the concept of business etiquette. What are the basic rules of business
etiquette?

Explain the business etiquettes of mtroclucmg yourself and others,
How:should a host and a guest behave during business nzeals?

Write an explanatory note on business to business etiquettes.

What points should you keep in mind while doing business with foreigners?

I U S

telephone.

Al

Discuss the manners you ‘would observe while receivirig and making calls on
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English Communication 7. Give important rules of interpersonal business relations.

Notcs

L

1

8. Explain the etiquette expected of a host when he invites clients over bssiness
meals.

9. Why are busifiess etiquette rules called unwritten rules?

' 10. Why are good manners necessary.for good business?

11. Show how individual manners reflect a company’s culture and etiquette.
12. Discuss the attitude of the following businessmen to the practlce of giving gifts.

as mementos; ! : -
() Indians >
(11) Japanese '
(ili) Germans
‘(iv) Amiericans -
()  Aribs ' .

P
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4.1 Learning Objectives

After studying the chapter, students will be able to:
o Discuss the importance and variety of soft skills;
. D‘i‘fferentiate between personal and inter-personal skills;

~# Describe the-activities that can be undertaken by learners to improve lénéuage
skills; T _ ' ' p
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e Discuss the meaning and importance of listening;.
e Describe the process of listening; } J
o Explain the various skills needed for an‘interview;
o Discuss the ruIeS\ or-maxims of" conversations;

¢ Describe the different modes of conversatlon

4.2 Introduction

“This unit will mtroduce you to soft skills, To'put it briefly, soft skills refer to- personal

discuss personal and inter-personal. skills. P

attributes that enable someone to interact eﬂ‘ecnvely and harmumously with other peoplc:

Soft skills extremely- vital role i in communication in business environment. This ‘unit

will discuss the importance of bOﬂ skills and how to develop them. The unit w1ll.alsq

“This unit will discuss language skills, We are ail born with the- ability to leam
language Young. ¢hildren spend most of the first two years of their lives learning the
basms of the langua\ge_s spoken around them. This. is an ‘interesting process through
which learning takes place without us knowing it. English is'the universal ilanguage.o:f

‘business. To have the ability to speak with clarity and coherently is of utmost.ixhpon'ancg ’

iri business communication. Theunit will examine the significance of 'cbmmm}icptiop'

in detail. :

‘This unit will discuss one of the most imp'ortant aspects of communication) that:
is, listening, The process of communication is a two-way process, with'a sender and a
listener, No communication is complete until the message is received by the listener.

. Effccnve listening means analysing sounds, organizing them into recogmzable pattems, .
,.mterpretmg the patterns and understanding the message by inférring the meaning.

Listening should not to be confused with hearing, Hearingisa phiysiological process which
involves receiving the sound waves by the eardrum and transferring them to the brain.
;.jstening- is more than hearing. It involves the process of interpretation and,inference.

In the previous unit, you learnt about listening skills. Here, the discussion wi]l:tﬁu-n
towards conversation skills. Conversation refers to interactive communication between
two or more individuals. The development of conversationat skills and etiquette is a
vital part of sociglization. The development of conversational skills in a new language

"isa frequent focus of language teaching and learning. The unit will introduce you to

L3

‘
)
w

conversation skills. It will then go on to.discuss conversation modes,

4.3 Tmportance of Soft Skills . :

The importance-of soft skills in the world of busfn,ess today can hardly bet over-
emphasised. Since businesses exist for the benefit of people and people constitute the
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core asset of most business organisations, soft skills assume great ;1gmﬁcance Soft skills .
are essentially skills of a qualitative nature that deal with people-related interaction.
Soft skills are different from domain knowledge or subject- related expemse Soft skills
should necessarily supplement domain knowledge relevant to every business. '

Soft skills are considered to be extremefy valuable across corporatés and businesses.
Unlike the knowledge ‘of specific subjects and expemse in functional domains, soft
skills are of value irrespective of the functional area and nature of busmess .Soft skills -
relate to-the behavioural skills and the ability to'get along; Unllke subject or domain
knowledge, these skills are not all learnt out of textbooks. While reading standard books
may be helpfiil, soft' skills are really picked up more from observation, participation,

"right exposure and on-the-job learning. - |

Soft skills are becoming increasingly signiﬁcﬁnt in a variety of businesses today.

Soft skills are as imfoortant as hard skills, and 'ulnder certain circumstances ‘become

more valuable in business situations. Soft skills are not job specific, like the subject

knowledge, arid hence are broadly applicable across job titles and sectors. There.is a

growmg realisation in the business and corporate circles that although hard skills are a:
‘necessary-condition for the employee performance, they are by no:means a sufficient’

condition. Businesses ate increasingly looking for people who are not only skilled in terms
oftechnical and‘subjeﬁctfrélatgd knowledge, but also soft skills including communication
skills and other people and interactive skills. ,

Work place.demands are,focussing more and more on people with a mix of hard
1 %)

skills-and soft skills. People may have yery good. subject knowledge and very many

academic degrees and certificates. They may-have sound theoretical background and
adequate conceptual clarity. But these by themselves are of not much use unless they are
supplemented by a host of relevant people related skills like team work and relatioriship
building,, posmve attitude, fexibility, self—conﬁdence time management and relevant
communication skills.

Range and Variety of Soft Skills

Soft skills are of large variety and are inclusive in nature; In asense, all those skills which
fall outside the hard skills category cotild be listed under soft:skills. Soft skills include
a host of personal attributes:that.count in business. Soft skills include broad categories

;such as personal skills, interactive skills, effective communication slcxlls social. skllls'

, and self-awareness. Several skills which.are grouped under managenal skills such as
team building skills, motivational skxlls, time management skills and inter-personal skills
can also be grouped under soft skills. The broad spectrum of skills, abilities, attributes
and tralts that together ¢ constxtute soﬁ skills are hsted below,

.I._ Key Communication Skllls — presentation skills, wntmg skills, llstenmg skills,
reading skills and negotiation skills.

Conyersation.in. Real Life
Situations

Notes

)
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2. Personal and Inter-Personal Skills. - -

3. Teamwork and Motivational Skills.

4. Time Management and Problem Solving Skills.
5: Leadership and Critical Thinking Skills.

6. Positive Attitude and Flexibility,

7. Adaptability and Dependability.

8. Emotional Intelligence and Self Awareness. :
9, TInitiative.and Self Confidence.

10. Integrity and Trustworthiness, ' | ;
11. Risk Taking Ability, : "
12. Commitment and Willingness to Leam. A e

13. ‘Empathy and Sense of Humour,
14. General and Orgariisational ;&wareness.
15. ‘Social Grace o ' t

People need to have an array of soﬁ skills to survive and thrive in the- rough-tand—

tumble work place of today. One can add several more traits such as optimism, self-

control and self-inanagement, conscientiousness, likeability and friendliness. In short, ail
those traits and attributes that contribute to an individual’s success in the organisational

| contextmerit inclusion under soft skills. Some of the basic soft skills have to be acquired
even to-become job ready and some more will be developed on the job. As people climb
up the corporate ladder, their mastery over'a host of soft skills is put to test: As the

Stanford Research Initérnational‘study brought out, at the chief executive level, people

skills become far-more valuable than mere technical knowledge. ‘

-

4.4 Personal and Inter-Personal Skills

Soft skills and management skills have a lot in common. Obviously; managers in business
organisations need necessarily develop a variety of soft skills to become effe':c'tive.
Management, in its quintessential sense, is coficerned with productivity, efficiency and

| effectiveness. It refers to how well you do whatever yoir do. Management:is described

as the act or skill of dealing with péople or situations in a successful way, Management
is concerned with the productive and efficient use of resources. Such being the case,
soft skills in fact get entwined with the management skills. f

As Mythili Kesavasamy, Associate Professor, As1an School of Business,
Thiruvananthapuram noted in her Busihess Line Club lecture (reportedin Business’ Lme
20.12.2008), ‘Soft Skills-are among the most essential competencies in any asplrmg-
manager’s skill set. Yet, they are the hardest to acquite and the most difficult to practise.
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unless they becorme habits. Soft Skills include communication, time management
assertiveness, personal grooming, good telephone skills; business etiquette, team work,
conflict resolution- and even professional ethics.” «

‘Talking about management skills, there are- essentlally eight types of skills which
managers in business organisations would have to develop. These are:

1. Personal Skills
Inter-Personal Skills - _ *
Group Skills
Key Communication Skills
. Planning and Time Management Skills o
Decision’ Making Skills
Project Management Skills ' _ -
Leadership Skills

As we can see, most of these are also grouped under soft;slfili's. In other words,
good managers should be proficient in soft skills. We have already discussed earlier in

e AR o

this book various facets of key communication skills in detail. Some other soft skllls,
not covered at length earlier are discussed in the following paragraphs

Personal Skills

Pérsonal skills; as the name suggests, are skills specific to the person as an individual.
These skills help-the employee or ma‘nage; deal with himself, or herself, before dealing
with othets. Personal skills help the martagers manage or deal with the situations in a

mature and competent manner. These skills are devéloped by people more from self-study, |

introspection and awareness, rather than through reading books and attending class room
programmes. Personal skills and communication skills constitute a good foundation for
building inter-personal and group skills. In Transactional Analysis, which is a subject
that helps uiderstand human personality, there is a very desirable state known as “T
am OK — You are OK”. This constitutes a positive approach and a sense of maturity in
dealing with people and situations. Personal skills involve, among others, cultivating
this positive approach. Other relevant skills would inclide developing self-awareness,
_managing personal stress and solving problems analytiéa]ly and crealively Personal skills,
as we have noted, can be of wide variety. Cultlvatmg them in a conscious mannet enables
the individual to function effectively as an- employee ;] manager or 2 useful member
of the business organisation, Trustworthmess, ﬂemblhty, adaptabllity self-confidence,

'professmnallsm good work ethic, risk- taking attitude, pos:the approach and 2 host ‘

of such relevant skills o traits add to a person’s worth as an useful asset of a business
organisation._Anoﬂler setof w<ur|th—notin§ skills relates to the willingness and ability to
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English Communication. learn as one grows up and assumes new responsibilities in bisihess, as well as eﬁergy
and enthusiasm at.the work place. ~ . '
Computer related awareness and ability to use-a yariety of gadgets also count fora
lot as soft skills. Most of the organisations today work in 2 computerised and networked
environment. People will.be required 1o work on computers and laptops, and also use
various gadgets such as i pads, smart phones, printers, photocopiers, etc. Anyone :radept
at these or those who are quick to leam these useful everyday téchnological and technical
~ | devices certainly enhance their job- readiness, While specific software and hardware :
skills and knowledge of computer languages, etc. can be counted as hard skllls, general
| computer awareness and adaptability to a.technological environiment are crucial soft

*  Notes

skills in today's business. )

Inter-Personal Skills | .

. Inter-personal skills are distinet frof;l personal skills. Personal skills relate to matters
of the:self. Inter-personal skills relate to dealing with. othiers. Intef-‘personailskills
_are connected with relationships between peeple: Inter-personal relationships; in an
organisational context relate to building and maintaining relationships, gaining powerand
influence, managing conflicts, and the like. Inreality, personal skills and inter-personal

L skills complement each other. a

. i
Personal skills and inter-personal skills are closely associated 'with intra- personal

‘

' communication and-inter-personal communication. The word intra means ins:ide or

within. Intra-personal communication means communication with the self. One cannot
. r-eally communicate. effectively with the outside world unless one masters the art of
communicating with pneéelf. Ipter—'personal..skills are relevant to both employees and
| managers. The larger and more heterogeneous the group with which the manager deals,
the grea'terrwquld. be the need for varied inter-personal skills.

Businesses-and, organisations. thrive on relationships. Modern. c_orpora}es: are
described as networked organisations. Employees and mandgers who are proficient in
dealing w1th various types of people effectively are.always in demand. Inter-personal
relations are partlcularly relevant for those working in service industries where personal .
mteracnons are extensive. Employees with good inter- personal skills can rise quickly

in the orgamsatmnal hierarchy and become effective leaders.

Inter-personal skills in business relate to relation-building, supportlve
communication, fostermg a mot:vatmg environment, gaining power and mﬂuence, and
successfully managing mter-personal conflict. Inter-active communication and inter-
personal skills are closely linked to each other. Interactive commumcanon reIates to
efféctive communication ‘through the interactive forums.

- Interactive forums of business communication include meetings, conférences,

seminars, workshops, symposig and group discussions. These facilitdte two-way

X i
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active deliberations and participative exchanges. They involve. exchange of ideas by
participants in groups. Like their counterparts in the Westem world, Indian managers
and executives.too, in most organisations, spend a large part of thelr workmg day in
meetings, conferences and other intéractive forums

4.5 Developing Soft Skills

Since soft skills have become so crucial in the world of busmess -we shall now discuss |.
the approach to the development of these soft skills, Let us start by understandmg the:

meaning of skill. : oy

- A'skill refers to a specific or. particular ability. A skill also refers to the ability to |

do something well. When we say technical skill, we refer to the ability to apply the
“relevant technical knowledge in a given'situation: When We refer to the marketing skill,
we refer to ihe_-abil’ity' to.understand markets and apply relevant marketing techniques.
~ Soft skills, as we have noted, are of a wide variety: The skill or ability may take many
forms - aptitude, co.r:npetence, expertise, experience, mastery, talent, flair, proficiency,
and 50 on, A skilful manager would be someone who has the abiljty-or special training
or proﬁcienr‘:y"to take up and accomplish his or her tasks with the desired results.
Managements in'business oréanisations have to deal with new situations every
day. Change,, it is said; is the biggest constant. The issues; problems, competltlve
demands, and work-related pressures and challenges that confront the employees and
managers in business are constantly changing. The operatirig environments are dynamic
and evolving. That means, the range of business skills needed has to be viewed in this
dynamic and- fast changing context. The wisdom-and practices.of yesterday may not
necessarily worktwell today. .

K

New types of soft skills are assuming relevance While the basic and time- tested
skills would:continue. to. be broadly relevant, new approaches, reﬁneme_pts dnd new
skill sets have to be developed to cope with-emerging situations, And of course, not
all such skills. can be learnt and mastered from the text books-and in the class room
lect]ure sessions.’ Every day work situations provide tremendous scope‘"fqr_managerial
innovations and new initiatives and practicés. Leaming sfmn;ld be :}h;oh-going exercise.
As Alvin Toffler; authoiof the best-selling book, Future Shock; ap_tlj' articulates, the
illiterate of the future will be the one who cannot unlearn and relearn. That is why soft
skills development becomes more challenging.

.-Today’s- worker. is tomorrow’s manager and tomorrow’s manager is day after
tomorrow s executive, That explains the need.for cultivating 2 wide range of managerial

skills. And, the good thing is-that managerial skills of various tyf)es can be acquired afd.

mastered, This makes skill development a desirable and an achievable goal for every
prospective and current employee. There'are so many skills and there is so much to learn

h
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more {o-1éamn, know, apply and practice. “ f i N
Skill development does not happen overnight. It is a long-drawni process: There

are no short euts to acquire managerial soft skills. It is & long journey marked by new
step by step accomplishments. That is-why, at the senior and top-management levels,
and even.at the level of CEOs, there are seminars, confererices and group discussions.

At these higher levels, skiil development takes-place.through self-study, exchange of

13

rdeas, and sharing experiences, - . . }

In skill development, the goal post keeps moving. The operating environment

' changes so fast that what we learnt yesterday may not be applicable.today. That is why
" soft skill.development calls for a-mix of approaches. It comprises of different types of
_efforts. These include learning through study of books and literature, carrying out practical
exercises, analysing case studies, learning by observation, sharing experiences, and‘\{ery_,
importantly, through actual exposure to real life experiences. Theoretical leaming is just

‘| one step.and is anecessary but not sufficient condition for mastering skills. Qualifications

are essential but as- one-goes up the managerial and.corporate ladder, exposure: and

expetience are more sought after than theoretical knowledge. I‘

" We shall conclude with a very apt quote from Peggy Klaus, author of “The Hard Truth

About Soft Skills”. She notes, “Mastering soft skills takes pérsistence. It requires.thz_}tygfmbe

. mindful about yoursélf and-your career. Mastering these pmcticalﬁnd tactical skills doiesn*t
magically happen overnight. It requires. hard work, but the payoff.can be tremendous.”

R

4.6 Language and Its Sjgniﬁcancp' -

Language can be described as a vehicle of thought. Tt is 2 method of expression. It isa
‘vocabulary with its usage being preva]ent in orié or more regions or countries. Spoken
as 'well as written communication takes: placc through a language. Tanguages are.of
different kinds: spoken language, written language, body language, code language; sign
- language, Braille or language of the visually challenged and the more recent ones peing
machine language and computer language. Many languages have along ‘history; The
Greek, the Romans, the Egyptians, the Chinese and the Indians are among those \?hose d

: Ianguages are centuries old. ¢ I *

‘The number of languages used in verbal communication is extremely large Itis.
said that the six billion people of this world speak about 6000 languages. Although,thls
is'true of the spoken Ianéuages, the number of written languages is much loW’er; with
one estlmate placmg it at-not more than 500, Further, within a' language, there are sub-
Ianguages or dialécts. A dialect is a form of speéch pecuhar to a district, class or group
of* people It is"a-subordinate variety of language with a distinguishable vocabulary,
pronunc:atlon or- zdloms N i ’




¥

Languages are also-known for. their features. There i is a mother tongue, therc isa
' regional language, an official language, a national Ianguage and a global language. Some
languages are perceived to be easy, Some others are difficult to learn. Greek and'Sanskrit
are considered. to be languages of the gods. French is described aga romantic language.

' Sometimes there is one script common to several Ianguages There are. languages that
are ahve and. growmg and there are:those that are. becommg extmct Greek and Latin,
which. were.s0 popular several- centunes ago, are in limited use today Languages that

. absorb.and adopt new words continue to grow. Greek and Latin are-described as dead

languages because they failed to absorb new words and lost their appeal. In coritrast,

the English Janguage has immense appeal because it regularly takes in new words that
are popularly used in-other languages, Allah, bazaar, gury, bhngalo'w%divan, durbar
are §o§e of the Hindi/Urdu words that have made their way into f?ngﬁsh-dictionaries.

' Most languages are region, specific. The vocabulary and structure of a languagg

are often dependent on history and environmental factors. There are more or.less words-

depending upon what the environment offers. A language spoken i in 2 desert will have
more words that describe camels and deserts. A heavy snowfall region will Lave many
words that-describe the snow. Since languages are often region specific, link languages
ane evolved to facilitate inter-regional and cross-cultural communication, Apart from.
!h@spokep language, there are designated of_fﬁcial'languages to Tacilitate the flow, of

communication in government and administration. Many countries Hiave only ohe official |

lariguage.. Countnes like India, Canada and Swnzerland have more than one,

Whena Ianguage is not a native language but. oneadopted from outside, it acquires
mixed characteristics. The widely used English language has variations from country to
country. The Indian way of speaking becomes Indian English and the. American way of
speaking becomes American Enghsh Thcy stand apart from the.original English which

is.also referred to as the Queen’s Engllsh and is associated with England. Those who-

- want to.communicate effectively and reach out to-other sections of people will haveto
 familiarize themselves with the expressions peculiar to those'types of languages. There
are also other kinds of differences within a language, like:the formal and the informal,
language of the rich and the poor, the old and the young: - : ~

‘Bach professmn or subject will-have-a language with its own idioms, phrases,

expressions and nuances. An expression or a particular word in one language may mean

something very different in.another language.

Idioms, Phrases and-SIangs

Idioms,..phn;ses'-' and slangs are an integral.part of a language: English language has a

[ fair share of these and an effective business communicator s'héu_ld be'informed-about
these. Idiomg are described as a group of words whose meaning is different from'the
inea'nings_ of individual words. For example, “to,sail in the same boat™ means to be in
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the same difficult situation: L:ikewise,;“birds of the same feathet” means people who are
alike’ Idioms are of different varieties and are used widely in business commimnication,
The proper use of idioms makes the written or spoken text more impactful. B
Phrases, likewise, are a group of words which have a particiilar meaning when
used together, In fact-the word “phrase™is used to defiote various types of expressions.
Writers and speakers, over a penod of‘time, develop their own favourite phrases’ and
tend touse them often. Examples are “be that as it may”, “sooner rather than later”, “in

a'manner of speaking”, “all said and done™, etc. Phrases are so common 1hat we: keep

- reférring to meriorable phrase, catch phrase, etc. A particular way ih'which words and’

phrases are arranged when saying or writing sométhin is called phraseology

‘Words or phrases in commion use that are generally considered in some or all
aspects to be outside of Standard English are called slang. Slang consists of words and
phrases that are either entirely peculiar to or used in some special context by some class

or profession. Slang may also referto abusive language. Slangs also vary dependmg

upon cuitures, although the ldnguage is thé same. That way, we refer to British Slang,
Americafi Slang, Australian Slang, etc. Ii relates to the use of casual-and inappropriate
words, The'use of slang diminishes the dignity of the language and, should be avoided

*

in formal business comununication,

_ ‘Spoken languages are often highly accoglmodative. Sometimes, 'peoplé who haVe.
not mastered a particﬁlar language still attempt to communicate through a mixéd language.
This language isreferred’to as pidgin, Pidgin is a simplified form of alanguage, especially
English, Portuguese or Dutch, where'a limited number of words afe used together with
words from a local language. In other words, it is used for communication between
speakers of different languages. There can be pidgin English, pidgin Portuguese and
pidgin Hindi. The words and forms used here are simple and spoken by'a person who
does not speak the language well, or when the person is talking to someone who does
not know the language, ¢.g. a Kannadiga, a Tamilian and a Bengali communicating with ;f
each other in pidgin Hindi. Pidgin is a language that people develop out of necessity.
As noted, it: d'ewelops when people who do not speak a particular langtage are required
to communicate in order to live:or work together,

The most important component-of a language is vocabulary or word power. Since
the expressions take place through words, vocabulary refers to all the words that a person
knows or uses. Most of the popular languages possess a well- developed vocabulary. The
Oxford Advanced Learner’s Dictionary, for example, gives around 80,00{) feférences
covering British English as well asAmerican English. Italso lists out a core vocabulary of
3,000 English words. Active vocabulary covers words that a person not only ﬁﬁderstands
but also uses. Passive vocabulary, on the other hand, relates to the words which aperson

~ understands. To makesan effective-use of words while speaking and writing, the power

to bring.the right words into play assumes particular refevarice. !
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The world of words is wonderful and fascinating. Old and new, big and small, Conversation in Real Life

. easy ‘gnd_‘diﬂ'ic‘ult, every language has an abundant range of words. As the say_ihg goes,’

it pays to enrich one’s vocabulary or word power. Reading enables a person to increase
word power. Such reading should be a conscious effort, with the intent to pick up new
words, nuances ot shades of meaning and the context in which it is used. Periodical or
ongoing cﬁ‘orts to enrich vocabulary facilitate the communlcator in developing his own

distinctive and appealmg style of writing and speaking. Any person who builds up an |,

abundant source of active vocabulary will not be at a loss for words dnd, will therefore,
~ be a forceful and impressive speaker, Great speakers master the skill of using the right
words at the right time. Equally important, they refrain from using words that may cause

hurt or have a scope for misunderstanding.
f . P -

Ability ' , ¢

For the language to be effective, an important prerequisite is abundant vocabulary or

word power. Words aré the very essénce of written communication. Words translate |.

thoughts and carry the message through to the reader. They lay emphasis as and when
requ’ii‘ed. Since words have the potential to make or nar the language of the business
c}:ommunicator, tIfis_aspect has been dealt with in some detail in the following paragraphs.

. Englishhas emerged to be the predominant global language. In this inter- connected
world, itis the Iat;guage that people across countries strive to leamn, Pr'oﬁciency in writing
and speaking Engllqh provides a distinct advantage to people in business. On the other
hand lack of ﬂucncy and command over this language is undoubtedly a disadvantage.

Businesses today. as we have seen earlier, are no longer regional or national in character.

People have to deal with people across regions and cultures. Good English is a must
for good business. Mastering English is becoming more and more cha]leﬁgip'g because
the language is nofstatic, but keeps growing. The staggering wealth of English words
lS ever-expandmg, mainly on account of the open arms with- which, it welcomes and
adapts words ﬁ'om other languages,

The world of words ‘as we have noted earlier, is wonderful and fascmatmg English

language has an enormous stock of words. With new words being added constantly, the
stock of usable English words keeps growing. The Global Language Monitor based in

Austin, Texas estimated that as on 1, January 2014, the number of words in English was.
10,25,109.8. The official website of the Oxford English Dictionary, however, tells us |

that the second edition of this,20-volume dictionary contains full entries for 1,71,476
words in current-use, and 47,156 obsolete words.

Even if we accept the lower count, theré is an abundant choice of words for the |

speaker or writer. This vast and growing reservoir of words offers; at once, both an
opportunity and a challenge to the communicator. It is an opportunity because there is
a tremendous choice of words available to the person. It is a challenge no doubt, for

Situations’

Notes

{

Self Learning Material 85

-




1

] i

Engz‘rsh Commumcatzon the building uf; of word power calls for & systematic and ongomg effort, usmg familiar

Notes

86 Self Leaming Material

words and learnmg new words. One can casrly spend one s llfetxme leammg new words,
understandmg their shades of meaning and effectively usmg all the words avallable

Words make the letter. A good letter wnter should choose the words wrth care. To
do so, one must necessarily bulld enormous-word power Every person keen on becoming
“an eﬂ'ectwe commumcator should delve deeply into words and their meanmgs Most of
the words have many shades of meaning, 'I'he appropriate-word or set ‘of words depend
on the context tone and gravxty of the'message and also on the relanonshlp ‘with the
U 1

~person to whom it is’ ‘addressed.

v

_ Much as one would like, it is not alays possnble to readily recall the éxact word \
As a result, one may often find oneself groping for the right word. Any porson keen o
building word power and using the most appropriate word in every piece of write up rust
take Tecourseto a standard Engllsh dictionary andalso Roget’s Thesaurus. Unul awriter
gets 2 fine command over English words, and even thereafter, when a reconﬁrmat:on
(1s required on the shades of meamngs a.word conveys, constant reference to these two
sources would be 1mmensely hclpful It is worth emphasizing that the author ‘of this-
book has made umpteen references to these: sources while wnnng this book. To'make 1
it clearer, let us take a look at a few ‘words'and try to understand ail that they convey.

Take, for example the word comrnumoatlon Roget'’s' ‘Thesaurus’ rcfers to-the .

following shades: of meaning: o ; .
Jommg, Transfer, Inter course, In form action, Messages, Oral commumcatlon,
Conversation, Epistle, Passageway, Gwmg, Social intercourse. i -ef\'_

$
Each one of them is in turn elaborated under. different sectlons with nouns,
verbs, adjectives and exclamations associated with the word. One. of the meanmgs sof

'| communication llsted above is mformatlon 1h turn, the word mformatlon covers the

7 [¥N

following: !

Enlightenment, nght Acquaintance, Familiarization, instructxon, ;ntelllgence,

’ Knowledge, The know, The dope, The ‘goods, The swoop (all slang), :Communication *

report Word, Statement, Mention, Notice, Notification, Intlmatlon Sldelrght In51del
-mformatlon, The Iow-down, ,

T:p-oﬁ' Point, Pointer, Hmt Indication, Suggestron Susplclon, Inklmg, Glunmer,
"Cue, Clue, Scent, Telltale, Imphcanon Allusion, Insinuation, Innuendo,iGentle hint,
Broad hint and many more, .

Letus take another word, ‘satisfaction’, The thesaurus again refers to the followmg
shades of meaning: k

Adequacy, Satiety, Reparation, Fulfillment,: Duol Payment Pleasure Content,
Reprisal, Atonement.

Out of these, let us take a look at the word content’ Agam, thls word' could meéan
the following: - ¥ ¢

o -
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Content; Contentment, Contentedness,~Satlsﬁedness, Satisfaction, Ease,.Peace Conversation in-Real. Lgfe

of mind, Happmess, Complacency, Bovmlty, Self-satlsfactlon,,Self- contentedness,
Satisfactoriness, Sufﬁcnency, Adequacy, Acceptablllty, Admissibility, Tolerability,
Agreeablllty, Fulﬁlment Tranquillity:and many more. T .

Smce vocabulary Building is°of immense value t6 a-communicator, we are giving.
“below: sorie more. examples- of ' words and their meanings. t

Take for example, the word. ‘piece’; It‘essentially means a small amount: There'

is a range of words to talk about this aspect. The communicator or writer should be i in
a position-to choosé-the right word to go with the substance bemg talked-dbout, The
range of words relevant here are; £ 2 n

Vi -

Piece; Bit, Chunk, Lump, Fragment, Speck, Drop, Pinch, Portion.

-

{

Similarly, when you want to say someone is fat, you have to choose the word most -

appropriate from the following range:. ‘

Fat, Overweight, Large, Heavy; Big, Plump, Chubby, Stocky, Stout, Obese.
’ ; .Apart frofnknowing the word, it would also be desirable'to know the various'words
belonging to that word family. Somé-examples of this are: Rely, Reliable, Reliability,
Reliance. a

Peiceive, Perception, Perceptive, Perceptible.” g ot

'fhere are also words whose meanings are close to each: ot'here"One stiould be clear
abiout the fine difference.ifiat exists 10 be'in a posmon to choose the nght word. Some
examples of such words.are:

>

Condition, State, Classie, Classical; Altogether, All together

L

All the above examples and many more such helpful suggesnons are hlghhghted
in the Oxford Advanced Learner s Dictionary; The point to be noted here i is that words
in the English language have multifarious connotations and uses. There are words which
convey the same-meaning but each one perhaps has a context-where it fitsin perfectly.

Slmﬂarly, there are'many words belonging to.the same word family. A good writer

must build up his word power in'such a way that words,of all kinds are on top in memory,
orasan  alternative, the writer has ready access to sources like the thesaurus Inthe absence
of a proper supply of words, the smooth flow of writing gets obstructed. Gropmg every
time for the niost appropriate word or even just a sufficient word causes frustration,

In letter writing or any ‘other written communication, it is very essential that words
are not frequently repeated. Repetition;‘tends to irritate the reader. If you come across a

»particular word repeated-again.and again in a sentence and the sehtepcestl;at follow in

the same paragraph, the readeris likely to_get a poor impression of the writing.

To be abIe to-avoid repetition, the writer should have a good stock of eqmvalent.'

words or synonyms Synonyms are words identical and co-extensive in sense and usage’
with another of the same language. .

-
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Ivor Brown, in his introduction to, the third edition of Roget’s; Thesaurus, has
beautifully summed up the significance of word power and its effective use for;any
g'ooci writer. He says, “Words as well as ideas are the raw material-and that he requires,

in good supply. But words can be-the decoration as well as the tools of good writing.
. This*doesnot mean that they should be splashed around recklessly: a good artist with

the riches of his paint box at hand does not use them in a lavish or slapdash way.zThe
artist considers, selects and blends tints to get both strength and delicacy in'the finished

'| picture. So it is with words. To have a copious supply.and to use it with judgg‘meht is
‘an excellent foundation for good writing and for the possession of what is called s't_yle.’

Skills Selected Need- : .

Language is -'zibsoltftély central to learning: without: it, one cannot make sense
or communicate one’s understanding of a subject. In order to become an expert °
communicator, one needs to have knowledge of four useful language skills. !.,isténing
and reading are the receptive skills because learners do not need to produce language,

. they receive and understand it. These skills are sometimes known as passive skills. The

productive skills are speaking and writing because learners.are applying these skills in
aneed to produce language. They are also known as active skills. )

e Listening: Listening is a receptive language skill which people‘usually find the
mo'st difficult. This often is because they feel under unnecessary pressure to
understand every word. The listener has to get oriented to the listening portion
and be all cars. The listener is also required to be attentive. These skills can be
improved by focusing on.makmg_the learner listen to the sounds of that parnculag'
language. This would help them with the right pronunciation of woras

o Speaking: Language is a tool for communication. We communicate w1th others
to express our ideas, and to know others ideas’as well, We must take into
account that the level of Ianguage mput (ltstening) must be hxgher than the Tevél
of language production. This skill could be improved by understanding para-
linguistic attributes’suck as voice quality, volume and tone, voice modulation,
articulation, pronunciation etc. This could also be fiirther enhanced thh the
help of debates and discussions. i b

® Reading: Readmg isa leanung skill. It helps you improve.all parts of a Ianguage
— vocabulary, spelling, grammar, and writing. It helps™ to devélop languagc
intuition in the corrected form. They help the studénts grasp the: content and
‘draw conclusions, The students should also make it a- pomt to-familiarize
themselves with the jargons and new words by making readmg a habit be-it
reading newspapers, articles, books, and so‘on.

e Writing: Wntmg providesa learner with physwal'\évidenc; of his achievements
‘and he can measure his improvement. It helps to consolidatetheir grasp of
« vocabulary and §truct'ure, and complements.the other language skills.

t




4.7 Learner Centre Activities Conversation.in:Real Life
- Situations

‘This section will present before you a plethora of activities coﬁlpiléd“ﬁorrn various
sources-to improye language skill of Iearners: . g

e . Combining vocabulary.with reading and writing activities, providing the students Notes
with different lexical information about the words under study

e

» By showing actual objects and showing/models this is a'very useful technique .
to teach vocabulary to the beginners, as it gives real experience and sense to
the leamers, The words like pen, chalk, table, chair, football flowers, tomato,
etc. can be taught in the classroom.

o Real objects or models of real objects: These are very effective and meaningful | -
ini showing meanings but in handling of real objects, a teacher must be practical |
and should not be superfluous. It is neither possible nor necessary to bring all
the things in the classroom. Therefore, some words are to be taught by showing {-
models. They are easily available in the market. They are inéxpensive too.
Hence, teacher should make frequent use of such models to teach vocabulary,
For example, the words like tiger, brain, elephant, airplane, &tc. can be shown
to the learner. r .

- ' Using demonstraﬁon_g and shov;ing pictures: Teacher can perform some
. words. It can be fun and frolic. It makes the class student-centred. Teacher can
act and learners try fo imitate it. For example, the words like jump, smile, cry, |

nap, sleep, and dance can be demonstrated.

¢ Miming works well with younger students: You can mime, out emotmns and .
everyday actmtles to teach new words. This method can be pract:ced at ease. ’
It can win the favour of the students as learners like dramatizations and can
easily learn through them. Many situations can be dramatized or demonstrated "
This works well with young students or students studying a fore:gn language »
to help introduce them to new concepts. After explaining new vocabulary, you
can then ask the students to perform the acnons : . ' . :

e Charts, pictures and maps' These can bc fused to. develop students’
understanding of a particular concept or word. There are some good picture *
dictionaries available in the market. Teacher should make use of such
dictionari_es. For instance, using-a picture of a ‘fish’, words related to the fish,
such as gills, eyes, backbone, cold-blooded, water, big, small etc. canbe téught.
Zebrowska (1975:452) rightly says, ‘Learners remiember better the miatefial
that has been presented by means of visual aids’. Some words work well with
« pictures, particularly nouns, This can alsc be-a good way to introduce blocks
 of related words, which is often utilized in foreign language classes, such as

-tiouns and verbs related to the classroom or the house.
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) implies how that word fits into the world.”

Pictures: Pictures can also be used in printable worksheets and flashcards,
where pictiires are matched to the word they represent, '
Teaching vocabulary in context: Words taught in 1solatlon are generally not
retained. In addition, in order to grasp the full meaning ofa word or phrase,
students must be aware of the linguistic environment in which the word or phrase
appears. Sefting a good context which is mterestmg, plausxble, vivid and has
relevance to the-lives of the learners, is an essential prerequisite for vocabuilary
teaching as'it helps in both engaging the attennon of the learners and naturally
generating the ‘target vocabulary. Mamtammg the context and makmg sure the
language surrounding the context is easy to comprehend, the teacher should start.
ellcltmg the target vocabulary Therefore in selection of vocabulary, the teacher
must be sure that the words o phrases chosen can be unmedlately intorporated
into the students Imguxsuc range. Stahl (2005) stated “Vocabulary knowledge
is kniowledge; the knowledge of a word not only nnplles a.definition; but also
=}
Etymology: Eyery word has its origin. and 1ts story of how it gets t‘ts current
meanings. Because of its phystcal and meamngﬁxl origin, the etymology ofa
word is often found much easier to be comprehended than the bare 1mgutst1c
symbol and its present semantic meanings. So, whenever we teach an Enghsh
word thatis completely strange, we can ask students to Iook itupina dlctlonary
or other reference books, and or surf on the intemnet to find its ongm “The
interesting stories behmd aword’s birth can be a very good reminder for students
to remember the pamcular word. Thus, leammg the etymology of a word will
certainly promote students comprehens1on of new words.

By drawing pictures' Tt is an easy ‘and qulck techmque of mtroducmg
vocabulary fo the learners. Fo_r students, d:awmg can be a fun medium to explain
vocabulary. Itis not necessary that teacher must be an expert in drawing pictures
accurately: He can draw rough sketches to make-an 1dea clear. Basic sketches
will often work weil. You can even have students do thelr own drawmgs, which
further remforces their understandmg of the vocabulary

Comparatlve words and prepos:tlons can be made clear by simple: sketches.
Pictures of many types and colours canbe used: successﬁllly to show the meaning
of words and sentence.

Drawings can be used to explain the meaning of things; 'actf‘o_ns,l «qualities, and
r¢lations. ) | ;
Associated vocabulary: If one topic consists of number of wor‘ds- it-is easy
to teach these entire words altogether, For example, it is easier-to teach words

hke orange, banana grapes, lemon, pmeapple mango, andwatermeion together
i




i+ in the context of:*fiuits® than to teach anyon\e of these words:in.isolation.

- Examples of lexical fields: Parts-of the Face as: (a).parts of the-face- forehead,

brow‘ temples, nose; nostrils, bridge/tip of the nose; septum, mouth lips, eyes,
eyebrows, eyelids, eyelashes, chin, cheeks_, jaw,and jowls.’

¢ Using morphological analysis of words Morphology is the stl;dy of words in

" different terms; showing how-words are broken down info smaller units, and how -

ar

words; we can find-out the nieaning'of words, even'some of unfaiiliar English

% 1 yords, It-i estimated that there.are over 600,000 English: words concerned
¢ 0'with the roots'and affixes: Biit the roots and-affixes are limited innumbers and

i " bsimplein meaning, And the 'most.fconﬁ]only uséd roots and-affixes‘are only
=t .600-800 in number: By using the-analysis of roots; ffixes, and word structure,

# 4 iwe can teach thousands of English words: For examplé: “Hand/hendle/handful/ }

o handlcapfhandsomef beforehand...” ar

e chtionary It is an 1mportant tool in the' teaehmg and learmng of

e ] o

’,vocabulary

Teacher should encourage students to search words’ in dlctlonarles Therefore, the
’,hablt of its use should be incuilcated right from the begmmng Gonzalez (1999)

found that dictionary work was laborious but necessary, and that ESLcollege |
students need to be tanght practxcal use of the dlctlonary ‘Exploring dxctxonary :
enifties can be one impoitant and effectlve componeiit of understanding a word |
deeply. The entties ‘can also help students determine' the precise meaning of ‘
a word Allen:(1983:82) perceives, ‘Dictionaries are”passport’to,'indepeudence '
2 and see them as orie of the student - centered learning activities”. The following |

z are some current recommended English —English dictionaries:

' Oxford Advanced Learners Dictionary, .

A o Longman Dictionary of Contemporary Enghsh, \ 3
N v ko j B
o Cambndge International Dictionary of Enghsh ] o .
¥
< *Oxford Plcture Dictionary, : .
AT < ur [ 4

e Collocation: It’s a widely accepted idea that collocatlons are very important
+  partof knowledge and they are essentlal to non-natwe speakers of English in
order to speak or write ﬂuently Natnnger (198{}) in Carter and’ Mac McCarthy

. [ sl

w]:uch ones. Students wﬂl not go about’ reconstmctmg the Ianguage each time
*they want To_say somethmg” The term collocation generally refers to the way

n which two or more words are typlcally -used together For example wetalk |
about’ hedvy ; ram but | not heavy sun, or we.say that we make or come to a. |

declslon but we don t do a deelsron So, heavy rain and make a decision are

such umtsare recognized: That isto say, by using the:analysis of morphemes of-

(1988), “It teaches students expectations about wlneh sorts of words go ‘with |
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often referred to-as.collocations and we say that:heavy collocates with rain,
Collocations include: Verb + Noun.(e.g. break a code, lift a blockade) Vetb

"+ Adverb {e.g. affect deeply, appreciate sincerely) Noun + Verb (e.g. water
freezes, clock ticks) Adjective + Noun.(e.g. strong tea, best wishes) Adverbi+
Adjective (e:.g. deeply absorbeéi, closely related)

» Synonyms: A synonyni may be used to help the student to understand ll?le
different shades of meaning, if the-synonym is better known than the word
being taught. Synonyms help to enrich astudent’s vocabulary bank and provide
alternativé words instantly. These can be effective since they build on words

u and phrases that students already recognize, Use caution that you do imﬁly

. thatall the words have exactly the same meaning, since different words often

are used for different connotations or to imply different meanings. The same
» , procedure.can be used to elicit. synonyms. The teacher needs'to h:ghllg_ht _t;1e.
«  fact that"“true” synonyms are relatively rare and the answers will.often be
“hear” synonyms. The students could make crosswords, word snakes or other
puzzles for each other using these synonyms,
‘s Play way: method students were asked to bring daily five new words which
were not familiar to them from the text-book. At the end of each session they
. were asked to tell the word, its spelling and its meani'n_g in English. They were
banned to see the.notebook where these words were written. If they were not
able to give the correct word its spelling and meaning, they were asked to bring

, +,ew ten words next day. Such an e*;erc:se was fruitful for the leamner.

L Antonyms The students were asked to make lists of opposite words.

Two groups were.made; one. group gave one word while the other group asked
to give an opposite word to it. For example, sharp/blunt, rude/polite, flexible/
rigid, generous/mean etc. One group gave word ‘sharp’ and the other group
gave opposite word for it as ‘blunt’. Marks were Wntten on the board. They'
found it very interesting and memonzed more words in order to’ win the contest.
Thus, by play way method they can learn new words.

® Words often confused: The long list of ofien-confused words was made in

" the class and students were asked to use them In sentences. from the brackets.

Teacher should provide the méaning of such words, f necessary, For examples:

adopt: adapt, beside; bésides, principal: pnnc:ple etc

‘¢ Homonyms / Homophones: These are words of the same language that are
pronounced alike even if they differ in spelling, meaning, or origin, such as
“pair” and “pear”. Homophones may also be spelled alike, as in “bear” (the
animal) and “bear” (to carry), But this list consists only of homophones that
are not spelléd alike: ant/aunit eye/l ate/eight fare/fait bear/bare sea/see son/
sun stationary/stationery steal/steel threw/through throne/thrown be/bee blew/




A #

‘blue ‘by/bye/buy beach/beech cell/sell cent/s¢ent/sent census/senses cereal/

.senial die/dye. '

Word Map: Students work in small groups to learn connections among words
by braitistorming and organizing words a'cc.:ording‘tO a map that they design
or a blank one that is provided by the teachet. An example might be a key-
concept word in the centre“of the page with rays connecting related words.
Fbr'examialé, when-asked to give words they thought of when they heard the

‘word “faithfulness”, low-intermediate ESL s'tud'ent’sﬂgeﬁerated sixteen wotds or

phrases; cat, friend, family, reliance, trust, dishonest, unfaithfulness, believe in
frieridships, bonds, obey, dog, friendly, sexual unfaithful, gosmpmg, marriage,
love:

- Thesaurus: A k’ind of dictionary where the wérds of similar meanings, or

synonym‘s‘ /‘antonyms are arranged in similar groups. The-main purpose
of 'such reference works is to help the user “to find the word, or words, by
which.[an)] idea may be rhost fitly and aptly express.ed”'-v to quote Peter Mark
Roget, architect'of the best known thesaurus in the English language. Unlike

‘a dictionary, thesaurus does not provide meanings or definitions of the words

searched.”

Teaching idioms: An idiom is a phrase or expression in which the entire
meaning is different from the usual meanings of the individual words within
it. Idioms are fun to work wnth because they are part of everyday vocabulary,
Students enjoy working w1th figurative meanings. They also enjoy ﬁndmg out
about the origins of idiomatic expressions, some of which are very_old. Point out
to students that idioms are often used in writing or speech to make expression
more colourful and that some of the most colourful English idioms make use
of animals or animal comparisons.

Phrasal verbs: Teachers should include phrasal verbs in their classroom
language as much as possible — and draw attention to these from time to time.
Theré ;u‘c.mar}}' phré;al verbs in the English language and they are used in
normal, everybody si;eech and writing, Phrasal verbs mean words consisting

-ofaverbanda partxcle {preposition or adverb). The meaning of a phrasal verb

is different from the meaning of each word:if it was considered separately.

+ Common classroom expressions incorporating phrasal verbs-are: sit down, put

your hand up, turn your papers over, write this down, cover the page up, look
it up, htwry up and calm. do'wn'

Crossword puzzle. Crossword puzzles offer an entertaining way of reviewing -

vocabulary. Students can do the puzzles in class in pairs, as a race with-other
students; or at home as homework,

Conversation.in Real Life
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.e* The teacher-can-also; :design a “Word Puzzle,” which is-also called;a “Word

Cross”, asking the students te cooperate in groups to find and circle the words
that ‘the puzzle contains. The teacher might ; also placc several versions: of the
word.in the puzzle, with only.one of them bcmg the. correct spellmg The
-§t}_1_dents Jmust circle. only the u_gord‘wlth the correct_spellmg_‘ i

Word formation: Teacher should encourage students to enrich and expand their
vocabulafy, There are different ways to-expand the.vocabulary of the students.
By.studying the morphology, we-know that it not only concerns with. tiie
morphemes of words, but also the word-formation. In English classes, teachers
,should help students to get to know the processes of word- formation. '

Morphelegical rules: These reveal the relations between words and prowde
the means in formation of new words That is to say, these rules determmc how
morphemes are: combmed 1o form words Nowadays, teachers m colleges have.
paid much moreattention to the teaching of the morphologlcal rules of English
word. foxmatlon in their classes -But.still we have a lot of worlc to do. The

.expansion of vocabulary in modem Er '-rlxsh dcpends chleﬁy on word formatlon
.According to Pyles and Algeo (1982), words produced through afﬁxanon

constittite’30% o 40% of the total nurnber of new words; compounding ylelds
8% to 30% of all the new.words; words that come ﬁ'om shortening mcludmg
cllppmg and acronym, amounting to 8% to.10%, together w1th 1% to 5%:0f
words ‘born out of blending and other meags So by analyzmg ‘thé processes
of Engllsh word formatlon we can infer word-meanmgs and'learn more new
English words. ) ‘ o

Reading the word: Readlng words: aloud is also very beneﬁclal It makes a
leamer famlllar with theword and also improves pronu:iltctatlons ofthe learnels
Sound can be an easy way to illustrate words that describe sounds, such as.
whistle, 5cratc111ng, and tinkling. You can make. the sounds yourself or bnng
in tapes or CDs for students to listen to and wnte down_the words that they-
hear. The sltuatlon can be made easy and mterestmg, *if the teacher of English
selects the vocabulary, grades the vocabulary and uses different techmques in

" the classroom, Teachers should focus on vocabulary, as it is the most essential

¥ aspect in any language and means-of commumcatlon We cannot €xpress our

feelmgs without words. Wallace (1982) states, ‘Nof bemg able to ﬁnd the word
you need to express yourself is the most frustrating eéxperience in. speaking
another language’ (p.9). Senes, scales, systems The meaning of words siich
as the months of the year, the days of the week the parts of the day, seaSons
of the year; ordinal numbcrs,‘ cardinal numbers, ete, that*form part _o-f well-
known series can be made clear by'placing them in their natural order in.the
series. If you have: several gradal)le words to inuoducefat:.the. same, you can




- %
+ntroduce them together.on a scale. For instance; you' can use:frequency, such Conversation.in Real Life
as always-often-occasionally. or emotions i this way; with cheerful-happy- Sttuations:

joyous-ecstatic. s : .
¢ Role play: Role-play is {o créate the presence of a real life situation in the
classroom. It is important in the classtoom communication because.it gives:
+ students an opportunity to practice communicatively-in different sacial contexts
and in different social roles# The language applied in this activity is varied
according to the student’s ‘status, attitudes, mood, and-different situations.
Blachowicz, et al., {2006) speaks, “Teachers can introduce some of the words. |
& which provide both definitional and contextual information about the words.to f
-be learned by makingup a dialogue for students so that studentscan.undé_rstand _'
‘a further meaning and usage; of the words.” ) '

Notes-.

L

> e Usevideo to produce target vocabulary: Select a video segment that Contains
a series: of actions or visual detail. Provide the. learners with a list of:target |
vocabulary words and ask-them to construct a paragrapﬁ_ that incorporates as |-
‘ many of the words as possible. This actiyity is-best done after the:learners have
seen the video. As they leam how to use more vocabulary properly,you will
- see an.improvement in their writing and speaking. Teacher can also.show a
short film without sound and asking pupils to discuss what dialogue they would
expect to hear. Showing a,scene from a film without sound and asking pupils
to us:B' ;he facial expression‘to determine emotion. .
Corder (1973: 223) rightly observes, ‘The more words one knows, the easier it is !
to {leamn’ new words, because.one has more associative link avallable Therc 15 no sure
fire remedy or method to enhance vocabulary in 2 day or two.

-

"A student’s vocabulary bank can be enriched on 2 gradual basis and one should
always show keen interest and enthusiasm in finding, learmng and,understanding new
words: Teaching vocabulary through incidental, mtentlonal and mdependent approaches
requires teachers to plan-a wide variety of activities- and exerclses

Richards said, “When vocabulary items are being taught.to .pupi\l“sf, teachers need
to considechow to teach these words to pupils based on the levels of ageé; edi}cational
backgrounﬁ and field of interest. The teacher also ought to recognize such'sociolinguistic
variables in which the words will be used.” vt

- -
- ¥

4.8 Importance of Listening

A stated in the introduction, communication is essentially a two-way.process. Itisa
process that involves at least two partiés—th'e sender and the receiver or the speaker.and
P |I ¥ [ L - [l . T e e .

the listenier. The purpose of any communication is not achieved till the recciver receives

the message which the sender puts across. There is often an expectation t}iat the receiver

; +Self Learning Material 95
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English,Communication will not only receive the message, but also interpret it, understand it; use it-and provide

Notes

the listening proéess; and master the listening skills.

the reqpisite feedback about having received the message and acted on it. It is e:ssential
to note that sender and receiver are not always fixed permanent positions. Oneis a sender
or a receiver for a particular piece of communication or message transmission. However,
communication is by and large an interactive process and the roles are seldomifixed.A

- receiver becomes the sendeér and the sender becomes the receiver. Good communication,

therefore, calls for listening skills.. A good speaker must necessarily be.a good Jistener.

~In an interactive communication, listening accounts for about 50 per.cent of verbal

. commuriication. Both the parties keep changing-their roles so that objectives of the

'{ communicaticn are achieved in full, as intended: If it is an organized speech orlecture,

' listening should be full-time. That is why it is said that good listening s as miich hard

' workas geod speaking. While good listening leads 1o proper understanding, poor listening
can lead to. misunderstanding and incomplete understanding.

Are you 4 good listener? The importance of listening skills in business and work

l places is often under-estimated. Yet, the fact remains that at work places, on an everyday

basis, you will have to listen to other people constantly: to your customers; your superiors,

| your subordinates and your associates, Good listening creates a positive environinent and

motivates the commiunicator. In order to be a good listener, it ismecessary to appreciate
e

;-
Listening aitentively and completely is miuch more than 2 casual hearmg An

attentlve listener is the one who hears not just the words the speaker utters, but also the
feelings and intent of the speaker. As Jiddu Krishnamurthy notes, an active listener is
_one'who llstens to the whole of what is being conveyed, not just.part of it, Listening is,
a comprehenswe act that takes place at dlﬁ‘erent levels.

RonaldAdler and Jeanne Elmhorst, the authors of the book, Communicaﬁng at
Work (McGraw-Hill, New York, 2005) note that listening takes place at four different
levels as mentioned below:

+

1. Listening for Content

2. Listening for Feelings

i - -

» 3. Listening for Intent

4, Listening for Context ]
_ . Therefore, listening is a comprehensive exercise where the keen and intent listener
- tries to listen not just to the content, but also to the feelings as well as intent and concerns
of the speaker. Moreover, a good listener is always conscious of the context.in which

the speaker speakhs and makes every effort to interpret the words and the content of the

_message within the-overall context in which the ;speaker' speaks out, Pickingf up w%rds-_

and interpreting them out of context is obviously bad listening. ' *

A }

o
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4.9 Process of Listening

More than.an act: listening is a process. Itisa lot qtoge‘thgq'hearing. It starts with hearing
but-goes beyond..In other words, hearing is a necessary but not sufﬁcient. colnditionefor_
listening, Listening involves hearing with attention., Listening is a process that calls
for concentration: Hearing refers to;the perception,of sound with the ear. Hearing is a
physwal act, One hears a noise, whether one wants to or not. If hearing is impaired, a
hearmg aid is used, Hea.nng aids amplify the sound. Listening is more comprehenswe’
than heanng Listening is done nof only with thé ear, but also with the other sense organs.

‘While hstenmg-, one should also be observant. Tn othier woids, llstenmg- ‘has to do with
the ears, as well as with the eyes and the mind. Hearing'is physical, while hstemng 13’

2 b e

lntellectual mvolvmg both the body and the mind”

Llstemng is to be understood as the total process that mvolves hearmg with attention,

T = as!

being obse‘rvant and makmg mtet;pretatlons Good commumcat:on is essent:ally arﬂ1

A »

interactive process. ]
L Py I e ot

Listening calls for partm:patlon and involvement. It is quite oftena dlalogue rather

than a monologue. It is necess_ary' for the listener to be interested and also show or nmkef
’-‘"i't"ab:un"dantly ’élezﬁ‘ -’thht- ohe--is "iﬁtetest’ed in knowing wh'at the other pe'rson has to sdy,
‘hind; disthib the Speaker' and make it that iuch more‘dlfﬁcult for’ hlm or her to reach.
out with the's message . The* hstener can ‘and-shoiild’ heIp the speaker 1in establishing a,
wavelength through whlch domiminication traverses. smoothly’

g The llsten;ng process can h:e uhderstood best by Iookmg at vanous words. which
are associated thh ltstemng These are hearmg, decédmg, sensmg, understandmg,
comprehending, filtering, absorbmg, assimilating, empathlzmg,g remembering andl
responding. Each one of these plays a role in making listening complete-and effective: '
;Thereds;also'another $et of words which can be associated with the listening proce-ss'
‘These-are:attentiveness, focus, wxllmgne_s,s,_panehce,.ﬁqt_t_l_tu‘de‘.ag_d concentration. The
‘process of listening, tobe effective, should encompass all:these, The process of listening

+involvesithe following: % =zt W mar g W o
l“‘Hearmg‘ w bt ) ooy , - :;'
2. Decoding 4
3. Comprehending K
1 *4. Remembering- {2 ~ . At ow }
', 5. Responding” 77 t N ‘
! " Togethes; thiese’ Components esure that the. hst'e'nin’g part of the communication
4 “;}.'.'chss beeomes meanmgful and eﬁ'ectlvé T '

. & =
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_The message is thereafter sent to.the next process: g

. Comprehending ) ) Ve

: has also been srtud:ed and'noted.

-3 F r

- 1‘ Ll
This is the first essential step-in listéning: It relates to the' sénsory. perceptmn ‘of sound.
The communicator expects the receiver to‘Tendhis orhier ears’. There should be acertain

attentiveness ot coricentiationin receiving verbal messages, Hearing relates to receiving
_thie words sent out by-tlie speaker for furthier processing by the listener: ' "

Decoding 1: o

| The next step. relates to decodmg This: involves: sensing and filtering of the \irerbal

messages. Hearing the: words apan other sensory perceptions come into play. Decodmg
"takes place as a-conscious exerclsc Listening also involves:filtering, whereby the
"message received is classified as wanted or unwanted, usefitl or-otherwise. That PNthh
1s conSIdered useless-or unwanted'is discarded. This filtering process is: subjective in
nature and a person: cliooses to retain only that which makes sense to him: Sense of

- appeal and sense of judgment come into play during sensing and filtering the message.

. i ”
The next level: of listening consists of compreliending: or understanding. The filtered

* message assumes a'meaning. This activity can-also be described as absorbing, grasping

or-assimilating, The listener has-now understood what thie speakerhas tried to-convey.

 The message received lias-been licard; sensed, filtered and interpreted:In doingjso, the

listener has broughitinto play the listener’s own-knowledge, experience, perception and
cognitive power. Te listener has used not only the body, but also the intellect in grasping
the meaning of the message. The-verbal message apart, the non-verbal commurication

e

|: Remembering +

This is another important facet of listening. Messages received‘are-meant, quite often,
fot just-for immediate considerationand action; but also for future use. In-fact; very
often, although theabsorption takes place’in the present its use may take place sometime
in the future, Memorizing the message, therefore, assumes significance. Remembering

i relates to'a process-whereby thie assimilated message is stored in memory to facilitate

future recall.

-

:' Responding . -

. Response of the listener may take place at the end of thie verbal communication'or even
earlier. When it is intended to provide feedback to the commiunicator,.response occurs
towards the end. If however, there is a need to seek clarification-or a need to empathize
with thie speaker, it may take place earllcr..Thlls may take the form of prodding, prompting
or reassuring that the message is:being well received. '
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4.10 Types of Listening ' ' B

»

selective listening.and active listening. . +
L4 T, . .
Passive, Listening ] W 5
" SR S T . t

to receive and absorb the.message. Quite often, passwe llstenmg stops at hearing and
is not; participating actively in the process. ‘of communication. Llstemng in this instance

position to remember.and recall the message at a future date. Passive listening takes place
. when the listener or receiver is constrained by various physiclogical and psychological

factors. It:may be fatigue, ill health, disregard for the speaker. or laclc@if interest in the
»subject. It also occurs when the speaker fails to meet the receiver’s wavelength. Passive

listening leads tofmisunderstanding-on the part of the communicator. who wouldb; under
l the i 1mpressmn that the receiver has grasped the message as intended:

(I i

1t

Selectwe Listenlng .

i
‘ Another type of listening that is quite common is selective listening. Listening is done
partially or selectively. People listen to only that which they want-to listen to. Under
thjs type of listening, the receiver keeps tuning in and out, Attention is not focused. The
fistener lets the mind wander and the message is not-thoroughly processed. Selective
Jistening takes place:when the receiver isnotina pgsitiog;tg; concentrate,,or.considers
the speaker to.be hot:so well informed.on-certain matters, orthe receiyer considers
‘himself to be better.informed than the communicator or such otlier reasonwhich hinders

active listening. * H Mo e . b

-

{2 N ¥ 11 ak &

F ¥
Active Listening *

3

- . PLtn o *

3 Active listeniing is the most desirable type-of listening: In this case, the listener makes

~'conscious efforts to: listen afteritively; decode the message-and -absorb it through a
participative process. The-receiver of the-messages shows:regard ‘for the. speaker,

« concentrates on’ what is°being conveyed, imotivates and prompts the speaker, shows
empathy and makes it easy for the speaker to meaningfuily deliver the message. When
we talk of listening skills; what is meant is the ability to listen effectively. When one
listens actively, one not only comprehends the message, but is also: in @ position to

remember and recall the same as and when required. , "

- L3

N

Allillstenmg is not of the same intensity,, { Good listening is that whlch passes all the
five steps mentioned above with posmve results. Depending upon the extent to which ‘
«.. listening becomes: eﬁ‘cctlve, itcanbe c_lz_zss1ﬁed into three types. They.are passive listening,

Passive listening refers to inert or indifferent listening. There'is no conscious effort
, there.ismo effort to further process the message. The hstener is physmally present. but \

1s_1nsu_fﬁclen_t. The message is not absorbed and the passive listener will not be in a |
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411 Interview Skills -

5 Rw ek o

; . . ’ ': e . ~ & - . 4 N
‘Given the significance of perforning at one’s. best at the interview, the preparation

has to start well in advance and should cover many areas, The 'knowledge-félated’ and
subject-specific inputs apart, success in the interview calls for a positive orientation, high
Tevel of self-confidence, active listening, effective communication; pleasing disposition,
noticeable interpersonal skills and the right temperament. In the following paragraphs
we look at the various aspects that need keen attention prior to, during and after the

4
1ntcrv:ew. -_r

-

- - . . - - i
Do Your Homework: Preparation for the interview starts with good homework.

- L * B 3 . u v . - L =
Try to leamn as much as you can about the organization. What is its line of business,

track record, strengths and weaknesses, hiefarchical structure, values and fu:turc plans?
Then find out the details about the job on offer—nunibeér of vacancies, place.of posting,

" remuneration package, work culture,job description-and attributes sought and so'on.

Make sufe that the job on offer is what you are looking for, or at ledst-what you
will settle for. Yousshould ask yourself'the following questions. Are you qualified?Do
‘you possess the skills required to take up the ]Ob on offer?-Are you' confidént thatyou
will measure up to the expectations of the company‘? Suitability for ithe jjob is very
essential. In essence, the interview panel would be looking for candidatesiwho match
the job profile..Make sure that you collect the relevant details about the’ orgamzatlon

- and the'job ‘on offer and that it fits your aspirations. If yes, start your preparatxon in

right earnest. If_ not, do-nof-waste your time and the intérviewers’ time, Whén the job.on
offer matches your expectations, seize every opportunity to provide the most important
information fal;out-yourself and clearly show your enthusiasm and inclination:,
Anticipate Questions: After learning the basic facts dbout the organizitionand the- |
job, gét ready.to face the infervieiers’ questions. Put yotirself in théir shoes’and try 10
anticipate questions, Questions will be of different types. They.may be general or specific.
They may be’fact-related or-opinion-related. They:may be personal or professional:
They may be knowledge oriented or attitude oriénted. They may be primarj or first time

" questions or follow-up questions. They may be hypothetical or leadingquestions. They

may be easy or tough. They could even be tricky and provocative: The qtiestion’s may
cover the' details yourhave mentioned in.your application and resume. Think of all the
likely questions and the right way of answering them. Jt would be a.good idea to write

- down answers to questions. you.anticipate and expect to answer.

Broadly speaking, interview'related questions fall into: certain major categories

as below: ot
1. 'Education and Academic Study .
2. Work Experience a . i '

3. Job Knowledge and Skills



4. “Self-Assessment T

5. -f’érson"ality'and Temperament

% + .
. \ )
6. Organizations or Employers .
7. ‘General Knowledgé and Awareness. _ -*
* Some typical questions ate as follows: + .

“uql

1. What would you like to say about yourself? Describe yourseif,
2., Why do you considér yourself suitable for this job?

3. Why are you l_eaving,.‘youf present job?
4., Why have you chang_n;.d so many jobs?
5: Whatkind of a career are.yon seeking? ’
'6; "What will you do-if you get a better offer? p
"7.  What are-your strengths and weaknesses?

‘8. ‘Which are your noteworthy failures? What lessons have you learnt.from those .

“. “failires?
'\"
Boa L 3
lO Given: your quallﬁcanons and expenence, should you not be looking for a higher

level posﬂnon"

‘ 9 Are you prepared to work 'in any place?

| 11. Why are you. 110t secking a job i in lme wzth the subjects you have studied?

12, In which extra-curricular activities havg you excelled?

’ 13, Describe your greatest 'accompli;hment in coliege.

; 14. What significant contribution have'you'ma;fe in your previous jobs? -

15 ’Why:shoqld we prefer you over somebody who has more experience?

- 16. Tell us three good reasons as to why.we should hire you, .

17: ‘hisjob calls for high levels of initiative.and hard work. Can you measure.up?

- 18.  How good are you inwoiking under pré_ssure? Canyou haﬁdl’e.-strqss?

| 19, ﬁow*teéh‘ savvy.are-you? Are-you comfortable working in a computerized |

-environment? L -~
207 ‘How well can you wotk as amember of 2 team? Tell us how youhave: demonstrated
your team working abilities, M f

22 "Why have you been without a job for so long? RN X

! V { YEMRA P
23, Are you willing to work if we offer you a different/ lower level position?
24.. Whatkind of books do you read musnc you like and what is your favourite pastnnc?
25. 'What do you know about our orgamzanon?

26: + Who are your role modcls?- Why?

21. 'What are your career-goals? Where do you see yourself in the next 5 or 10 years? '
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These are just some examples. Depending on the type of orgamzatxon and nature
and level of position-you are seeking, the questions can get more penetrahng There
could be questions based on your answers. The questions would normally cover your (y
academic qualifications, (2)-work experience, (3), extra-curricular activities, (4) personal
contribution, (5) subject knowledge, (6) general business awareness, T(‘7) management
concepts, (8) health and fitness (9) likes, dislikes and biases and (10) ablltty to cope’

.
-t -

with higher responmbllmcs and stress :
Remember, while it is helpﬁtl to anttclpate the probable questions and prepare the
answers, it is prudent'to be in readiness to face ‘unanticipated questions.
Don’t Get Worked Up: It is very necessary that the candidate keeps tusf het cool
when getting ready to face the interview. While some legitimate concerns are perhaps
unavoidable considering whatis at stake, gétting unduly worked up should be consciously

"avoided. This is true of all important isiterviews, be ‘they job interviews, promotion

intcrviews or assignment selection interviews. Too much of tenswn and edgmess starts
showing up and gives 2 wrong message to the interviewer, 'Ihe candidate should not get
unduly worried about the type of preparations.made by: other competitors. Sumlarly, the
:candidate should not get tegsed up about areas whxch have not been covered during the
preparation, If you are composed and in control of yourself, you will thmk?of the nght
reply Try fo be at case with yourself It helps you become morc attenttvc, llsten well

and organize your thoughts bettcr as you face the panel. '
t

Reach on Time: Reach well in txme for the interview, This is an obwous, yet-
very essential requlrement It gives you sufﬁc:ent time to find'the exact ven’ue, get used
to the ambience and be comfortable Amvmg late for the interview may“lead to guilt

' feelings and put youata "disadvantage, bésides creating an unfayourable i unpressmn on
the interviewer. If the place of intérview is in a city/area with which:you-are not Vexy
familiar, make sure to either visit -théplacc earlier or start sufficiéntly €arly: Reaching_
late and entering the-hall sweating profusely gives you a bad start. ' N '

Physical Appearance: Any interview is much more-thana question-and- answer

 session. For the candidate, it is actually the challenge of 'rﬁarketin’g-,onicself.:tﬁiven
this Teality, the:overall impression a.candidate makes on the interview panel assumes

significance. The candidate makes the first impression on presentation of! ;'oneself tis
axiomatic that attire oft proclaims a man/woman, especially in a senous.appomtment
like an interview. It is very necessary, therefore, that the candidate dresses ‘well for the
occasion. It may be a suit, a tie, a full sleeve shirt-and other. accessories that make the
candldate look smart, Bemg well dressed for the interview glves the message that one
is keen ¢ én creating the right i 1mpresswn After reaching the venue, the candtdate should
look at the mirror and make sure that lié"or she is presentable. Although ‘what dress is
appropriate for the particular interview may depend 6i the nature of the ‘organization,

+

-
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category of«the post, the climate and such other-factors, it is very essential that the
appearance is:not- casua!

‘There is one more reason why a candidate should dress well for the interview.
That.is on account:of the.level,of confidence it generates for the candidate. Imagine
an interview for a senior post where most of: the other candidates are in a{sun and you

are in your slacks May be. if. ‘you are really smart, you may snli do well, but then it
ali depends on how the interviewer interprets it. It is important to be self- confident. It -

is always desirable to avmd the feeling that you are likely to be at a disadvantage for
being under-dressed for the occasion. If you are not comfortable and at ease with a suit

or a tie, get used to it by practising it well i advance. At the same time, if somebody

is better dressed than you, let it not deter you from making your best effort. How you

feel about yourself is what matters. Feed your self- confidence. ¥

Commumcatwn Clue ;

- s’ 4

"

Whﬂe facing job 1nlerv1ews, it is not just the.questions that worrypeople, but also what '

to wear and how:to present themselves, The first thing to note here is to be presentable.

The attire.and appearance:should clearfy convey.that the candidate is: senous about-the |
job. Avoid:flashy.colours and go for.a professional looking attire. Ity to look confident.

" and be comfortable in your dress. Make-sure you:have a;good posture as you.face the

interview. If you are not sure.about avhat to wear and how you s_hp_uld.'_b__e dressed for’

the interview, better be overdressed. Women in particutar should note-this .and. wear
comfortably heeled.footwear and dresses that.are not-too short. When in doubt, beiter

be overdressed than be under dressed. For both men and women, this conveys. that you .
are a professional and are serious about your job. And, remember the saying, “you are”

never.fully dressed until you wear a smile”. Smile 1f 'you can. If not, at.least be-natural.
Consciously avoid looking gtim and tense.

.} Appropriate Body Langnage: Looks apart, therc are several dimensions.to
body language.,The.candidate for .thczgptemew. should be conscious of them. Right
posture, alert look, firm handshake, not.Jooking nervous, _conﬁ_ilant-and clear vdjce and

appropriate eye contact help create the right impression. Slouching, drooping, sitting with

a hunchback, fidgeting, blinking and shaking the legs create a negative impression, When

you are facing an interviewer, avoid negative body languagc and distracting gestures.
Scratching:your head, pursing your lips, starmg at your palms,” ¢xamining your nails,
picking. your nose, and rolling your tongue are all. best avoided. More than anythmg
else, jt.is important to wear a smile, A smile projects as well-as remforces conﬁdcnce

o  Build a:Rapport: Try to build a rapport with the mlerv:ewcr or the members of

the interview panel. This.can be done by looking. conﬁdcnt,,_smiimg,_ greeting. anda |

firm handshake, This should be done-not just.with the chairman of the interview panel,

but with the other members as well. Establish aye“_con_tac't,wi'th;;and_rcply to the person '

H
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statements such as “You have got me wrong’, At e « 4

o

“You have not understood me‘ ‘What you are saymg zs not correct’ 4Itis

: unpcmnent’ anti the like. Don t 160k either gnm or casial. Do not mtermpt them when

9 o I“- 1 £ v . LI W n
they are speaking to each other 1
TE ¥ Fow o gity M F

Understand the Questlon. Make sure that you have understood the questlon! This

$oxa oW

. is:possible when you are attentwe Actrve hstenmg is very essentlal Let the’i 1nterv1ewer

K9

T,

complete the questlon Do not be m a hurry Do not mterrupt If you do not. 1nterrupt
there isa possxblhty that the mtervrewer wlll gwe you some hmts of what hefs}hc is
drlvmg at. However,f aﬁer the questron has been put forth, 1f you are. not: cIear about 1t,
feel free to seek a clanﬁcatlon In doing so, be polite, State what you have understood

r
and seek a confirmation. For-example, ‘Sir; as I: understand, you want me to...". §
4

Reply Earnestly: Organize your thoughts quickly and give eaiiest r‘éﬁliésf-‘Sta't'é-
whatever yoi know with confidence:-Give cotrect facts and figures.. Avoid mixing up

‘| figures. State. clearlyfthe lakhs, millions, the trores,-the dollars.or any other statistics

iliiambiguousl;szﬁng out not-only your knowledge or:depth of understanding of the
gubject, 'but als your attitude and ‘Concerns.As far as possible, use positive Wwords:

Use bright, sharp and appropriate 'words'relevant to-the-discipline or* profession. Be °

assertive, but avoid extieme positions. There are some:questions in which it is:possible
to hold different views, which meatis that a very rigid, ‘anything else is incorrect? type
of statement is'to be fefrained frori. Keep balance, Make your reply as briefor as long

as the interviéwer expécts: For this, také the clue from theé Way the question is w:orded'i_

‘When questions are fricky: tike- jfour- time in organizing your thoughts. ?

" Conﬁdentlallty There" are occasions when working i in an orgamzatxon the
employee comes into the possession of confidential inforthation. Such mfonnatlon =
whether itis product related, process srelated, performance rélated or client rélited—'should
hot be Teaked otif‘to-outsiders, especially competitors, for-it harms the interest of the
organization. Most Cottipaiesask their employees to sigh & confidedtiality agreement.
Even ohlerwise,‘\irhen ‘an employeé works for any'orgariization',"tﬁere is alvays an
1mplrclt promlse of confidentiality. This pronnse of conﬁdentlahty, whethet exphc:t or

' Impll(:lt should not be breached. That meais; in answering the intérview quesnons the-_
: mtervnewee should protect the’ mterest ofthe currcnt!prevnous employer #nd tefrain from

drsclosmg such conﬁdentral mformatlon All ethlcally mindedinterviewets/ orgamzanons
do-apprecxate that and do not expect the' mtervrewee to disclose any informatjon that i

| ‘organization- spécifi¢’and confidential in nature. That apait, there.would be alhatural
| presimption that an cinployee Who canfiot keep things confidential for his ciifrent-or
1 previous employér is unlikely fo-do 56 aboiit the fufiiré employers'tod. The cafididate’s
£(":re'dihilqity or trustiworthinéss takes.a beating. The tiick, therefore, lies in answerinig




questions in a“thanner that reflects the candidate’s experience. and-accomplishments.Conversation.in Real Life
without leaking out-confidential'matters‘or.offending the interviewers. ,  Siations

Be Sincere, Truthful and Well Mannered: Answerwhat'you' know:for sire
with confidence: State when'you-are in doubt. Don’t ever tell a--lilatant;‘lié}:h‘bpihg’,that'
it'will go undetected.'Adniit that you don’t know the answer, if that'is the position. If
you'know’part of the answer, state that'ifi clear termis and if you are guessing the'rest;”| ;

Notes”

state 50, The interiri'éwef accepts that you know somi¢ afid 46 not Know sorne, biit no-

L

interviewer wnll accept deliberate lies. Credibility is 1mponant Some mtemewgrs Wlll
even encourage you to make false statements so that you. talk yourself into a.trap. Be i
sincere and truthful, R B g @
Impress the interviewer with your good manners. That is very im_po&aht-.‘ Espé%ially
so when you are just out of the cdllegé and’ are facing your-first job interview. Good
manners counts a lot in dealing with colleagues, superiors, customers and otherbusiness
associates, Manners.make a.man or woman look pleasant, 1+ < ¢~ « o
+  .DoNot Offend the Interviewer: Asan interviewee one should conduct oneselfin |
‘sucha way th"ét the interviewer is:mot; for any reason, offended. Argumentation should
be avoided: Be assertive withiout being offensive. If you d_isa_g_rég. wit_}l,-qthe‘iqtg_“n{j‘ewerﬁ
or.if. you hold a diametrically opposite point of view, bring it out as yaur.experieneg |,
or understanding. fN’ever ever unnecessarily correct: the interviewer’s.observations or
challenge statements, Remember, you are not keen on winning the-argument if it means.
losing the interview., '- v
If you want to create the right impression, do.not interrupt your interviewer. Wait
till he finishes talking, even-if he:h'as:interrupted you. Yourcreate.a good impression by, ‘
being 2 good listener. A good listener allows the other persbn-td finish what he or she
starts:telling. You:stop:talking when the interviewer starts to speak.even:when you are |'.
not finished. ' “3 -~ ': pIx

Do Not Brag Do state your achlevements contnhutlons and strong points, as : .
and when called. for, but keep it in perspectwe -Avoid Tond mouthifig and pompous |
or boastﬁll statements. Braggarts or those who' blow: their own trumpets, do not find |
favour ‘with the interviewers. Do not overstateryour achievements. Gracefully accept '.
your sﬁortcomings\z}ngl'weaknesses.'Statc the'efforts you are making to overcome-them,; |
if there is'an ppportlmity. Give. due.credit to the teamwork, favourable circumstances.
and such. other-factors that helped. you perform well. Honest self-assessment always |
carries a favourable:dmpression. At the same:time, don’t miss the:right-opportunity to
mention your high'points,  * k N t 3

u ‘Avoid Long:Pauses: Take your time.to organize-your thoughts-andr givetyour _
replies: When-you-are asked a question, you- are not expected. to:reply immediately.
Arsmall-pause as you _mentgllyf'-formulate:tyour*reply,, in fact, results in well though;
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English Communication out answers. When you take some time to-collect your. thoughts, the .inter;viewer
R appreciates your eamestness. All the same,. avoid.-longgpau_sps;. Long pauses ;lgad,to )

communication breakdown and result in an awkward situation. Keep the conversation

going. Sometimes the panel members will offer hints and tips which will be of,help-in

collecting your thoughts. Make the best.use of such gestures. Know when. andfhow’ to

| keep the conversation going from your side. For example, there are some b_pen;e;idod

Notes"

questions where the answer should be much more than a yes or.a no. .

Open-Ended Questions |
s Do you think you are suitable for this job?

» Are you good at team work?

1 :® You do not have the experience for this job.
» Youhave changed your jobs frequently. '
¢ o Women are less likely: to take-up such jobs. !

+ ‘Obviously, in all such cases, the intetviewer will.be looking for so’mc'posiﬁvb and

logical back-up statements .ratlier-th?.n just a mere affirmation. . '
Grab Opportunities: Interviewers generally follow a set'pattern. They gt&rt-with
the candidate’s academic and professional background before coming to job-specific-and
knowledge assessment questions. Quite often, the questions get progressively'tougher.
Every candidate is very likelyto'get a mix of easy and tough questions. The candidate
. should grab the opportunity and make it a point to score more. on the easy questions,
» Among the panel members too, some ask general questions while some others persevere
and ask probing questions. The candidate should be alert enough to take advantage of the
opportunities as and when they show.up. There may be breaks in between on account of
tea.breaks, telephone calls and 'consultations,apong-the panel members. The candidate
* can make gainful use of such breaks to review earlier replies and especially what was
|, missed out. The candidate may elaborate on the earlier replies and make such additional
points as are.to-his-or her advantage when the interview resumes. An alert candidate

- makes it a'point-to.grab any such .opportunity. - ,

-A$ an interviewee, it is your responsibility to-clearly bring out how your academic
+ background, job related knowledge and skills, and expertise and experience can add value
-t0.the organization. Seize-every li:c_tle opportunity to:make it easy for the interviewer to
 appreciate your suitability and enthusiasm, Just because something is already mentioned in
your resume, do ot presume that the interviewer has read that. On your.part, highlight your
strengths and capabilities with reference to the job requiréments and interviewer expectations.
» Use Wit and- Humour: Interviews need not necessarily be very: serious affairs.
Interviewers.aré normally required.to .conduct interviews of numerous candidates in.a
| time-bound manner. This results in-certain tedivm or wariness for the interview;panel,

-
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especially towards the.end. A candidate-who, even. while. answmng the questions:well, Conversanon in Real Life
uses wit and humour naturally scores high in the interview. In doing so, however, proper Situations

discretion is called for. A candidate should avoid telling irrelevant jokes and'.;anecdotes,
and maintain decorum and seriousness associated w1than interview process. Humorous
anecdotes associated with great personalities like Mark Twain or, Bemard Shaw which
are appropnate for thc occasion may, however, add some llghter moments. Similarly,

Notes

if opportune, the interviéwee may also mentxon some relevant, quotes- -of famous
personalmcs to lighten the atmosphere.and show his or her wit and presence: of mind.

Remember, however, that this is not a must. Don't spoil your chances by usmg abad
joke or stale humour.

"

412 Introduction to Conversation Skills . | :

Gbi;y_eréations involve personal interactions between two.or more -people-about |
something of interest. In other words, conversation is siniply talking to someone else,
usually informally. Keeping a conversation going is something of an art, and one which
many seem to-lack. However, there are certain rules that.can be followed to develop
conversational'skills. o : U v
The Rules of Conversation s
ve., Conversation-is- a Two-Way.Street: The first and most: important rule ot'
' conversation is that it is a dialogue, not a monologue. Onc must try to.achieve
S a balance between tatking and listening in any conversation. <
% Be Friendly and Polite: Smiling, and being nice, takes.an individual a long }
“way in conversational terms, It is rather obvious to state that everyone would |

rather chat to someone friendly and pleasant. 7 o

| . Res‘potid-tb What They are Saying: To properly respond to 2'person requires

' - meaningful listenifg, one cannot just switch off;.and think about what one is
gomg to say next. _

s Usé Slgnalling to Help the Other Person: When d conversatlon is flowing

' Well it moves naturally from one person to the other. However, if one or both

X

“are finding it more of a struggle to “chat’, it is. useful fo employ ‘signals’ to

«  showthe-other person that it is their tumn to taik.
4.13 Conversation Skills: Modes o
: There are: basxcally four modes of conversation, Thesc are debate, d1aloguc, discourse
, and diatribe. . .

"1 Deébateisa compeuuve two-way conversation. The goal is to winan argument of
* convince someone; such as the other participant or third-party observers.
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2. Dialogue is a cooperative, two-way conversation. The goal is for patticipants to

exchange information and build relationships with one another.: - Y
A e . . . . . - RYSET . cy
3. Discourse is a cooperative, one-way conversation. The-goal to deliver information
* from the speakér/writer to the listeners/readers. #

4, ‘Diatribe is a competitive one-way coriversation.-The goal'is to express e'mb'tion’s
browbeit those that dlsagree with you and!or mspn'es those that share the'same

i x

perspective.

, In the followmg lines, we will focus our attention on dtalogues Most often oiur
means of communication as we communicate with others jis dialogue. Dlalogue can be
simply defined as an oral communication when two or more people take turns to put
forward their points of view, -along with' non-verbal cues, to often reach-a conclusxon

. Think about a classroom situation when the teacher enfers the ¢lass and starts a toplc

“with few general questions for the students. Students respond to the question and- then‘
the teacher sums upthe discussion along with his or-her point of view. It is an example

| of:a dialogue. Or you are going for an interview and there you are asked questions-on

your subject, on géneral topics, on your strengths, your career plan, etc. It is a dialogue

.| between you and the panellists in the interview board. Or as you finish your classes,

“ your friend and you are dlscussmg about going for a movie, it is also an example of a
t dialogue. Or suppose the President of a nation has visited India and is engaging wnlth '
, some-bilateral treaties with the Indian counterpart; then:it can:only be possible through
; dialogue: Thus, dialogues-can be of various kinds depending on the context: But what
' is significant in a dialogue is that-each party that enters into the field of communication
in a.dialogue has the space and time to_put forward his or her point of view. In that
' sense; dialogues are democratic in nature, where individuals get chance to have their
say unlike a monologue where the single person takes over the talking because of his
or her prmieged position and others are mere receptors of the commumcatmn -
« 1 The-most important-facet of a dialogue is taking turns—that is, the: speaker is
not always a speaker; but speaks for a while and then allows the other person to come
up with his or her ideas, queries and responses. D1a10gue 15 a democratlc means to
come fo aconclusion. These days we see thata Tot of emphasls is also put forward! by
different institutions and companies to initiate dlalogues with their customers/prospective
customers as it is beneficial for a company or an institution to do so. '

Grice’s Cooperative.Principle

In this context, it is to be remembered that when a dialogue is takingiiiac"é, 11 is usuz‘:ﬁ}‘j}_r

on a topic or an idea and not disconnected remarks. If you visit amarketplace where eéeh

individuat is speaking to another, the conversations of all the people are not a-dialogue. ,
- Thus,-when we talk about.dialogue, it essentially signifies that there are certain codes

which are followed, as suggested by:Grice. Grice writes, ‘Our talk exchanges do ‘ot
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normally consist of a succession of disconnected remarks;.and would fiot:be, rational
if they did. They are characteristically, to some degree at Jeast, of t:oope}atfive-,effoﬂs,
and each participant recognizes in them, to some extent, a common purpose or set of
purposes, or at least a mutually accepted direction. ’Accordmg toGrice, when the speakers
or participants are getting involved in a particular conversation, thén there has to be 2
direction of the whole conversation. Therefore, whenever a conversation is happerung,
‘we have 10 always Tespect certain rules pertaining to it to make-it a successful one. It
is termed by Grice as the Cooperative Principle, in which-he proposed four Maxims.or
rules of conversation. Acting i accordance with these Maxims will, according to Grice,
yield results consistent with the Cooperative Prificiple. The'Maxims are:

Maxim of Quantity
v

Maxim of Quality
¢ Maxim.of _Relevance

Maxim of Manner /

By, Maxim of Quantity what Grice meant was the information that we provide
in the i)rocess of a conversation. According to’ Grice; we shouldeither p.rovide ‘fior
contribute more information than what is needed for the, current conversation, nor
should we provide less information than what is needed for a successful conversation.

By Maxim of Quality; he meant that ethical part of the conversation where we should

neither talk about what we believe.to be false nor should we talk about .isoinething if

} . . v A ¥
we lack adequate evidence. In other words, we should always base our ‘statéments on

evidence and should not talk about something just because' we think it can be like that:
The Maxim of Relevance refers to the fact that when we are c’om'r_eising, weshouldkeep

in mind that we should never talk about something that is not:a part.of the conversation.

In othier words, we should be relevant and to the point so that the conversation becomes

a meaningful one. By Maxim of Manner, Grice meant that we should avoid obscurity .

of expression, avoid ambiguity and be brief and orderly; that is we should be short,
systematlc and simple in our expressions o that the other person in the conversatxon
understands the topic being talked about directly and has no problem in comprehendmg

whateyer the spcaker is'saying. P

Grice’s four maxims are comn;onsensical things.. Most of the times, when we
are conversing, we keep all these four factors-in mind. And wheén we do not do’so, we
usually are not.able to converse or the conversation ends in a mtsunderstandmg among
the participants. Let us take an example to illustrate: how the four maxitn works in 4
conversation. . A .

‘We are assuming that two friends; Sachin and §aumv: are meeting aftera long‘tin:lle,
_and 'we are trying to form two set of dialogues which cqn'happen between them; first;
whiere they are following the four maxims, and second when they are not following it

-
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.English Commuriication Sachin and Saurav following the four Maxims

“ 110" Self Leaming Material -

. )

.S‘a:-}il'n: Hi, what’s up? Where were you for'so many days? I
Saurav: Hello, I was in Mumbai. What about you, How are you _do'iqg? ‘
Sachiii: ] am doing well and presently working ifi a call centré in Gurgaon, and
what.about you? . !
Sauray; 1 was working in an Ad Agency. in Mumbai. i Ieﬁ the _]Ob there and am

:.

.

searchmg for a job here.
Sachini: Ok. Take my Number—9800000000 Be in coiitact, I am in a hurry now,
Have to go: Do drop in to my place ovér the weekend.
Saurav: Surely, I will. See you then. Take cate. v
Sachin; 'f'ak_e care, bye, 1 "0

Saurav: Bye.

Sachin and Saurav Not following the four Maxims: .

Sachin: Hi, what’s up? \Yhere'wer_e you so many days?

Sairav: Hi, T was nut-i;l Dethi; + < | -

Sackin: How dfe you doirig?

Saurav: Do you know any Ad Agency Heré?

Sachin: No. why?

Sachin: Let’s go and have a coffee?
.+ Saurav: Where are you staying? “y §

Sachin: (Feeling dlsgusted) Nearby. I am'in a hurry. See'you. Bye: ™
Saurav: Bye - 7 t
In the first ease, Sachin and Sallrav, though thcyhave met after along’ txme, kept
the four maxims of conversation in mind while speaking. They prov:ded the" exact
mfonnatlon wlnle talking; neither inore than what is necessary, nor less. They neuher

ot

.{ said anything false nor.anything irrelevant. In the second case, their conversatlon was

lacking the four maxims and therefore it ended in a cold way even when they met after

| 2 long | t:me. In the second case, Sachin was trying his best to get the conversation gomg

m a pamcular direction, but Saurav s manner of speaking bored him w1th the whole
conversatmn, that he left it ‘'and went without ever having the intention to meet this
person anymore, In the first case,.we do see that the: conversation was well stmckwnh
the four Maxims, hence they decide to meet again over the weekend. '

. Thus, even if we presume that Grice’s four Maxims are s1mple and common 1deas,

Jitis very important for. any conversatmn to strike a successful note. .



Tips for Dialogue Writing : «
Dialogue writing is a craft which can be learnt very easily. One needs {0 béa close
observer of human relationships as well.as have a good command over the language
to write good dialogues. But basic level dialogue viriting is all about following certain
codes ‘of writing and keeping in mind Grice’s Cooperative Principle. While writing
dialogues, the following things .sho;_ﬂd be kept.in- mind:

e Dialogues are mostly very short. So keep in mind to -w;itc short sentences. It

should be similar to the way you speak.

¥

e: Dialogues have to have three distinct parts—Welcoming, main conversation:

and good bye. Keep that in mind whilegwriting, dialogues.

o- Dialogues'should be conversational in tone, Therefore, one should follow.the.

oral communication characteristics. While writing dialogues keep i mind that
you are speaking the written words and not writing. >

o> Always remember the context in which the dialogue is happening: The context -

converse in a very different way than in 2 casual meetirig’ So the setting would
decide what kind of a. cénversationit would be: Tt is better to write in brief the
setting of the dialogue before writing the conversation.

* \‘Nhenever we speak, the non-verbal cues, such as facial expressions, body
movements, space between the people, eye contact, tone and pitch of our
speech, should be kept:in mind. The way to emphasize on non-verbal cues in

dialogue writing is to put the-non-verbal cues in brackets or parenthesis so'that |.

the reader knows with'what intention the speaker had said it,

For example, lets again go through the carlier dialogue between Saurav and Sachin
with all features of dialogue writing.

L

(Sachin and Saurav, who-are old friends, but have not been in‘touch with each
other for a long time, have accidentally met on 2 road while both of them are m a hurry)

Sachin (surprised): Hi, what’s.up? Where were.you for so many days‘?

Saurav (extending his right hand for handshake): Hello, I'wasin Mumbal What

about you. How are-you doing? (Both of them shake hands) C o
Sackir (in a cordial tone): 1 am doing well and:presently working:in-a-call centre

irr Girgaon, and what about you? LT v : “
Saurav: 1 was. workmg in-an Ad Agency in-Mumbai: I Ieft.my jﬂb there and am

searching for a job here. * " )

4

Sachin (in an inviting tone): Ok. Take my Number-9800000000; Be in contact."

[ am in'a hurry now. Have to go.-Do drop in to my place over the weekend.. 4 !

of the dialogue matters as two people conversing ina formal atmosphere would .

Conversation'in Real Life
Situations

Notes

Self Learfiing-Matetrial .111.




English Communication Saurav (Happily): Surely, T will, See you then: Take care: N
Sachin: Take care, bye. Saurav: Bye. Greeting is the act of welcoming or saluting

someone on meeting them. A greeting is usually the first verbal commumcatlon you make

with the person you meet. It could very well set the tone of the cnsumg conversatlon

Notes ' ,Some people are very particular about being gx;eeted prqper}y Older generatlo? ﬁnd_ it
o very disappointing when the younger generation does not.aptly show them therespect
that'they feel they deserve. Simi{arly, people holding a high position in the society or
workplla;ce.féel that their subordinates doneed to greef them properly in order to reinforce
the respect of the office that they hold. !
What is 2 Response? ;
I Response, in this case, is the answer to 2 greeting. When someone greets you, it becomes
 [“your obligation to return the wishes, If it is rude to not greet a person aptly, then 1t would
: be ruder to'not give a properresponse to a greeting.
-l .The:importance of greetings in dally life can hardly be overstated, Learning how
stor gréet,is*j’mportang as it helps us to understand how to function in a society, establish
» |:and maintain personalrelationships. ) ‘
£ e Table 4.1: Greetings and their Expected Responses :
: ‘ Greeting = #0a8s ' |Expected Response: L. . 4l
.Good'motning.. % M e Good Moming to you too: .+
| Goodjevening:  « ¢ >4 5 Good evening - o M
y Good'afterndor’  r s: . ¢ |Goodiaftermoon+ = o+ = !
. | 1 Goodiday s LUovpx | [Gooddayitoyoutoo - .y oy
‘Good night A ' . { Good night and swe€t dreams ., ’
Hello, ow. @+ o oHello ~ §
H - |Hithere. ~ = ¢ s
j | | How doyoudo? * _ .|Fine,thank you e 2
. | | How,are you doinig?» 5w, Fine.and how are you doing? , .
" Mow s everything? , ) Fine and How i$ everything at your end? |
How’s everything going?,~ | Great and what.about you? " )
What's up. (manfdude{bro!thelr name)? | Prefiy good (man dude!brolthelr name)
Good to seeyow. « _|Samehere. < T % h w
s | | HGW ‘are things (wrth you)? B | Véry well, thanks. T T R
! | |Howsitgoing?»y _ Fine, thanks: A
i '| How's life beén fieating you? | Notbad. How about you? 47
i | [Whatsoraekiog?® 3 s, |Nomwgmueh " ¥
" | |t has’been a,long time. @ «|indeed;it tias been alongtime .-
It's been't00 fong® WL 1-Yés, it’s been too fong - tive 3

v 112 Self Leamning Material



What have you been up to all these years? | T've been hanging in there. =«
Jts always a pleasure to see: | The pleasure-is:all mine

Long time no see . Yes, No seelong time .

_Where have you been hiding? * That’s what I've been wondering about you
It’s'been ages: (since I’'ve seen you) | Yes, I'have..mi_ssed.you
How'veyoubeen? _+ | TI'have been well, thanks

-

Stages in'Greeting and Responding To a,Greeting

- Stage I: Decide—Decide whether you really wish to greet or rgépond to the
greeting of'the person or not, Rather than giving hinvher a half unwelcome greeting, it
is advisable 1o ignore him/her completely as if you.have not seen 61 noticed-—flih‘uhcr.
Ideally, such a situation should not arise.

.

Stage 2: Content—Be sure of what you are. going to say to the person. Do not

mix two different greetings or responses. [t will cause unneeded pauses ot stammering

in extreme cases, - .

Stage 3:Delivery—Deliver vour greetiﬁg or reéijdnse as pér what you had decided
before. If you fail 1o do.so. then you shall-nor only appear to be dirmb. in front of the
person but also may lose confidencein greeting or responding 1o & greeting in future.

Stage 4: Response—You should expect a response to your. greeting from the other
person. Wait for 5-6 seconds for the person acknowledge your greeting or respond to it.

Stage 5: (_Jumlusmn—Attcr' you have received un acknowledgement from the |
other person, you may move ‘on to your path or strike a conversation with the person*

if you so wish,

Rules To Be Followed While Greetiiig-or Responding To a Greeting
The following niles should be followed while responding to a greé_ting:
e Approachthe pErson-cohﬁdently' with a genuine smile on:}grf)ur face. A smile is
a universal langhiage and understood everywhere, The smile should be broad
but not too much. A wry smile or a smirk may actually communicate a negative

-

message such as a scoff, scorn or rebuke- ‘

e Maintain a proper eye contact for atleast 5-6;seconds with the person bt donot
_continue to do so for long because this may make him/her conscious. Your eyes
should focus on the area of his/her face’between his eyes and tip of the nose.
Most people are not able to make a proper eye contact. This is an unwanted

. psychological handicap. One can get over it by practice.

o With a complete stranger, maisitain a distance of atleast 60 inches. The proXimity
‘can decrease ‘with the increase in the closeness of your relationship‘with him/
lier, You can be at a distance of 40 inches from a close acquaintance,

M

i A
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Let us study some of the precautions one needs to take in an introduction.

e Incase you are shaking hands with the person, then ensure that your handshake
is firm, straight and confident. A limp handshake or a handshake that is too

tight are most unwelcome and thus, avoidable. ’

e ‘With due respect to the noise pollution around you, your voice should be
audible to the person but not too toud. Please avoid talking loudly in a crowded
situation. If possible go to the person-and greet him. ' ’

Importance of Greetings and Responses 3

| We need to understand that when we greet people or respond to- their greetings, we

are actually wishing for their well-being and hope that they will have a good time. For

.instance, if you meet a person who responds to-your ‘good morming,” with a hne such

as, ‘Who said it was good?’, the response, if taken seriously, besides béing rude,fls very
hurting. We are not categorizing the moming as ‘good’, rather we are simply’ wmhmg
that it should be a good morning. . -

Meeting People and Introducing Yourself

What would you do when you meet someone for the first time? We usually greet the
‘other person properly as per the de__mandé of good etiquettes.

After greeting the person we tend to introduce ourselves. i

What is an Introduction?

An introduction is a formal presentation of one-person to another, in which eachis told
the other person’s name and other relevant details. ]

Why do you need to be good at introductions?

In an introduction, the person you are giving the introduction to, expects you to'be honest,
knowledgeable and confident. If you show dishonesty, ignorance or lack of confidence,
then you shall lose credibility that will be-very hard to earn-back. As the saymg goes—
*First impression is the last impression.”

What details should be known to you about the person you are introducing?
The details that should be known are as follows: Name, age, address, contact number,
e-mail id, religion, caste, height, weight, qualifications; experience, family background,
conveyance, languages known, marital status, aumber of dependants.

Precautions

e Be properly dressed: There is an old saying, ‘Clothes maketh a man The
person you are mtroducmg yourself to or intreducing someone else to should
see you and the person you are introducing, properly dressed Your attire should
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make a good impression on the pel:son. This will make him/her more receptive

towards-you.and the person-you are introducing. A simple attire with limited.

accessories like ear-rings, bracelets, can make a better impression than an
overtly high fashioned and Ioud coloured cIotliu'ng Make sure that your clothes
are clean free from any types of cuts torn parts.

Physical ailments and deformities: At the initial stage of the’ mtroducnon,
do not-refer to.your or the person’s (whom you are introducing) deformities
or ailments even indirectly. Many people do not find it acceptable if you start
with a statement like —*You must be Mr Hardy. Sir, T've heard a lot about you
and your rise to success despite your blindness.” This is not a compliment. It

is rude and unacceptable Many people who are physically challenged, want ’

to lead 2 normal life and not be reminded of their deﬁclency Similarly do not
start by —Madam, I know that he is lookmg a bit dull todsy because of the cold
he has caught but he is quite well qualified btherwise.” Aifments and physical
deformities should only be discussed with a physician or Doctor.

Avoid untldy habits: During an introduction, do not engage in untidy habits
such as picking your nose, tapping your feet, scratching yourhmr rubbing your
face: They may appear nauseaung and repuisive. Identify such’bad-habits and
try to get rid of thern as soon as possible.

Keep cool, do not freeze: We ﬁnd this advice on top of jam bottles— to keep
the jam bottle in a cool place llke a refrigerator but not to freeze it in the freezer.
The same holds true in case of an introduction, You need to look reserved and
confident but if you overdo it then you may appear 1o be snobbish and rude.
One would like to be introduced to or by a gregarious yet réspectable person.
So, this balance needs to be. maintained. -

‘Mind your lang}laée: Use'of foul language and abusive words afe unacceptable’

in decent society. They should be avoided despite the knowledge that the person
to whorn you are introducing yourself to is known to use such a language or
is comfortable with it. ;

Open mindedness: Ti'o a great degree, have an‘open mind for the person you
are taking ‘introduction from. Beware if-you have been advised from reliable
sources regarding the harmful qualities of the person but courtesy demands that
youl give the person a chance to prove your sources righ';:' or wrong:

P

4.14

Summary .

The importance of soft skills in the world of business today. can hﬁrdly be over-

emphasised. Since busiriesses exist For the benefit of people-and people corstitute the "

core asset of most business organisations, soft skills assume' great significance, Soft
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| the busmess organisation.

. . . - D' . L . ] .
skills.are considered to be extremely valuable across corporates and businesses, Unlike
P . . « a i, .
the knowledge of specific subjects and expertise in.functional domains; ‘soft skills are
of value irrespective of the functional area and nature of business.

Soft skills are ‘of large variety and-are inclusive in nature. Tn 2:sensé, all those

skills which fall oufside the hard skills category could be listed under soft skills. Soft

skills. and management skilis have a lot in‘common. ‘Obviously, managers. in’ business

| organisations, need necessarily develop a variety of-soft skllls to’ become effecnve

Personal skills can be of w1de variety. Cultivating them'in a conscious manner; ‘enables
the'individual to fiinction eﬂ'ectlvely as an employee, a manager or a useful member of

L]

Lanﬂuage can be described as a vehicle of thought It is 2 method of expressxon
Itisa vocabulary with its usage being prevalent in one or‘more régions or countnes
Languages are also known for their features. Thereisa mother tongue, thereis a reglonal

L

language, an official language, a. nauonal language and a global language. 'r=

"When a language isnota nauve language but one adopted from outside, it acqulres

* mixed characteristics, The widely used English language has variations from country to
country. Idioms, phirases and slangs ate an integral part of a Janguage. English language.
roe

has a-fair share of these and an effective business communicator shoyld be informec
about these, 1

A dlcnonary is-an important tool inthe teachmg and learning of vocabulaxy Teacher
should encourage students to.search words in dmtlonar_les Teacher should e_ncourage
students to-enrich and expand their voca"oulary There are different ways to expand the
vocabulary .of the students. Reading words aloud is also-vety beneficial. Jt* makes a
learner famrhar with the word and also i improves pronunciations of the leamers Role:
play s to create the presence of a real life situation in the pla_ssroo_m. Tt is unport_ant

in the classroom communication because ‘it gives students an opportunity to practice
communicatively in different social contexts and in different social roles.

Communication is -essentially a two-way process. It is a proces}s that; involves
at least two parties—the sender and the receiver or the.speaker and the listener. The

- - - - * - - . LI M - J

purpose of any communication is not achieved till the receiver receives the message
| which the sender puts across. In an interactive communication, listening accounts for
| about 50 per cent of verbal communication, The listening process can be .mderstood

best by looking at various words which are associated with listening. These are hearing,

1 decoding, sensing, understanding, comprehendmg filtering, absorbmg, assumlatmg,

empathizing, remembering and rcspondmg ]

?

Passnve listening refers-to inert or mdlfferent listening. There is-no conscnous

'| effort to recexve and.absorb the message. Active listening:is the most desnrable type of

*




P

llstemng Ini this case; the listener makes conscious efforts, o listen attentively: decode

the.message and absorb it through a participative process..

* Intervnews need-not necessanly be very serious affairs, Intemewers are normally

" required‘to conduct interviews of numerous candidates in a time- bound manner, This
results in certain tedinm or wariness fof the interview panel, especially towards the end.

Conversations involve personal interactions between two or.more people-about”

something of interest. There are basically; four modes of conversation. Thesc arc
débate, dialogue, discourse and diatribe, Most oﬁen 'our means of communication as
we communicate with others is dlalogue

Dialogue ‘can be. snnply c}eﬁnedm an oral commumcatlon when two or more:
‘people take tumns to put; forwzmd their points of wew along with non- verbal cues, to
often reach a conclusion, Accordmg to Grice,- when. the speakers ‘or participants are

gettlng involved in a particular |c0nversat10n then there has to be a direction of the

- whole- conversatlon Whenever aJ conversation is happenmg, we have to always respect

certain rules per&mmz to it to make it a successful one. It is temied by Gncc ax the:

CGoperative Principle, in which he proposed four Max1ms or rules of conversation,

. I
The Maxims are:

] B

‘& Maxim of Quantity o Maxim of Quality

*, & Maxini of Relevance o Maxim of Manner

Dialogue wrifing isa craft which can be learnt very easily..One needs to be aclose-
observer of human relationships as well as have a good command over the language to
write good dialog;tes.'The impdrtzlmce of greetings in daily life can hardly be overstated.
Leamning how to greet is important as it helps us to undefstand how to function in a
society, establish and maintain -pe'rrsonal_ relationships. 1\

*»

An introduction is affom_aal ?presentation -of one person to another; in which cach
is told the other person’s name’ a;nd.other relevant details. To a.great degree, have an
open mind for.the person you are; taking introduction from.

4.15 Glossary ;

e Professionalism: It means the combination of all the qualities that are, connectcd

with trained and skilled people
.o Adaptability: 1t means thle quality of being able to adjust to new conditions.

. Etymo!agy Itis the study of the history of words their ongms and how their
form and meamng have changed over time.

.o Idiom:Iireferstoa group of words established by usagc as ha\i'mﬂ a.meaning

L s L]

not deducible from thosel of the individual words. *

!
|
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! ;
o Non-verbal communication:1tis the non-linguistic transmission of information
~ through visua); auditory and tactile channels. |
e Braggarts: It means someone who proudly talksalot abouf himself or herself
and his.or her achievements or possessions. -
e Diatribe:’1t is a forceful and'bit'té{' verbal attack against sonfeone or
something,

e Dialogue: 1t means a conversation between two or more people as a feature

of a book, play, or film. !
o Debate: It means a serious discussion of a subject’in which many people take
patt, _ .

>

e Rapport:Itreferstoa close and harmonious relationship in which the people or
“groups concerned understand each otfier’s feelings or ideas and commuricate
well.
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Review. Questions

© o o

10.

What'are the different types of soﬁ'skifls?
What is the difference between personal skills and inter-personal skills?
How can soft skills be developed?

Describe: the various skills that a manager in a business organization needs to
develop.

Write a short note on idioms, phrases and slangs.

What is vocabulary?

What are synonyms? Give examples. *
Analyse the significance of language. '

Describe the skills needed to become. an expert communicator.

Explain some of the activities that can be undertaken to improve language skills

of ledmers.

11.
12.
13,
14.
15.
16.
17,

What are the four levels of listening?

What is passive listening? )

Examine the process of listening.

Discuss the different skills required_during interview. .
What are the rules of a conversation? ‘

What is 2 diatribe?

Mgntion the precautions to be taken in an introduction? | R



.

18. ‘What is the-importance of greetings? : Conversation in Real Life

: . . . . Situations -
; 19. Examine the four maxims of conversation. '

4.17 Further Readings ' Notes

¢ Madhukar, RK. 20{}5 Business Communication. Noida: Vikas }?ubllshmg.
House.. , 1 .
- o Chabbra, TN. 2004. Eusfness Communicaﬁpn.caucepts_and Skills. New Deihi:
. ‘Sun India Publication.
i o Young, Dona. 2005. Eoundations of Business Communication, Indian Edition.
New Delhi: Tata McGraw- Hill.
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e Chaturvedi, P.D. and Mukesh Chaturvedi 2004, Business Communication
Concepts: Cases and Analyses New Delhi: Pearson Education.
e Bovee, Courtland L. and Joth Thill, 2007. Business' Commumcanon Today,

4th Edition. New Jersey Prentice Hall, <
e. Sinha, K.K. 2002, Business Commuinication. New Delhl Galgotla Publishing
! Company. . .
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'5.1. Learning Objectives

After studying the chapter, stunients- will be able to:
o Understand the tips fojr good public speaking;
¢ To know what a presentation is and how it differs from a lecture or a written
" report; . N

4

e To know about six great. helpers in presentation; o
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e To Jeam the tips about team and seminar presentation;

& To know the meaning, types and objectives of group discussion;
. :I'o be an effective participant in a group discussion; -y
e To understand roleplaying in group discussion;

e To leam 4 Cs of effective group discussion;

o To understand essential skills for effective group discussion; .
e To note the Do’s and Don’ts of group discussion; *

o To understand the meaning, nature and fypes of in"tervicws‘;

o To learn the art of condircting i_nterviewsf '
- To know how to successfully attend interviews;

. Understand the importance of body language;

. Explain the different types of group discussion.

5.2 Imtroduction

;In business organizations, presentations and public speaking by the executives and other
personals are régular‘feamres. No matter what the area of responsibility is or what type
of organization is for which you are working, you have to give a-_preserftation or speech
- sooner or later. You may be asked to talk to colleagues, clients, suppliers for the general

| public. Youmay be asked to speak for 15 minutes or-one hour. Hence, public speaking
'| :and presentation'skills are very much essential for professional excellence. Technical

skills account for 22-25% of professional excellence and rest depénds upon soft skills
“that include public speaking and presentation skills. Speaking effectively and making an
“effective presentation is a skill that can be leamt, studied and polished. In this chapter,

‘| guidelines are.discussed in learnirig the teckiniques/skills 6f making presentations and

public speaking.

The group discussion is a personality test, most popular with public/private sector
undertakings, government departments, commercial firms, IIMs, universities and
‘_other organizations, used to screen candidates, after the written test. Tt is.2 part of oral
‘comufitinication:"The entire'study of communication would remain incomplete'if there
was no-analysis of the system of group discussions, To judge the abilities of students
prior to their ént;-y into any organization, the commuiiication skills of each one of them
are tested, The ones who qualify at this level'-are. further subjected to rigorous interviews

where, under pressure, their responses are measured. !

Group Djscussion (GD).is an activity that calls for application. of a:variety
of communication skills such as speaking .and listening, questioning, giving and
receiving constructive feedback, presenting information and effective use of nox!l-verbal
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communication. Group distcussion is an important aspect of consensus-building exercise - Public Speaking Skills

in everyday communication but’it is more significant in-a corporate environment. In
fact, many of today’s -con?panies rely entirely on team work'and group interactions.
As a manager, instead of just blindly forging ahead, it is always a good idea to solicit
your group's input. Achieving success in this. eqdeévour however,'needs sKill. That is
why companies are looking for people who can interact successfully in groups arid make
useful contributions {vorkh'lg together. A group discussion‘is a great way to -validate and
generate new xdeas Dlscussmns are not only producnve they re-also fun. p

In the process of selection and recruitment, mtemews play an important role.
Interview is a formal mechanism through which the recruiters-or the, companies or
the organizations are able to find the employees who dre the most suitable to-the jobs
for whlch the interviews are held. An interview is w:dely used.not only in-employee’s
selecnon but also- for plal:ement, orientation, disciplinary action, exit or. separation,
counseling and general problem solving.!, An interview reveals the views, ‘ideas and

attitude of the person be_m'g interviewed as well as the skills of,_tl}e interviewer. Both
*the interviewee and the intérviewer must be well prepared for;the interview. Interviews

are atways, goal- -oriented, 1wnth the aim to assess suitability and make a selection, In
thxs chapter, an attempt is made to discuss the meaning of mtemew its types, tips on

_preparing for interviews and other fundamental aspects relating to an interview.

People may, achieve much by acquiring knowledge and skills but lack leadership
and communication skills. Some of the highest achievers may rarely speak unless they:

_have been asked a direct Guestion and even then, their responses may be limited. Group |

Discuss on canbe used as a vehicle to encourage thought and to practice a wider range
of skills, specifically comn‘mmcatlon and problem solving skills that may be required
in their future working life] Companies make use of this technique of filter people in an
interview. When a large number of interviewee turn up for the interview this becomes
the most important round for screening people. In Group Discussion, companies shortlist
only those people who have necessary skills like listening skills, a proactive attitude and
leadership qualities but at the same time he/she should be a team player and possess
peoplé skills.

Groups Discussion i§| an important.dimension of the job'seléction- process. Any
job requires employees to work with others for-effective functioning. Therefore people

. skills are an important aspéi:_t- of any job.

53 Public Speaking .

‘Public speaking is a taik givt'en to a large:gathering whose content is light. It is given on

occasions like an anmversary or an inauguration. Its purpose is usually to encourage,
apprecmte, congratulate or‘entertam, it is followed by applause from the audience.

p

Notes
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Persons in responsible positions must be good speakers as there are many occasions

when they- are required to address an.audience: Being able to speak well is:an asset in
any profession. Speaking skill can be cultivated and developed with some knowledge

of the formal aspects of public speaking, -and with practice. ~ 5

Notes

s

The inost important requirement for public speaking is its preparation. Even persons

.| who have natural skill i in speaking need preparation to deliver a gocd speech

K]
x *

54

. C_haractexjistics of Good Public Speaking er Good Speech

i 1.

o
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(). Whether _the, audienceis general publlc or specialized?

(ii) How large is the audience?

ra

Clarity: Clarity is the first main characteristic of a good speech. Yourspeech shoutd
be eminently siiccessful in conveying to the audience the ideas, emotions, facts or

“arguments, you want to express.

In the manner of an informal talk: A'good speech is.closer to personal nd
informal chat between two. close friends. When deliver speech; there should be a

perfect rapport between you and the audience. !
!

Speech should be vivid and concrete: The speech should be vivid including it

) concrete facts easy to comprehend and visualize, ° ¢

Makes the speech brieft The concentration of an average audience does not, last '
more than twenty or twenty-five minutes. “Therefore, an ideal speech should not
exceed than this, unless the audience is motivated by certain interesting facts during
the speech. - i
Speech should be interesting Quotations, anecdotes and humorous touches’ often
make.a speech very interesting. The quotations should be familiar and accepted by
experts cnly be used. Anecdotes should be new, brief and in good taste. Humdur
should be typlcal spontaneous and gentle. . LY

Aud:ence—onented* A good speech is-always being audlcnce-orlented For'
dehvenng audrence oriented speech, one should consider:’

b r—— T um
-' F

(iiiy What is the age group of listeners?

(w) What-are their socxal religious, pohtical and economic views as weIl as

prejudices of the listeners? ¢
I
(v) What would be the response “of the expected audience? '
Preparation work has to be done in four stages, viz:

(i) Finding out the environment in which the talk is to'be delivered.

(i) Preparing the text and the required visuals, __ .

'

(iif) Takingcare of _'speaker_’s physical appearance and personality.
* (iv) Practicing delivery of the talk.
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5.5 ‘Tips for Good Public Speaking: BE Public Speaking Skill

Speeches are difficult for most of us. The techniques can be adopted to improve the
public speaking. l K )
1. * Selection of the tople for speech: Your first- step in formal speech makmg is to Notes

determine the topic. oif your presentation. In some cases, you will be asslgned a

+ topic, usually one within your area of spec1ahzat10n In fact, when you are asked

tomake 2 speechona sPeclﬁed topic, it is Ilkely 1o be because of your knowledge

ofthe top:c In some cases, your choice of topic will be determmed by the purpose

of your assignment, as when yoi are asked to welcome a group or introduce a : |
speaker. In your search for a sultable tOplC you should be guided by three basic

factors. The first is your background and knowledge. The ‘second basic factor is

- the interests of your audlence Thé third basic factor is the occasion of the speech.

Your selection should be ]ustlﬁed by all three: factors - ' N

2, Preparanon ofthe speech After; youhave dec1ded whatto talk about you gatherthe |
+  information you need for your speech. This step may involve searching through your
. mind for experiences or ideas, concluding fesearch ina Iibrary or in company files,
gathermg information onhne or consulting people‘in your owr company or'other
‘companies. In short, you do'whateéver is necessary to get the information you need,
‘When'you have that information, you are ready to begin organizing your speech:
Although variations a}e sometimes appropriate, you s‘hould usually follow the |,

time- honored order of a speech: introduction; body-and conclus:on .

3. Guidelines for the mtroductlon of the speech: The intfoduction of a speech-has
much the same goal as the introduction of a written report: to prepare thel:steners
(or readers) to receive the message. But itusually has the additional goal ofa arousing
interest. Unless you can arouse interest at the beginning; youf presentation isalikel‘y
to fail. The techniques of arousing interest are hmxted only by thei nnagmatxon One
possibility is a human- mterest story, for storytellmg *has strong appeal Humour,

another possibility, is probably ‘the most widely used technique. Other effective
ways for gaining attemmn at the opening are by usmg quotations and’ questmns

In addition to arouslng_mterest, your opening should Iead‘into the thenie o_f ‘your
speech. In other words, it should set up your message as the examples above do.

4. Guidelines for orgamzmg the body of the speech: Orgamzmg the body of - your
speech is much like organizing the body of a report. You take the whole and d1v1de
itinto comparable parts. Then you take those parts and divide them. You contmue
to divide as far as it is practical to do so. In speeches, howevér youare more likely
to use factors rather than time, place, or-quantity as the basis of division because

, in most speeches, your presentanon ig hkely to built around issues and questions
that are subtopics of the subject Evenso, time, place, and quantity subdmswns are
. possibilities. You need to emphasnze the transitions between the divisions because,
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unlike the reader who can see them, the listeners may miss them if they are not
stressed adequately. Without clear transitions, you may be talKing about orie point
and your listener may be relating those ideas to your previous point. ’
5, Conclusion remarks of the speech: Like most reports, the speech usually ends
by drawing a conclusion. Here you bring all that you have presented to 2 head and
achieve whatever goal the speech has. You should consider including these three
elements in your close: (1) a restatement of the subject (2) 2 summary of the key
points developed in the presentation, and (3)a statement of the conclusion: Bringing,
the speechtoa cl1matlc close—that is, making the conclusion the high point of the.
speech—-—ls usually effective. Present the concluding message in strong language—in
. words that gain attention and will be remembered. In addition to concluding with
a summary, you can give an appropriate quote, use humour, and call for action.

5.6 Importance of Public Speaking

In an orgamzatlon, there is always a paucity of effective speakers who can posmvely
speak about business. Lack of this ability makes public to see business in a negative light,
Poor presentatlon of business managers to the outsiders can be a cause of business fa:lure
Hence, it is through external communications that busmess presents its message to the
public. There is a need in business for persons that can effectively present organizational
viewpoint to-the outsiders. . }
Public speaking'is itnportant in many. different ways, because it-encompasses SO
many aspects of our lives, we will consider public speaking from the standpoint of the
individual, the organizatjon, and society in which, we. live. ’
The Individual ~ | .
When you apply for a job, the employment interviewer e\;aluates._you. on the basis of
certain characteristics. Your ability to communicate is one such characteristic, and it
comes across cledrly in an interview, Your ability to communicate not only influences
wlxéthe? youare hired but it determines your progress on the job. Employes realize that
it is the ability to communicate that often separates an exceptional employe‘e from the -
average ones. Being able to.organize your thoughts and give a public speech is another
significant determinant of your personal' and professional success, When you speak and
others listen and respond to your comments, it affects the way you see yourself an(l how
dmégs see you, Belng able to give an effective public speech enhances your self-esteem;
you feel good aboutyoursélf.

T

' ¥
It has been said that an organization is only-as good as the individuals who comprise

it Itcould alsd be said that an organization communicates only as effectively as do its
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individual members. Business has been blamed for many of ;he probleins facing society. _‘Pubffc Speaking Skills-
Such issues as the effects 6f aiutdmation upon employment and discrimination in hiring
must be addressed by people| speaking for business organizations. The energy crisis,

product liability, and the use of nuclear energy represent otherdimportant problem areas. __
Much-anti-business sentiment is due to public unawareness of the business position on Notes

such matters, There is a need in business for people who can effectively present the

orgamzattonal \newpomt to tlJ:[te public. The average business orgamzatxon does'a poor |
, job of acquainting the publlc with its eontnbutmns to soc1et_\,r From 4 communication
standpomt it does not matter how pure the motwes of the’ ‘organization are, What the
matter is, what the publlc knows about such things and how the public responds to this

knowledge of a company’s activities. Unless the public is made aware of what business

is doing and why, the bet of mtentlons on the part of business will be of no avaﬂ ‘Only

through effective external commumcatlons can business present the: information that

is most _,hkely_ to result in a desirable image. One of thte most important aqd}eﬁ‘ect_we.
formats in which to present that information is the public speech.. i

* 4t

The Society

;' - - .
We live i a soelety in which the free expression of ideas is not mérely tolerated, but |

encouraged. Tssues are analyzed and pomt of views are presented in many dxﬁ‘erent
formats. Newspaper edztonals town hall meetings, and dlscussmns {or arguments) are
a few settings in which opmlons are aired on those subjects about whlch the partlclpants
feel strongly. Our society thrives on this free expressionof 1deas, for it is:through such
| interchange that a balanced perspective is maintained. When a certain point of view | .
| ceases to be éxpressed, however, perhaps for the lack of someone willing and-able to
speak out, that viewpoint no longer influences sociéty. It is often through public speaking
that ideas are presented for plllbﬁc evaluation. This was as true in the preliminaries to
the Declarat:on of . Independence as it is today in election campaigns at.all leyels. It is
as evident at an annual meetmg of stockholders’ as at a- monthly union Jocal meeting. i
For Jack-of an effective speaker, a good idea may faxl tp get consideration..A lack of
articulate opponents may result in the passage of legislation of little merit. Continuation
of our free society requires willing and articulate people of every view.. :

5.7 Need of Public Speaking

Information -
When you try to teach the listeners of fo explain something to them, your general -
-purpose is to inform them. The best example of such an informative speech can be a
classroom lecture. These are ihtendegl‘to change the certain believes or aptitudes of the

listenets. A persuasive spee_glﬁ"helps to get.a covert response: A covert response is not;
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English Communication readily dpparent to the speaker or to an observer to apprise the listeners with something
- completely new to thent. Informative speeches update listeners who are already having.
some knowledge about the subject ) by

Notes , Persuasion |

Another general purpose of publlc speaking is to persuade the listeners. Persuasmn
aims to,change the beliefs or aptitudes of the listeners. A persuasive speech helps o,
get a covert response. A covert response js not readily apparenily to the speaker' orto
an observer, When a union leader tries to convince.the fellows that the union, have the
fellows interest at heart, he is seekmg a covert response, L.e,, acceptance of an idea, On
the other hand, persuasive speech helps to get am overt response. It is a resporise that is

observable and measurable. g ‘

Entertainment . ; . i

" Another purpose of public speaking is to entertain. This meafis 16 apprise the lis%eners
with something completely new to them. ‘Informative speeches update listeners who
- are already having some knowledge about the subject. Above are the general purposes
for making a speecil but there can be infinite number of specific purposes for-rri"aking'
it, It all varies. according to the order to develop and it can be an impediment between

¥

the speaker and the dudience. N

+
- i

5.8 Maodes of Delivery in Public Speaking

" There are four main modes of delivery used in publ,ic' speaking:
1. Impromptu
2., Extemporaneous
3. Memorized
4, Manusg}ipt e : . !

The impromptu speech is delivered with little opportunity to prepare. Its main
virtue is that it is spontaneous, its main shortcoming is that it is usually not well planned
When you are urged “say a few words” without any advance warning, what results is

| an impromptu speech. ' Tt

' Extemporaneous speaking is somewhat more formal than-impromptu speaking.

. | You have an opportunity to plan, and the resulting speech is better organized than an

impromptu speech. You will usually rely somewhat on notes, but-you will not read to

the listeners, Most public speeches are delivéred extemporaneously. I
Amemorized speech allows for a well-planned expression of ideas. When presenting

a speech from memory, however, speakers have tendency to lose a certain ‘amount of

naturalness and sometimes sound and look quite wooden. The possibility of forgetting

/| the speech is another negative aspect of the mermnorized speech.
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Manuscript speakmg11s relied:on for more formal occasions. Speaking from a Public Speaking Skills

manuscript, you are able.to be very precise, and you can carefully control the exact
message the listeners receive. Of course, it generally takes s longerto develop amanuscript
speech, and frequently the manuscnpt becomes a barrier between you and the llsteners

5.9 Checklist for'E_:ffective.Plibli'c Speaking

L

: ;16: Humour - .

The ability 10 spéak:eﬂ'ectlively depends upor; some 't}g’de? and ql}gi]iti_es!.v.\_lt is- also

dependent upon communication situation. The following is a checklist of features that

are frequently associated with effective speaking'skills. ¥
1. Sglf-conﬁdence ._"

Knowledge of the topic - , ’ '_ !

Understanding of the audience ‘ . ’

Proper arficulation

Pleasing voice.quality N

Sincerity

A

S
Emotional control

O N e s WM

Fluencgr" . -

eyt

9. TFriendliness

10. Reasoning ~

il. Sympathy ’
12, Open-mmdedness « ¢ ‘
13. Humility o, _ _—
14. Responsiveness . . sA

kN

=

15.  Awareness - T - }

17. Forcefulness # * - * re
18. Spontaneity -y S
19, Tactfuless ° . ' -

20. Intelligence . ) o o,

r * “'J
i, & I ™ ete v

5.10 Checkhst for Discussion Skllls it

. . Y I T
Discussions ‘ate important .means_; of exchanging information-and taking decisions.-A

good communicator should be skillful i discussiohs. This requires mastery of discussion
skills.-_jfhe-.folloy\iiﬂ'gj_.is a checklist'for discussion skillss ~ -+ A
1. The participant should take initiative as itis one of the leadership-qualities. - ,

-
* 4

- -

; -

e
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2. Apefson takirig paitin the discussion should be a.good listener.

3. ‘The participant must know-his subject matter thofoughly

4. Aparticipant must’ state his points in discussion w1th convxctlon

5. Anparticipant should use s;mplc and short statements in chscussnons for achlevmg
eﬁiclency ¢ - ; _4

2

6. Aparticipant should be deliberate-and- slow in presenting hxs points. :

Besides the above, following points should keep in mind for enhancing discussion
skills.

1. Provide opportunities to others to speak in the discussions.
Substantiate your point. .
Do not speak loudly in the discussion.

Do not adopt a negative stance. i
Have a control an body movements!
Strictly follow the principle of the communications.

Use your analytical skills in presenting your points. * -

‘511 Essentials for Reducing Stage Fear

1. Select a topic in which you are genuinely interested.
2. Learn as much as possible in advance abov;t your audience and about the setting
in which you will speak, The more advance knowledge you have on these matters,
the less uncertainty you will feel.

Prepare your speech thoroughly. Lack of preparation is amajor cause of stage fright.
‘Write your main points on a.note card to avoid forgetting.

-3
Practice, but do not memorize.

AN U

Space out your practice sessions, Rather than practicing for two hours!the day
biefore your speech, practice for shorfer periods for six or seven consecutive days.

7. Each time you practice, go through the entire s;;eech. In this way, you will geta

~ .

feel for the whole message.
_ 8: Throughout your preparation, always keep yourself to apprise the.listeners with

_something completely new to them. Informative speeches update listeners who are

already havmg some lmowledge about the subject: o t »

L

9 While awmtmg your ir furn to speak, sitjna relaxed ‘even hmp posmon
10.. While waltmg.yoy& turn’, breathe dg_ep_ly.,

11.. Know your introduction éspecially well. This:will ease-youinto your.speech.

¥z

[

12. Referto yournote card when-necessary. 1

130 Self Learning Material - i




T

% {

13. Focus your thoughts on'yoir message and the:requﬁse_-you are seeking rather.
than on yourself. ' “
14. Use gestures and movement.to emphasize.important points and your tension will

be reduced during the speech. . “ . . -

512 Presentation Skills

Apresentatlon is essential for the students researchers and working managers in today’s |

fast moving busmess environment, If’ presentatlon is effective, it creates a good impression
about the speaker and it clearly communicates the information. The preseritation also
reveals the attributes of the personality of the speaker, i.e. confidence, fluency, style and
conducting discuséion and debates. Business preséntation differs frompublic speaking?
(Refer Table5.1) "

Table 5.1: Difference between Business Presentations and Public Speaking

[ Poins ot Diffeterice”

‘Business Presentations .

| Pitblic:Speaking

s,

Ainy of speaking; To give the andience’ what] To give the audience what they
| : * *lthey know they need believe they want o
- ‘Type of audience | Generaily homogenous: in| Mostly heterogeneous !
'@%‘5’ * = |terms. of -their'kﬁowled_'ge‘, v _ “-—~,_ e
" 1 area of dcademic’or e _
o " . | professional.interest etc.. _ o S |
Expectations'of | Complefe details about the | Do ot expect alot of details
audience - '
Amount 6f, e I.essf%g_ " ;ﬁ
‘information: - ~ . DO
|Levelof. mteractmng%% More,gsthe audlencemshes Less,asa general understandmg
LIRS ) _ |'fo understand 'the topic|is desu‘ed by 'the audiénce A
- . thomughly . A - e
o

A preséntation is a live mode of shiaring informatior’with a select audience, It

, is'a form of oral communication in which a person shares-factual- information with a
particular audience. We can define presentation‘asan oral activity.using visual electronic

aids to discuss new ideas and information with a specific andiencein an impressive and

convincing manner, P ¥

513 Features of Presentatmn

;1. A presentanon is mot a lecture. Classrooms lectures have well defined educational
objectives. Students raise questlons and answer questmns put by- the-teacher. A
classroom lecture is ideally a. two-way communication process, Bt prcsentatlons are
one-way; initially. The audience sits through hstenmg, watching; and takmg notes.

-Public Speaking Skills

Notes
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English Communicition 12, The focus is onpersuading the listeners to buy the ideas that are shared.
3. A presentation hasa well-defined format. The audience sits through'the delivery
without interrupting-the presenter and after:the-completion:of presentation, the
Notes audience is inqvited to ask questions or seek clarifications; ~
+ ~4. A-good presentation must cover the following aspects:
. Facd - - .
i -(i)> There should be a-clear structure with an introduction, discusgiop, .and.end,
= . . ¥ o ~
(iiy The facmfand»ﬁgures- should be visually present in tables, graphs, dnd charts.
i (iii) The different colours should be used to make the presentation of the contents
atractive. * . ~ &
(iv) The presenter should show an understandmg of the audlence s needs and level
) of understanding, while discussing his/her ideas. '
. ) v) Humour and anecdote should often employ to create a good relatlonsh:p ‘with
‘the audlence.. _ " _{
(vi) Questlons should be given senous attention and must regard as an essennal
. ' pat of preseritation.
5.14 Elements of Presentation .
~An efficient presenter prepares the presentation with great care as his/her main purpose
) is fo convey the-message effectively. It involves proper prior preparatmn and planning.
There are three fundamental elements of a-good presentation. .
. Eleménis'of Présefitation
: : .
= B ) ¢ . L . ‘r . T ¢ -1 . '
- B - . ] ‘_&—4_\__ 5
Presenters Aralysis . AudenceAnalysis®, | [ Presentapn Design *
. 1 L Presenter’s analysis: As a presenter, you need to focus on the. fo}lowmg aspects
*  before making the actual presentation.. N L . .;
(1)  Idemify your‘purpose-achleve-.-w .t .
(u) Analyze your-audience : » L .
(i) Identify the need o ‘
¥ (i) Collate your mformatlon - I
— X1 ﬁ - ¥
- (¥)~ Design your commumcanon - + - 1
iy Txme your presentation i
b £ -, L‘e‘ tar 1 .
,(\m) Declde on-the vlsual alds to be used ‘;‘
¢
(vm) Study the Iocatlon “ VoL s ]
$
‘i.
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commumcatlon

_ necessary. In this context, the following points.should be noted.
(i)

]
-

attitude of the: audlence

{{i) .~ Determine the Ifmguage of delwery and’ seIectlon ofi anuts
(iit) Understandmg the audiende’s needs.

(i) Never gonqtder,your:audlence to be a.hostile group:
“(:v_)_ Always look for some smiling faces _amo'ng the listeners.
(vi) Make eye contact with theri.

(vii) Remember the purpose for which you -are addressing your atrdience

’

Also, keep in ‘mind that different persons attendmg your presentation: may be
Iookmg for different: mformatlon related to your topic, according to.their own interests -
or needs. Therefore, define the focus and | scope of:your presentatlon at the very oufset.”

3. Des:gnmg your presentatmn' Think of a- presentahon in terms;of a -journey;
designed. to' take an audience to a pre-planned destination..Use this analogy.to
. identify the key points of your message; prioritize them and all allocate each one

an appropriate time slot. Nearly all presentations should fitinto asimple structure, -

This comprises four clearly identifiable parts and timing of each pz}r't"too:

I Introduction (Tell them-what you're going to tell them): " 3 misiutes”
(i) MainBody (Tell them)- - 15 mimtes

(ifi) Conclision (Tell them. what you have told them)-

(1v) Questlons & Answers (Dlscussmn sessnon)- 10 minutes

2 mmutes

LY

Agood. gulde for.the breakdown ofa presentauon is the 10/80/10 rule—-—whereby the |-

introduction and-conclusion are allotted 10% of the presentation time, with the main body
cormprising 80%. For example, a 30 minute presentation would have a3 minuté introduction
and conclusion and main body lasting 24 minutes. This formula can be applied to any .
length, of presentanon—-—as it reflects a good breakdown from the audlence 3 perspectwe

It is usually best to-plan your presentation to have.a question and answer session. .

at the end. Thts w:ll enable:you to deliver your message and then end strongly with a

zlear and concise conclusmn, before entering the relatively unpredictable area of tacklmg
questions from the floor.

5.15. Ten Steps to a Successful Presentation

There are ten basic steps which need to be  kept in mind at the time of makmg a,
yresentation. How successful ong is-at the end of the delivery is contingent upon. the
imount-of labour that has gone into.the seven preparatory stages

)

E

Get an idea of the number, nature, needs, level of knowledge and-likely |

Lot
e

The presenter as-‘self”, plays a Key role, in making the presentatlon a successful  Public Speakmv Skills

2. Audience: analysis: 'Be'fore making: presentation, audience‘anal’ysis; is very

Notes-

=
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TR Steps T % i _ .
l Consider the occasiomand 4 Know the: sphere and. concretrze 1deas I
objectlvee vy ' i - W e
2. Make'audiénce analysis .- | Meet. domands of the audience, . . .
3:-..Kn%w._gyégg:_tﬁe._locaﬁOQ .y -AGQEalnt-Y00r§¢1fvmh_3ﬂ;le;venuei%gjganizess:,_.
.- #.ete . . A E &%f
4. Decide the mode and manner of Secures the attentlon of the receivers
presentation: o 1 - . b i
| 5. Prepare the script [ Make a‘ééﬁﬂﬂéiit':pres’entdtibn' S, e
6. Preparataon of, e ) | Shoutd:  # v
(i) Visual'ai B Generate imteest, T e 0 F
(n) Handfﬁit‘s ~ zs 'Increase retefition - ‘[ ~
(111) Eéedback foms ) = | Asédss corpetence T
| 7. Rehearse " | Brings perfection, instills conﬁdence R
.8'--:C5ﬁ5idei'.’befr_§0nél.asbeets " 4.1 Be-presentable ift appeatance e
9. Ovetcoine nervousness -, 3 .| Be fearless and effective = 7 A
10. Make the presentation | Enables sharing:of.ideds; information'and.
S w o« % |knowledge - a
. y - . a P E ' :

Consider the Occasion and Objective

T,

It is important t6 know the occasion for which the presentation has béen organized.
The person who wishes.to make the presentation must lmow his proper sphere and the
purpose he wants to fulfill through his presentatton What is that, one aims to‘achieve at
the ‘end of the presentation, should be crystal cleat. One should not stray Or move away
from the main point or focal area. The more one centres round the thrust area, greater
are the ﬂ}flnces of the results being positive. ¥

o P
l = i

Make an Audience Analysis w4

It is most important for any speaker to understand for whom the presentatlon is'meant.
An audience is not just a gathermg of peaple; ‘it has a “collective identity. of its"own.
The presentation must be i in a:form and style that stits:and-initerests the audience and

-

the content and tone should also depend on the nature of the- -audiende: The age, séx,
nationality; educational background and experience of the audience present, "havea great |

W

relevance to the presentation. »

As an example, while consndenng the age factor-of the-audience, these clues can

it

-

beused:. - ¥

Chlldren Tovetolistento stones and dramatic presentatlons, teenagers are responsive
to new ideas and like mformatwe ‘presentations and senior citizens like to be reminded
about the good old days. T




v

Get Acquainted with the Environment/Location

The speaker should be familiar with the physical environment: The size:of the room,
the seating arrangement, speaker’s position vis-3-vis the platform or podium, setting
of the mike, lighting and ventilation, positioning-of the visual aids, etc., should be well
planned out and observed in advance.

-

Decide the Manner and Mode of Presenta’non : ‘

“The speaker should decide whether he wxshes to achieve the ohjectwe by.a formal
~ presentation or:a, non-formal one. The speaker may select any of the following modes
-of presentation:

1. Reading: A written script:may be used to present’ ‘the whole mattér. It helps to

maihitain accuracy, but eye contact may be lost in the process. Very few speakers
can master this art of reading as well as maintaining frequent eye contact with the
listeners. . |

2. Memorized Presentation: If the memory powet of the speaker is to-read-aloud |

well, he may memorize the whole presentation and notuse any written material, but
in case, the speaker forgets in between, it leaves a very bad impression and spoils
the effect of the presentation. The best method i in this case lS to. make some brief
notes, and-refer to them in between, to maintain a smooth presentatlon "

3. Extemporaneous presentation: In this case,.the speaker does not me_mo?ize the

whole presentation, word by word. Rather, he takes somé ideas in his mind-and in
a logical order, presents them in his own words. A mental recap helps:

Plan out the Presentation: -Prenaration of Seript = ¢ a3 g

' 2
The most tedious and arduous task is the preparation of the script. A lot of effort goes
into the preparatory stage of making a presentation. This would become clear if you
wete to compare your presentation to the tip of an iceberg, 90% of which i 1s invisible
and only 10% is visible. While prepanng the script, thé speaker-has to keep i m mind:

1 Length of the script, dependmg on the time available for presentation,

2. Style of presentation, conversatlon stylc or formal spegch, simple and lucid or

nnpresswo and explanatory

3., Humour, making the talk more mterestmg and lively, to engage the audience more
fully.

Format of a-presentation/composition of the script: A rough plan for diiy

presentation may be made as-follows:
.1 Opening" ™% o T
(x) Introductory remarks

(ii) Stating the objectlve of the presentatlon . -~

Public Speaking Skills
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‘| "cane according to this sequential arrangement. To* L. ~

(iii) ‘Creating a rapport with the'audience. * & P A U Y

(iV) Drawing the outline of the presentation: *.
2. Middle: - p

() The main body of the presentation,

(ii) Exatnples and visual aids,
(iii) Explanatlon of the topic in pomts as per their prlo;zt;r R

a =

+3. Closing: S . 4 x %

ad {" 1
(1) Giving a clear message of the presentation. ) i

iy
N T T

(ii) _S:'ummarg of the presegtata__on.

* (i), Inviting queries. . . -
+  (iv)* Tharking the audience and organizers. 5 e
Presentation could naturally follow a six-tier process. Preparation should also be

g 1

i. Iee-breakef ¢ "k s “
2. Opemng i - k o
5 ot . :

3 Need foranew 1dea(s) or its delineation .
4, Theidea . n -“ .. L

5. Accruing results/benefits N ’ | !

"

6. Summary/cenclusion, i

el

Preparation of Visual Aids, Handouts and Feedback Forms " ¢ =

Visual Aids ' A T < -

- 13

;It is. always better to prepare visual alds much in advance of th the presentanon Leavmg
them for the last moment can on certain occasmns force the speaker to rush’through
‘the entire procedure As visual aids are used as supports to the presentatlon, error in the
same can leave a poor impact in the minds of the audlence Whatever, we. sée we tend
10 believe more emphatlcally and it leaves a greater and longer lasting i impression. So,
in order to make the presentation more effective, the s_peaker must make use’of v1_sual.
aids Tike chiarts, chalk boards; filmi slidles, trarisparencies; diagrams, midps and pictures
Handouts.

L d *

= -

| "Handouts should be prepared meticulously and carefully. .They-should -be gwen to

the. participants prior to commencing the session so that they can come pn;parcd at
‘the-presentation with focused queries. The time which would be otherwise spent in

“generating questions would be saved if this strategy is observed. These handouts should

be extremely well prepared as the participants are going to take them back after the
i
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session and probably share the same with friends and colleagues. A sloppy performance
will expose the speaker in a poor light: The quality of the presentation plus handouts, to
a great extent, deterimines your acceptance in the mxdst of thé participants. x

Feedback Fornis _ _ . g

Feedback forms should have also been prepared well in ’é.dvance sb that they can
be handed to the participants at the end of the presentation. Points which need o be
elaborated in the feedback form are: dooea T <

11§

I Information about the audience.  + g S or
Level of accep'tance'of the speaker.

Scope for tmprovement.

Inadequacies; if any, in the-_i;resentatiorxl.j

Expectations from the presentation. - .
To wha.{,exté!nt were they met.  ~ '
Gains from the session. “ v e

Scope for further interaction. # a0

F© TP N e e W N

aids, han_dling the group, empathy, listening, etc. - <
10, Suggestions, if any.

Rehearse the Presentation

‘ Making presentations is not simple. It is extremely 1mp0rtant for us to realize the
- sanctity of rehearsing to improve the quality of the presentatlon Unless and until the

presentation has been- rehearsed adequately; the speaker should not venture forth.to
make a presentation. The.more you rehearse, the better is your perfonnance in front of |-

an audience. Jn the mmal phases rehearsal is important to. do away with the element
of: fear In the later stages, it helps in brushing up the style of presenting and- reveals

your self-conﬁdence If this art is perfected, it can lead to acclaim and recognltlon, if _
-niot, 1t wﬂl reveal the speakerin a poor light. So it is required that one ) works hard for

pos:twe results.”

x A E 3

Consider Personal Aspects: Physical and Body Language

The audiences first see the speaker, and then listen to the presentation. A presentable,- )
cleandnd impressive appearance is of utfhost importance for the speaker. Formal clothes, .
! . .

proper hairstyle and a.good dress sense m%akc- the overall appearance of the speaker
| acceptable. . A
| .

_ Confident voice:and-posture, effective eye contact-and meaningful gestures make
-~up.a‘good body language; which also plays a‘vital role in the presentation. -

Grading of the speaker on varfous parameters such as; delivery, ideas, use-of visual -

Public Speaking Skills.,
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Engliéh'fC;mmuni'cafion - -Body support is one of the silent modes of communication which needsito be
polished and perfected so that it enhances the.overall effect of the presentation. Some

of the negative: repercussmns of body language are: ’ . f

1. nervous pacing, .

Notés:

Lo

excessive movement/rubbing of the hands, .
N e R = - " w a

covering the mouth while speaking, < g

using a‘;pen-or pencil as pointers, 5 -

- lack of eye contact, » on

S Sl

fidgeting, etc. Ao * *

Overcoming Nervousness

Even-an experienced speaker, in the begmmng of his speakmg career, mist have faced
the problem of nervousness. “butterflies inthe stomach”, “mcreased heartbeat”, “ shalung
legs”, “shaking voice”, and “forgetfulness” are the most obvious signs of nervousness.
The speaker can overcome nervousness by:
Taking few deep breaths in and out.

Making himself/herself comfortable with the audience. o
o . F

Boosting his own self-confidence. N

Proper practice before the final presentation. ol
Giving proper pauses for relaxation,

'Moying' about among the audience:

NS R Wy e

. Taking help of the visual aids. ,_ ,

| Making the Presentation; Do it! “ . ‘ !

' Everytlung about the presentation is ready. and so.is the speaker 'I'he only thing | leﬁ isto
face ‘the audience in a confident and positivé manner- -and leave amark on thcm When
the speaker xs in the process of finally presenting the matter to the audience, he needs

to be exlrcmely careﬁ.ll about the introduction and con¢lusion of the presentanon Whlle

' commencmg, one thing needs to be kept in mind: capture the attention of the aud:ence “

right at the start by making the opening, spell binding. :

Evén during the présehtation, the speaket-will have t6 put, in @ lotiof efforts to
mould them to his way of thinking, Different strategies could be adopted for the same;
Quiz, music.or game. These are commonly known as “jce breakers”, P

Variety in"the manner of presentation of material by incorporating vanat:ons Jim
the pitch and volume is important: Emphasis should be laid-on the right words and
at the-right moment. Together with this, the use of pauses cannot be neglected. If

-used ‘correctly, their impact.can be long-lasting. Pauses at correct junctures also give

- i »

i
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the.audience time to think and absorb all’that is being-said. It serves a dual purpose:
(i).reveals. that the speaker is thinking, modulating and ;speaking impromptu; ‘and
(ii) gives the listeners time to absorb the spoken:matenal

The speaker should keep in mind the fact that the conclusnon or the grand finale

is his show. How he conducts it, will determine if he will be accepted by the audience.
The preseiter should keep the fime factor in mind and reéserve the'last ten or fiftéen
tinutes'for the summary where he winds up his presenfation, incorporating all ideas and’
suggestions made if the ‘course of the presentation. In other - words, the sender should -

be sensitive to the-unspoken dictates of time and audiencé. He should know where-and

when to stop. 1 :

How should you deliver the Presentatlon" o ' /

B P T S

1. Do not read: A presentatlon is essentlally an oral face-to-face communlcatlon
Itis basxcally in the form of a well—strucmred dlscussmn with an objectwe of
makmg the audience understand the concept. To discuss your ‘ideas, you should
not read them out, neither ﬁ'om the screen nor from anythmg written’ out by you.
Iti is 4 common mistake to just repeat by reading out what the audlencehas before
them pro;ected on the screen, What you should do is to explain what is there on
the screen. You can draw the audience’s attention to the points pro;ected, numbers,
and figures shown on the screen. But the i purpose should be to explam them and
not metely read them out.-

2. Use*“you attitude” to ensure audience involvement: Tell the audience how your
“information is gomg to bring value to them: How'do they stand to gain from the'
presentation? Why sliould they listen'to you? Answer that question to be able to
make your presentation relevant to the needs and interest ofyour listeners. All such”
considerations act as motivation xmsers. They ensure the audience’s involvement

in your delivery.of the presentation. -
3 _Give the outline of the content: In the beg_inning jtself, tell the audience the
outline of the content of your presentation. This will help them know the contents

of the presentation. They will also be able to know the direction of your argument.

4, Tell them what next: Your listeners may ¢ not remember links and transitions you |

move through in your arguments:’presentatlon “You alone know when youmove,
from one stage or step to.another step., “You should, therefore, help your audience
know that you are introducing a new point so that they follow your sequence.,

Six Great Helpers in Presentatmn

To enhance one’s presentation skill it is absolutely imperative to secure the help of
the six great ‘helpers — the five W’s and the one H. The.concept of incorporating them'
as extremely nseful tools in the art of writing fiction was ﬁrst propagated by Rudyard

Public Speaking Skills.
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Kipling. Subsequent to-this, experts in various dlsc1plmes reahzed thelr need in specxﬁc
areas: Communication too, incorporated them as helpers to explam the basic. concepts

of presentation and intéraction. These are as follows:. - ’_‘ fe
Ll g % } 5 . = l
Wh ) . 1
“y F] e o F By * N l L

The puq;ose-.of presentation must be.clear to the speaker. It-is necessary.to be aware, _
of the real reason: forsmaking a presentatlon If it.is of a frivolous nature, where. the

| basic intent is furthering and.cementing of social relationships,: -problems do not; anse

Howevér, if the thrust.is; on intersection onented presentation, care must be. taken- to
concretize. deas. with correct emphasis. at appropriate junctures, Let us address some
queties which ‘might help us in streamlmmg our puxpose

> .
= u— e

Why am I making a presentation? What is the real reason for conveying my message‘?

‘| What does thie audience stand to gain from' my presentation‘? Tn other words, a personal

brainstorming session prior fo. fonnulatlon of ideas in 2 Togical sequence s nécessary;
This could bé done by listéning fo all ideas and thoughts that.crowd themind. Sorting
or prioritizing them in order of i 1mportance or manner of presentatxon can be done ‘ata
Iater stage: In the initial phase, it is 1mportant to hst down all’ xdeas Next one should
attempt to guess the reactlon of the listener: what would you achleve oraim to aclueve
through an eﬁ‘ecttve and efﬁclent transmission of; your message — a change of attltude

£

or belief, or an mcrease in knowledge on the part of the hstener" ' ;

-

Having answered this query, your purposwe message is formulated, whlch couId be

L.;.,To inform: Provision of information could be in the form, of details, facts and

‘ﬁgures are 7 . & ;
2! Topersuade: Adoption of face saving devices or politeness tactics such as “please” *
“thank you", etc., will be effective. * L S,

i
3. To persuade: Usage of talk tactics such ds, name dropping-or-use of power or,

position‘to.force-the co-mteraetant into, accepting your point of view: oﬂen helps

1
“in exércising your mﬂuence over the audience: f

4. To educate: Provision of all facets of the issiie’should be‘discussed, so. that there!

w ]

s g"feat'ercompréhensibﬁ- oir the part'of the receiver, : 7
{5 To empatluse. This means observance of an empathetic attitude. Empathlsc with,
'~ theinteractantand to feel or at least’ mdlcate that similar feelings are bemg shared.
It could be verbal, p.e. ,in the { form of expressing condolence or concern or 1t could:
be non-verbal, such as clucking of the tongue or putting an amm around the shoulder,
to show concern. - 'y
6. . To entertain: Usage of strategies, such as numoar, narration of anecdotes, Short;

quizzes or music will elevate the mood and break the monotony of the presentation.

- Ty ax

I
+
- .
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Who G

Who is my listener? Knowledge about the co-participant goes :':1 long way in meeting
communication demands. This is somewhat similar to an initerviewee getting
farmhar with the organisation to ef’f'ecnvelyr answer probable questions relatiiig to
the orgamsatlon Similarly, the personallty, education, age, status and knowledge
level of the listener helps in.deciding the format, tone and‘manfiér of presentation.
For example,‘speakmg to a group of young execuuves could entaxl a ecture-cum-
demonstratlon methodology; For that matter;- a lively and active encounter with the
Speaker would be the needfexpectanon of’a young andiefice. On the other hand, a boring
presentation would amply suit a-moronic boss. One important. quesnon which you
should keep in‘mind at the tiime of making a presentation’is; to gauge the reaction of the.
participants towards the content of the message priotr to.commencing the presemanon

“The response Of. the paruc:pants would ' be contingent upon their knowledge of the
sub_]ect 1§ their infofmation level is high. You would be forewarned fo 80 through your |

presentauon minutely.
of . v

£
¥

e -

Where and When . _F

These imply the place and: the context. After your message is formulaied, try and visualize
the posmon of your recelver ‘Where would he.be when he’ recelves it? The format.and
tone of your message shoitld change in accordance with ihe place where its° gomg 10
be delivered. For example, if a need so arises to talk of a hike i m the pay structure, the
.Place:of broaching the issue is"bound fo- make a difference. Let us take an example of
talkmg to the boss. o . i o

1. At the work place: It is always h'aqsaéiiOn-t;rieme:i},ﬁ,’i.e., geared towards the

ERS LS TR T S, s

"
2. Athome:Ttis a combination of transaction and relationship driented {i.e., furthering

“accomplistiment of a particular task.

-

and cementmg of socml relatlonshlps) cominunication,

"

While the first situation is extremely fonnal and precise,in the other, it is casual

_ and can range from formal. to informal dependmg on the relationship you share with
3

. the co- commumcator While an informal reIatlonshlp can bypass celrtam unwarranted
shps a formal rclanonsh:p can Iand yoi ina soup The relatlonshlp shared by the sender
and recelver is contmgent upon the exact. positioning of your. message in the context
of commumcanon - ~

What ) _— v, l .
This obviously focuses round the subject matter on the message. What exactly, do:you
wish to communicate and what is the need to'do so? The answer to these: qtleries can be

determined by studymg the: profile of the andience ThIS will heIp to gain m51ght into. |

their. antwnpated responses. Sufficient mformatlon about the listener would enable you
hY

-~
-
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_ " . | sympathise: - z . . o S iy
2, Who Atfributes of listerier—personality; age, education, 'status,’knowledge. and
_ anticipated response. . b g anbe . -
3, Where” | Placeformal or informal. S e T e e
‘4, When. | Context/time. % L -GN
J[i5:What | Subjéctmatter-scope andneed? " o

it prepares you for what needs to be used or done away with at the time of presentanon

-

How

.~

¢
How do we achieve the rlght effect? To what puipose can we use the five W's so as to.

secure the undivided attention of the audience? We can achieve this effect by the tone
at the delivery which we adopt to deliver the message. How would you organizeithe

| points? They should be organized in the order of importance, the main pomt followed by

subsidiary points. While organizing the i issues to be dlscussed, the needs of the audience
should necéssarily be kept in mind. $

¥

Organisation of the details in order of importance is in itself not sufficient. Certam
other factors also need 'to be kept i in rhind. Primary among them is.the use of words
Which words would be.most. effecuve‘? Which of them should be used -and which ones

| avoided?Colloguial(s) and sIang(s) should be rehgiously avoided. Though the temptaﬁon

may be. great to display one's knowledge or use of superfluous words, restraint should be
exercised, as this canaffect the quality of the presentation and make it Sound bormg and
monotonous. In place of these, you could use precise, simple and rion-technical words

Table 5.3: Six great helpers in Presentatlon *

‘Helpers.<% ;| Deiefinining Functions:<,

1:Why  |Purpose-to inform, persuade, influence, empatlnse entertain and

6. How Strafegies t0° be adopted—Words plctures, slides, tmnspareneles—whrch
‘ones:need10 e mcorporated ordeleted.s, % i S

‘Next is the tone, where suﬁiclent emphasis with adequate pavses will have ai'lon.g
lastmg impact on-the receiver. Together with the tone and the words used whlch are
equally rmportant, the selection of the appropriate medium for eommumcatlon of the
message should also be kept in ‘mind. You could use plctures or visual aids ashelper to
communicate your message. The message is always better received if it stimulates-and

1

appeals to both the visual and auditory senses. i

Conclusion Remarks i

1 Ttis s really not. all that dlfﬁcult making presentanons in frontof 2 ‘large gathering 1f a few
: factors are kept in mind. Prlmary among them i the attitude towards the snuanon as

v
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<

i

well as the a_ud.ience‘. You definitely need to-be positive. In case there is even an‘iota of
doubt regarding the stance to be adopted towards the partioipants, you must remove or
substitute it. The speaker should emerge as an assertive communicator, whose thought,
‘process'is positive as evidenced through his body sport or oral presentation,

The-speaker has to.break the ice and gain acceptance. If he can succeed in-doing
50, the pmseﬁ'tatioxi is a success.and the speaker's skills, laudable. It needs 2 lot of effort
but once a‘positive start has bBeen made, the going isnot. all thattough, as the andience
will themselves endeavour to make the entire sessio__n 4 successful one.

5,16 Team Presentations — A Few Tips-

Anather typé of presentation you may be asked to give is a group or'team presentanon
Group presentations requlre individial speaking skills plus- plam'ung for collaboratlon
T6 the following adaptations, you: 1should give special thought in your team presentation.

1. You will need to take special care to plan the presentation—to détermine the
sequence. of the presentation as well as the.content of cach team member’s ‘patt.
You also need to select carefully supporting examples to uitld ¢ continuity from one
part of the presentation to the nexi.

2. Groups should plan for the physmal aspects of the' presentanon too.~You should
coordinate the type of delivery, use of notes, graphics, and styles and colours ofattire
to present a good image of competence and professionalisim. And you should plan
transitions so that ﬁle.Eam will appear coordinated.

- o

3. .Phyéical'staging is important as well. Team members shiould know, where to sit or
“ stand, how visuals \".'rill' be handled, how to change ot adjust microphones, and how
to enter and leave the speakmg area. )

+

4. Attention to the close of the presentation is. especmlly strateglc Teams need to.
decide who will present the close and what will be said. If a summary is used the
member who presents it should attribute key paintsto appropriate team members. If"
there-is to be a question and answer session, the team should plan how to conductit.

S Teams should not overlook the:need to' plan for rehearsal time. Teams. should
consider practicing the presentation in its entirety several times as.a. group before
the actual presentation. %

These points may appear trivial, but careful attention to them«wxll result in a;

polished,’ coordmated team presentation < . i
;_:_ w ¥ * . (; o -
517 fSeminar' Presentation ° e I

A semmar is more mformal thana meetmg ora conference A semmar is held wnthm an.
orgamzatxon Seminar is a fonnal gathenng of people who have assembled together to

i
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.on the:subject.matter. “ - b

the following rules: ’ - H

o

exchange views:and experiences with one another on a specified topic. They conveise,
consult and disciiss the specified topic in detail to conclude @ common: understanding

r
L]

At the end-of the' seminar, the chairman'of the seminar should summarize-the

.} 'main-points-of the discussion and the conclusions reached, if‘any, He hasto evaluate

and indicate the success:of the group to develop a sense of acHieyement.a.Fiﬁal_l)'{,_; the
chairman should thank the participants for their contributiohs. Accurate recording and

editing of conferenee discussions.are necessary, »

After the sermnar a report should be prepared on its proceedings, Copies of the
report may be sent to the concerned authorities. Such follow-up.action is necessary to

- ' E

achieve the ,purposp_gf the seminar, ,

The success of a seminar depends largely on th‘e mental attitudes and behaviour of

. the participants. In order to make significant.contributions, part1c1pants should observe

4

T
L

ir £ l

2. Observe the participants. “ 1
3. Speak at the right time. '

1. Be well-prepared._

4. Control your emotions,
5. ‘Be accommodating, s
6. Be brief. ' w et

ke et e 3 rrirm

——t

5.18 Meaning of Group Discussion

-A. group discuission is a discussion among participants who Liave an agreed topic.! A

group discussion allows you to  exchange information and ideas, and gives.you the

: expetience of working i m atéam, In the work place, dlscussmns enable the management
*to draw on the ideas and ‘expertise of the staff and to acknowledge ‘the staff as valued

‘members of a team. Group disciission Help ; summarize the ideds and information that a
group of people may comie to hold as a-group, rather than the ‘information: held by the
individual:members. Each participant can stimulate ideas in the other people presence,

" and through a process.of discussion, the collective view becomes greater than the sum

of the individual pasts. . . S t

The: word- group. discussion has two components; group and dlsc:ussmn2 This
means that for an ideal group discussion to take place, two conditions are requn-ed

_ (a) an ideal _group, and (b) an ideal d:scusswn An ideal group is a collaborative g group

havmg composmon that fits well with 1ts defined-purpose.-An 1deaI dlscussmn -is;one

: _‘that is"aimed-at synthesizing various" vnewpomts in such a way that-it is’ acceptable to
call) Dlscussxon is an oral exploration of a top;c, ob_;ect concept éxperience: that leads to

consensus. It is therefore neither conversation nor debate. i

+




Group discussion can be defined as follows:

“A Group-discussion-(or GD as-it is commonly. calleti)'may*be'deﬁﬁed as aﬂ extended

commumcarmn oﬂen interactive among participants who have an agreed (serious)

topic. Group discussion is, a. group process. or-team buildings exercise where-views

of different team members are incorporated in order to reach a common goal”. This, :
group Eiiscussion is an interactive group acﬁvity aimed at distilling a collective opinion

acceptable to all members of the group. It is an activity whefe all members get fréquent

opportunities to generate and share their questions and ideas to arrie at a consensus.

5.19 Chargcteristics of Group Discussion

1. Group discussion, as the nam itself indicates is a group activity carried out by
participating individuals, It is an exchange of ideas among the individuals of a
group ona specific. topic. .. ' -

2. Itisused as reliable, testing device— mainly as'a tool fo assess all the candidates
in a group at one go—'in order to select the bestin comparative perspective.

3. Group discussion is an informal discussion in which parﬁcipanté of the same
educational standard discuss-a topic'-of current interest, - "

4. Ttis alsoknown as.leaderless discussion. It means its aim is to find out the natural
leadership level of the candidates. Strictly speaking, no one from the group or
outside will be officially designated as leaderor president or chairman or anything
of the sort. Even the examiner or supervisor who launches the discussion will

" retire to the background, No one will participate or intervene in the deliberations _

%

of the group. .
Group discussion is an exploratory exercise.
Group discussion is always intentional.

Group discussion is not a conversation.

0 N o W

Group discussion is not a debate.

520 Types of Group Discussions

There are mainly two types of group discussions:
Formal and Informal Group Discussions

Formal Dlscussions

These are formal and are led by the chairperson, Participants indicate a desne to speakin «
a predetermined way. They-wait for permission to speak and there are no interriiptions.

Ll

This is a large group-activity. ' s

A
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Real and éimul’at'ed Group Discussions

Informal Discussions ] b
In this context, tuﬁx-taicing.comes from'cues such as body language, intonation, eye gaze,
and knowledge of the social courtesies. This is 2.small group activity and all participants’
need to be visible to each other. Children need to leam the courtesy of turn-takifly and
rules exist to ensure this happens. th

¥ * K

- Corporate Group Dfsgussions (Real Group-Discussions) o

These ate those that take place in corporations and businegs‘organizations. These group
. . - . - L . ")
discussions are organized to arrive at 2 consensus decision on.an. issue that affects
everyone in an-organization”

{

: i
Group discussion has become a,popular simulation technique as a potentially effective

Simulated Group _I)is'cussion\s

way to improve communication skills. Simulated group discussions are also conducted as

- - - - 13 3 13 - - '
personality test of the aspirants prior to their entry to various institutes and organizations.
‘ L3

5.21 Objectives of Group Discussion

A group discqssioﬁ may have a‘my .of the following objectives:
To arrive at.a consensus,
To.get feedback,

T

[y +
To solve a problem,

To understand the-situation,

1

2

3

4. To collectideas,
5

6. To learn and train, and
7

To inform and.explain,

5.22° Purpose of Group Discussion

Following are the main purposes behind holding a GD: .

1. Toi increase Iearning and understanding: GD is always aimed at discussing an
issue or a topic in order to increase group’s. understandmg regarding that issue or
topic. For this reason, group discussion is not desirable when everyone understands
a particular topic. On the other hand, it is not possible if nobody understands. Thus,
for a GD to take place, there should be some who understand a particular issue and
others do not (as it commonly happens). When this is the situation, those who think

* they understand may find, While trying to explain, that they-don’t understand as-




well as they thought'they did. By the-same token, thoserwho thought they didn’t
imdc:_rstand,_:may-'in;the,'p_rocess of GD'perceive the answer to their own question.

‘2. To provide fd'r;exchange of information and ideas:. Another purpose-of group-

discussion is'to provide for healthy exchange of mfonnatlon and 1deas from a
~variety of perspectives. Different people have expertise in different ﬁelds have:

different way of thinking and way of putting things. GD hglps_ in mutual learning .

and sharing through exchange of information and ideas.. -

3, To generate ideas: When: people from different backgroinds, having different
experiences, opinions and insights interact with each other, some entirely new
ideas may be generatedin the process. It is-also very Ilkely tht a new’ ‘synthesis’

will emerge that will incorporate viewpoint.of all and yet will be different from |

each viewpoint, -~

4. To arrive at_a consensus decision and elicit commitment: The purpose of a

_ group discussion is to discuss an issueuntil the group arrives ata collective opinion

y acceptable to all members of the.group: Thus, GD 'is'_ar_i effective tool to-elicit

commitment of all members to.implement the decision. .
H vt

5.23 Essentials of a Group Discussion

.Thereare certain essenttal features of group discission. A group-discussion caxmot be |

Public Speaking Skills

Notes

successful in absence of these essential components, Briefly stated, it should be a good |- .

group and there shall be a good discussion. The followmg components must be taken
mto account to ensure an effective and successful GD: o

1 Group structure: This is first important ingredient and mcludes two factors

(i) Size: Generally speaking smaller the size of the group the better. But if the
giver task/ purpose or topic is extraordmanly challengmg, a larger group
may.be necessary because it increase the chanced'of high level thinking. Tf
this is not the case, then the group shall be kept small, as it ensures better
participation ofall. i

(ii) Ethnicity and gender: Ethnicity and gender consideration are also important |. '

while constituting a group fora discussion, A multiethnic setting of a group
can provide better opportunities for participants to learn from the variety of
rich experiences. Similarly, numerous studies have found that boys and girls
interact differently, Thus, it is better to mix gender in a group.

2. Group task (purpose and time limit): The purpose or the task at hand must be

~ clear to all the members of the group. In addition, the topic of discussion shall be |

_gclevaxii and lively. A group that collaborates well will not generate deeper thinking

if the putpose is unclear or the topic is not interesting. Sefting time limits is'an
important factor: Generally it:is seen that troubie starts when a group is given too
.much time. This' leads to too much purposeless talk.
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. Group preparation and participation: All individuals of the group must ‘be

prepared for the event. Lack of preparation 6n part of the group members resultsin
poor quality of discussions. Unless (almost) every group member is well prepared,
the discussions will flounder. Lack of preparation is one of the most common causes
for lack of participation. When an individual- member is unprepared, he will try to
find places to'hide.

. Group accountability: Group discussion is of better quality when members are

held accountable for their collaborative effort. Group accountability occurs when
the group as a whole produces a consensus report and the conclusion outcome or
decision amrived at-gets publicity as a group effort. -

. Planning and organization: There are two steps which together can appreciably

increase the quality of leaming (and the enjoyableness) of all .group discussions.
These are thoughtful planning and organization of the discussion. All members
should I'cnovs{ the date, time, venue and agenda of the discussion well in advance.

X Rul_‘es:'Rules; help in giving direction to the discussions, thus, rules are very important

ingredients of a group discussion. The following ‘Fiye Golden Rules’ must be
adhered to during a group discussion; . ,

(i) Leteveryone participate. . ¢ '
(i) Be critical of ideas; not people.

(iii) Agree to disagree. Ty
(iv) Restate what soi\neone said if not clear. ..

(v) Listen to everyone (even if you don’t agree).

. Role playing: In a group discussion, as in everyday life, 'pa;tigipants pla};r

toles. Some roles are ‘positive’‘and contribute to the group, while others are
- 3 - - ‘. - . . *

‘dysfunctional’ or ‘negative’ and interfere with the communication process. For

a group discussion to be fruitful, all of the ‘positive’ roles. must be performed by

. one or another member—but not always by the same member. Each participant

should be performing most or all of the necessary roles at one time or another. We
can think of these roles. (or activities) as being of three types:

(@ Roles which facilitate the tasks of discussing specific topics (Initiating,
_restating, summarizing).

(i) Roles which facilitate the overall tasks of'the group. (Gatekeepmg, i.e.'verbal
traffic managcment and timekeeping)

(iif} Roles which help maintain a cooperative and open atmosphere in 'the group
(encouraging, listening and tension relieving). :

. Mutual evaluation: The last’5-7 minutes of the group discussion shall be left

for mutual evaluation. This is the most important activity for the success of the:

r




discussions. All members should be involved to assess the groui:’s success in
covering the material and in diagnosing any difficulties which may have hindered,
it. Again, this will require openness and tact on the part of all members, and a
commitment to improve the process of communication.

5.24 Preparation of Group Discussion

Wlule selection tools and techniques like tests, interviews, etc:, prov1de good data about
an mdnvndual they fall short in providing real life data of how an individual would be
perfomnng.,m a real life situation especially a group situation. Team work being an

integral part of the BPO work profile, it is important to ascertain group and interpersonal

qualities of an individual, Group discussion is a useful tool to ascertain these qualities
and many organizations use GDs as a selection tool along with Personal Interviews,
aptitude tests, etc. A GD is an activity where!

1. Groups of 8-10 candidates are formed into a leaderless group, and are given a
specific situation to analyze and discuss within a given'tim% limit, which may vary
between twenty minutes and forty five minutes, or _

2. .’I:hey may be given a case study and asked to come out with a solution fora problem.

3. They may be given a'topic-and are asked to discuss the same.

Preparing for a Group Discussion

While group dxscuss:on reflects the inherent qualities of an individual, appearing for it -

unprepared may not augur well for you. These tips would help you prepare for group
discussions:

1. Reading: This is the first and the most crucial step in preparation: This is a never-
ending process and the more you read, the better you are it your thoughts, While
you may read anything to everything, you must ensure that you are in good touch
with current affairs, the debates and hot topics of discussionand also with the latest
in the IT and ITES industry. Chances are the topics would.be around these. Read
both for the thoughts: as well as for data. Also read multiple viewpoints on the
same topic and then create your point of view with rationale. Also create answers
for counter arguments for your point of view. The electronic media also will be of
good use here. .

2. Mocks: Create an informal GD group and meet regularly to discuss and exchange
feedback. This.is the best: way to prepare. This would glve you a good idea about
your thoughts and how well’ can you convince. Remembcr, it is important that you
are able to' express your thoughts well. The better you perform in these mocks, the

. betfer would be your chances fo perform on the final day. Also try to'interact and
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English Communication participate in other GD groups. This will develop in you a skill. to-discuss with

L4

unknown people-as well. . .

During the Group Discussion . -

¥

nd

Notes Some of the qualities assessed ina GD by the panelists are:
RE Leadershlp skills: Ablllty to take'leadership roles and be able to lead, mspn‘e and

F

carry thc team dlong to help themi achieve'the group’s objectives. ¢

2. Communication sk‘il_l_s‘: Candidates will be assessed in‘terms of clarity of thought,
éxpression and aptness of language. One key aspect is listening. Tt it%dicates a
willingness to accommodate. others’-views, !

3. Interpersonal skills:: People skills are an important aspectt', of any job, They are
reflected in the ability to interact with other members of the group in a“.brief situation.
Emotional maturity and balance promotes good interpersonal relationships. The
person has to be more people centric and less ‘self-centered.

4. TPersuasive skills: The ability to analyze and persuade others to see the problem
from multiple perspectives. } 1
'‘GD is a test of your ability to think, your analytical cafaébilities and your ability

to make your point in a team-based environment, These are some of the subiskills that

also. get ass¢ssed with the skills mentioned above; ’ !

1, Clarity of thought . . s
Group working:skills (c_specially,dﬁring a group task of -case-smdy-diséussion)
Conflict handling ’ T

Listening and probing skills 5 I

K

_ Knowledge-about the subject and individual point of view .

=l L 4 . ur
Ability to create a consensus R 1

Openness and flexibility towards new ideas .

Diita based approach to decision-making '

W oe S RN

While, it is not-possible to.reflect all these gualities in a short time, you would do_
well if you are able to show a couple or more qualities and avoid giving negative

Ll ) ' .
evidence on others. i

k1
L}

5.25 Role Function/Role Playing in Group Discussions

The members of an efficient and productive discussion group'must provide for meeting
| two kinds, of needs—-what it takes to do thie job and what it takes to strehgthen and
maintain the group, What members do to serve group needs may be called functional
roles, Statements and behaviours that tend to make the group. inefficient or weak may
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bé called non-functional Toles: A list of the Kinds of contributions-that are performed
by one’or several group'members i§ given below:

-

Functional Roles

- Task Roles ' » "

[

Task roles.are the functions fequired' in selecting-and carrying out.a group task.

1.. ‘Initiatings This inclu@eé'. getting things started, suggesting-new: ideas, ar;da
sugg_esting new definitions of the-problem, trying a new attack on the problcrtn or
introducing new material. ; |

2. Givingand asking for information: This i_hcludes offering facts or generalizations
sharing understanding of a topic, giving information freely, soliciting everyone’s
input and gathering information. '

3. Giving and asking for reactions: This includes stating opinions-and reactions,
sharing feelings about what has been said; getting reactions from all group members
and seeking clarification of values, suggestions ovideas:, ,

4. Restating and giving examples: i‘hesé result in the presenter.ofithe original idea
getting feedback. Restating clarifies ideas, Examples reinforce’ meaning and aid
understanding; they aid in the search foraccurate statements and'in understanding

. s ’ &
an.idea, *

5. Confronting and reality testing: This includes challenging ideas and information.
Often groups allow\nii:s'ix{fonnation and misstatements fo pass by out of politeness.
Learning takes place when ideas are challenged (politely, of course). Try to envision
how a proposal might work'and, if adopted, how an idea will work in the real world.

6. Clarifying, syntﬁesiz’ing, and summarizing: This inél’udeé“ciaf‘iﬁihg ideas and

* previous statements, and pulling together related ideas or suggestions after the group
hes discussed them. Clarifying, synthes:zmg, and siimmarizing help provide closure.

L -

Group Building and Maintenance Roles

% 1

‘Group building roles are the fiinctions.required in strengthening and maintaining group
life and activities. This iticl'ude;_. encouraging and supporting, being friendly, warm, and

responsive to others, encouraging all members to contribute, agreeing with and accepting

the contributions of others, praising others for their ideas, and supporﬁgg_,i_dcas of others,

especially of those wh&may be,less aggressive.in speakmg out.

Ao Gatekeeping and tunekeepmg. This includes trying to,make it possible for another
member to make a contnbutlon to the group by saymg, “We have not heard from
ABC yet”, or suggestmg limited talking time for everyone so that all wal have a
'chance to be heard, or limiting the dxscusswn ona toplc toan agreed upon fime limit.

-
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English Communication 2. Standard setting: This includes expressing standards for the group to use in
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3.

choosing its content or procedures or in evaluatir_fg its decisions and reminding the
group to avoid decisions that conflict with group standards.

Following: This includes going along with decisions of the group, thoughtfully
accepting ideas of others and serving as audience during group diascussi?n.

Group Task and Maintenance Roles t

1.

L e .
Evaluating: This includes submitting ﬁ"ﬁ‘;‘{fp decisions or accomplishments to
compare with group standards or measuring accomplishments against goals.
Diagnosing: This includes determining the source of difficulties and the appropriate
steps to.take next, and analymng the main:blocks to progress.
Teslix;g for consensus: This includes tentatively asking for.group opinions in order
to find out whether the group is nearing consensus on 2 decision and sending up

trial balloons to test group opinions. !

Mediating: This includes harmonizing, conciliating differences in points.of view,
and making compromise:solutions.

Relieving tension: This includes draining off negative feeling by jesting or pouring
oil on troubled waters and placing 4 tense situation in a wider context.

Types of Non-functional Behaviour

1.

2.

th
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Being aggressive: This includes. criticizing or blarning others, showing hostility
against the group or some individual and deflating the ego or status of others.
Blocking: This includes interfering with the progress of the group by going offon
a tangent, citing personal experiences unrelated to the problem, arguing'too much
on-a point, and rejecting ideas without consideration.

Self-confessing: This includes using the group asa sounding board and expressing
personal, non-group-oriented feelings or points of view.

Competing: This includes vying with others to produce the best idea, to talk the
most, to play the most roles,. and to gain favour with d leader.

. 'Seeking sympathy: This includes trying to induce other group members to be

sympathetic to 6ne’s problems or misfortunes, deploring one’s own situation or
disparaging:one’s own ideas to gain compliments or support.

Special pleading: This includes introducing or supporting suggestions related to

_one’s-own pet concerns or philosophies and lobbying.

Horsing around: This includes clowning continually, joking, mimicking, and
otherwise disrupting the work and progress of the group. '
Seeking recug_nitfon: This includes attempting to call attention to one’s self by
Toud or excessive talking,'extreme ideas, and unusual behaviour.

i




9. Withdrawing: This includes acting: indifferent or passive; not participating,

daydreaming, and whispering to others.

5.26

Roles Peo_ple Play in Group Discussion

Broadly speaking, participants play the following familiar roles in a group discussion:

Mr. Brains/Plan: M. Brains'brings in a lot of substance éu;d comes up with
wide intefpretations of the topic. _' . -~
Dowaside: It is difficult to stop him/her because he/she is preocéupied with
topic discussion as opposed to group discussion. Hefshe is happily oblivious
‘to simple things like who is sitting next to him/her. At the end of the group
discussion, if you haﬁpen to ask him/her whether the person sitting next to him/
her was a boy or a girl, the answer would most likely be ‘I do not know’.
Shopkeeper: Thisis the salesman, who can sell-anything, has the gift of the gab,
avery strong ability to relate to people and be at the centre-of.things.
Downside: The shopkeeper does not-usually come up with original thoughts
him/herself, He/she needs Mr. Brains,

Watchman: A watchman’s role is to maintain order in the group; usually his

content contribution is low. Preoccupied with directing the 'groupl process, such )

as controlling the entry and exit of participants’ views, he/she is crucial for
meeting time commitments made to the panel and in ensuring consensus. ’
Critic: The critic criticizes.everybody’s points without contributing anything
new.

The. Butcher: The butcher does great service to the group by enhancing the
quality of content by not letting participants get away with just about anything.
Such a participant is most welcome:in a group that has one or two aggressive
elements in it.

. _
The Spectator or the Passenger: The spectator is involved in the proceedings

+ - but plays alimited role. His/her contribution is very limited and does not affect

the outcome .of the group task.

5.27

Role of the*Conductor of-Group Discussion

The moderator at the group discussion has a distinct role. He or.she is the éhiei_person .

who gets you the -p’asspox:!:-‘of further interviews. The role of the condnctoris'at a senior

level. He plays a silent reféree to the goings-on at the group discussion. it is with a lot

. . : N N 4 . e s
~ of experience and expertise 4t conducting such discussions that he is in the position to

observe.,
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| 1o choose topics that allow debate,

to jot down the points and opinions,

In order to drrive ata judgment, especially that involves humian resousce, itiscrucial
that one keeps a healthy mind and an unbiased opinion. Several times the appearance or

.persona of 2 person is quite contrary to his beliefs. A person projecting a very appealmg

appearance may not have very deep thoughts or does not- possess the qualmes of the
making of a leader. The moderator should hide his personal opinions of the subject and.
look for soft skills excellence among the participants. Many a times, the.conductor is

. called from outside or offers a guest service so that people iri’compgny' or management
“school are not partial and also to avoid mind sets, He-ideally does not form the panel

of cormittee or board and also does not interview the person. This is an ideal situation
as one can easily be influenced by the speaking capacity of a ‘personand pulls him up

in the interview too. |

A fact shieet of several scores is handled by the conductor of the GD-and'he scores
them on the basis of points or tick marks whichever is stipulated by the committee.
There are marks on body languagé, politeness, leadership and relevant arficula;ion.
Actually, eacfi:person.’is ‘given a chance and in.an event when a person is monopolizing
the conversation, the moderator offers. to intervene through a short sentence.wherein the

people who have not spokerare urged to talk. This is the.true mark of an experience

evaluator, Group discussion or GD is also an glimination round. Keeping emonons high
or imbalanced mental state will cause problerns and the company or school wlll further
incur the result of a wrong recruit. The conductor of GD should be well read about
cur:ent affairs'and general happenings. It s very essential to update oneself about new
thmgs and technology. The crowd patticipating in the GD is very well informed and
updated with all sorts of corporate and general knowledge. It is vital for the conductor

.

+
+

Aggressive group discussions afe-a natural trend these days’as iifoféssio‘nals are
d ]

| mostly.assertive. Eachrparticipant.is lookingfor'a chance to be heard arid that his ideas
appear.saléable. All.of thern are vying for this one chance to be shori-listed. This is~

why the role of moderator is exfremely essential in offering a topic. It is also advisable
to write the topic on the white board for all of.them to comprehend. Ideally, GD is-

spontaneous and sometimes the conductor gives a two minute time for the-participants

i
e
Ultimately the jury is the condyctor and surely nieeds to work with a balanced mind,

| informative knowledge and having an eye for recognizing initial talent. ¢

- e

528 Body Language during Group Discussion

There are many gr'cuup" discussion tipg that one needs'to gather, Thougﬁ a personal
expenence is the best you can relate to. Gathering information of body Iangwage prmc:ples,.

| dressing style and usage of words.can be done by notrcmg peers or participating on the .
podium level; Following are some cues for effective body language:

E
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11.

L.

2.

3.

4,

5.

6.
7.

8.

9.

10,

12..
13.
+

Make. it 2 habit to speak publicly and take part.in extempore. speeches and on the
. -stage activities, This will expose you well to stana in front of the crowd and hold fort.
Body language 1s something which people rarely talk about’but expressions speak

the most. Many times we-can gauge by a smile or a frown about the words that are
not expressed by the tongue.,

If you always had a very formal look and a, pnm and proper image then there is a
-need to sober down. Too much of high headed,|assert1venoss .and youw will end up
making people avoid you, 1 | |

.,

At the same time, prior to a group dlscusswn you can be friendly with others
 but judge them ds scquaintances. This Kind of decorum is required for bemg a
3 orofessxonal, | . 5
Do not divulge personal details and be general in your opinion.
Do not i:rag about your achievements and be to.the point when questions are asked.

It is true that eyes are ‘mirror of the soul The facts about negative emotions,
confusion, not understanding, lying, dlstracted dxsmterest and anger are very well
expressed with eyes. If you look away in alry~falry manner, it clearly suggests
you do not comprehend the topic of group discussion: If you'are ldoking around

desperately with shifty eyes, it:also indicates yo!u are looking for help.and cues to

speak something. If you feel alienated, which you-have made obvious by taking
the corner most-seat, then you have to express well with clear eye contact with the
moderator as well as the other patticipants. |

Eyebrows need- to be relaxed; quizzical looks and raised eyebrows are dramatic
ou |

and can be interpreted in thé wrong nianner. -,'

The biggest problem is what to do with your hands and toes. Drummmg the hand

. Test or picking for.treasures on the chair is’ dlsgustmg. ‘This clearly-indicates a
restless attitude:and-unable to concentrate feolmg

Toes if pointed to the ground indicate anxiety. If you are habitual of playing an
imaginary flute with your ﬁngers or holding your. fists tight these are well noticed
by the other observers in the j jury Practlco a fon:!nal smile and please be’ natural
Wear comfortable clothes and be _}__'ourself. If the interiors are not air condmoood
sweating can be uncomfortable and also unsightly. Wear a good pair of shoes and
socks. If it is 4 rainy day and your dress’is smudged, bé riatural as the interviewee
definitely understands your peril. Hence, choosc a drip easy garment and choose
open sandals: Arrange your file well and avond.aill accidents.

Do not cross your arms or your legs. R \ i

Stop tap-dancing or pulling your cheek. P L

{ :
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» English Communication 14. Another gesture is doodling with your pen or sticking itf'constantly all over your
-face especially the chin and cheek. These are regarded as truly unprofessional and

I

» -Notes

15. Shoulders should be square and drooping indicates low: self-esteem or unsure
| feeling.
+ There.are many people: who are highly intellectual but fail to make it big only
due to their unwillingness to change and leasn the right norms:in body language. Being
natural and sincere is the final key to success. |

4

noticed by peers.

5.29 Four Cs of Effective Group Discussipn

E.

156 Self Learning Material

. Following are the four Cs and the strategies required for them for 2 group discuésion:
1. Cohesion .

(vii) adhering to topic

" (i) employing the coopéraﬁve principle of sincerity. _
. Coordination [

") '}emingi_in_g_peers-not to interrupt each other

" (vi) disagreeing politely and tactfully (

. Creativity..

(i) asking for or offering help/ideas
(i) giving praise and encouragement
(iii) jo_l;ing and making humorous comments

(iv) giving others a chance to talk

(v) accepting all group members questions and contributions.

(vi) listening attentively to each other .

(viii) htzlping group to reach decision

‘ : |

() calling for group attention
(n) responding positively,to others’ ideas and contribution
(iit)- giving instructions

(iv) negotiating roles-and adhering to them

(vii) offering feedback and smhma:ézing:comments.

() offering and sharing ideas-and opinions.
(i) elaborating other’s ideas }
(iii) explaining, justifying




(iv) leammg to recognize and use open-ended questions to get more information.  Public Speaking Skills
' from others . "

(v) using prosodic. features to' enhance effectiveness. of communication, e.g.,
intonation, pitch, tone, rhythm, tempo stress, volume, syntax, vocabulary,
vocal effects, fluency; facial expressions, eye gaze, stance; posture, touchmg, Notes
proximity, gesture, body position. '

4. Consensus _
(i); appealing to rules
(i) persuading — throughtogic and arguments
(i) agreeing o .
(iv) summarizing

" (v)* suggesting compromise.:

'5.30. Essential Skills for Effective Group Discussion

1. Team player: This is the most essential personality trait.because it is essential for
management to be-team players. In fact, managers always work jn teams. At the
‘beginning of his career, a manager works as a team member.and later, as.a team

leader. Management aspirants who lack team skills cannot be'good managers.

2. Reasoning ability: Reasoning-ability plays.an important role' while expressing
opinions or ideas at:a group discussion. One must lend logical support to his/her
arguments. The logic must be concrete. If it:is easily refutable then the argument
will get-weakened. This will also show that the person ig not having any clarity.of
mind. Another important thing is that one should always give the justification first
and the stand lafer. If you were.to state your stand first.chances are that the others
in group who disagree with yo'ilr stand will interrupt to contradict you even before
you-can elaborate on the reasons why you have taken that stance. In this situation,

* " the evaluator will only get an impression of what you think and not how you think.’

3. Leadership: There are three types of situations that can arise in a group discussion:

(i) A group discussion where participants are unable to eétéblish—q_'prbbg:rappoft '
and do not speak much.” - -

(i) Agroup discussion where' participants. get emotionally chargéd and the group
discussion gets chaonc .

(iii) A group discussion where participants discuss the topic.assertively by touching
on all its nuances and try to reach the objective.

Here, a leader would be someone who facilitates the third situation at-a group
discussion, A leader would have the following gualities: ,_: '

(i) She/he shows diiectim_; to the group whenever group moves away from the
topic.

1
-~

L4
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positive body langunage. -."

(ii) She/he -coordinates_ the-effort of the.different team, members in the group
discussion. v ¢ "

(iii). She/he contributes to the group discussion at regular intervals.with: valuable
insights. ¢ i

@(iv) Shefhe.-also“inspii‘es and motivates team members to express their views.

It must be kept in mind that being a mere coordinator in a group discussion does

| not help, because it is a seécondary role. One should be able to contribute to the group )
discussion: with ideas and opinions and should also iry and steer the conversation
towards a'goal. . R £

Flexibility: Another-ability or personality trait:that is ‘revealed during group
discussions is the extent to which a:person is open to others ideas as well as to the
evaluation of one’s own ideas. That:is what flexibility is all about. An important
thing to remember is that one should-not start 2 group, discussion'with a stand'
or conc]usxon By takmg a stand, you have already given your decision wnhout'
dlscussm_g. the topic at hand or Tistening to the views:of your team members. _In
such a case if you stick:to your stand, you are seen-as an inflexible, stubborn and
obstinate person-and if you change your.stand, you.are seen as a-fickle-minded or

a whimsical person. v N

Assertiveness without being aggressive: For “success.in any group talk,; it is

important to be assertive without being aggressive. One must pint forth his/her ‘point
to the group in a very emphatic, positive and confident manner. Participants ioﬁen
confuse assertiveness:with aggressiveness, Aggressxveness is all about: forcmg your

‘point oh the other person, and can be-d threat:to the group. An aggressive person

can also demonstrate negativé body Ianguage, whereas an assertive person dlsplays

*

Initiative. In group-discussions, the capacity of an individual to take mltlanve is
Very important. But it is generally observed that this tenet fs-taken too senously
by the partlmpants This sometime leads fo an embarrassmg situation: in'the very
beginning when each participant tries to:take the credit for 1mt1atmg the.talk and
discussion begins with a chaos and ends without any conclusion (unless someone
gives it a direction): Thus, initiative shall be taken only if one.is well versed with
the topic. If a person starts the fopic but fails to contribute at regular intervals, his
initiative will not be considered as a leadership quality. - ;
Creativity: An 1dea or.a perspectlve ‘which opens new horizons for dlscussmn
on the group dlscusswn topic is always highly appreciated. If a partncnpant puts
across & new idea convincingly, such that it is discusséd atlength by the grgup, it’
can only be positive: .
- . i 1




! T =, : P e

.8. Inspiring ability: A good group discussion should incorpofate vi'éws'of alltheteam Public Speaking Skills
members. [f some team members want to express their ideas but are not gemng the
0pportumty to do so, giving them an opportunity to express their ideas or opinions
will be seen as a positive tralt Jt is also toabe kept in mind that-if a pamcrpant is
not willing to speak, one should not go out of the way to-ask him to express one’s

;'_ vigws. This may insult him and hamper the flow of the . group discussion,

Notes

9.. Listening: An individual should possess good listening skllls. One must try and -
strike a proper balance between expressing one’s ideas and imbibihg ideas-of others. -
While lut;temnﬂr she/he must show signs of, active llstenmg rather than passive
hearing, A speaker must never ‘be interrupted. Ina group discussion, it is vital that -
everyone gets a chance and,is allowed to speak. Otherwise the entire discussion |
becomes meanmglesa -and irrelevant,

10. Know!edge and awareness: Together with leadershlp qualmes the individual
should also be well-read and well-versed with both the mlcro and macro ,
environment. Awareness about your environment and thorough knowledge of the
subject matter helps a lot in group discussions. .

11. Politelanguage and decent behaviour: Group discussions are certainlyslightlymox:e

¢ »  informalascomparedtointerviews, butthatdoesnotmeanthatone cantregtthe discussionthat
happensass;)methingtlmthappensinonc’slivingrodmbnemustmaimainact;ntmljedand
cool t’emperamefit'. One should always retain politeness and never be

blint or rude. One should nét make statements like—No! You are wrong!
You have no idea what you are talking about. One should put across his
pomts very politely. For example, more_ polite way of dlsagreemg is to N
say-.‘You may be correct, but I feel....” As far as ‘T know it’s not true ... etc.

12, Respectthe other participants: Contradicting someone’s point of view is always
valid. However, showing total disrespect or laughing atsome other participant.is

' juist not right; Remember that the discussion has to rémaiq__ friendly and cordial.
5 13. Meaningful contributions: It is impdﬁan;; to contribute as much as one can t? _ .
a group discussion. But one must also remember that a-group discussion, not z
lecture, where only one person talks and everyone listens, The second important
’ tliing to bear in mind is that making just ‘any” sort'of contribution is'not enough.
The confribution has to bé meaningful. This means the quality of what one says is

more important than.the quantity:

531 Advantages of Group Discussion

There aré-'various advanfages of group di'scussio_n. These can be sfe_l'ted as follows:
1. Better quality of decisions: When individuals work together with others in a group
to make decisions, the quality of decisions is generally better because groups

.
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bring more knowledge, a broader array of experiences and increased creativity to
the decision-making iJrocess. Groups encourage greater participation from larger
number of people, and thie result is greater “buy-in and support for the decision.
Ensures better compliance of decisions: Since decisions are arrived at 'throhgh
participation of all members of the team, better compliance is ensured as c_ompé.red
to single man decisions, Thus, group discussion elicits commitment by all members
to implement the decision.

“Ideas can be shared, tried out and generated: An 1mportant advantage of GD
is possibility of sharing ideas and trying out different ideas. This may also lead to
generation of new ideas.

GD has many ‘ptofessional appli'catiol'ns: In professional field and in work
place, GD has distinct advantages. For instance, GDs in the workplace enablé
management to draw on the ideas and expertise.of the staff. It alsoleads managéi;'nent
to acknowledge staff as valued members of the team. When thie 'dYna:nic§ are
right, groups p_rt‘)v'ide a supportive arid furturing envirofment for any professional
endeavor. Another professional application of GD is to take benefit of ﬁm‘ctjonal
specialization of each participant,

GD increases knowledge, Eomprehension and understanding: There is not a
single event or issue on earth that is completély understood by anyone person,
Every one of us analyzes and interprets an event with different prior knowledge

and experiences, with different viewpoints, biases and insights. Though we can’

comprehend an event as it happens, yet a deeper comprehension is more likely to
occur when we discuss our opmlon with others.

Capacity building with miore résources: GD put more resources at the. disposal
of the group. It utilizes resources of all the members. A joint endeavor makes it
possible to tap-into those resources which are beyond the capacity of any single
individual. Thus, capacity building is-another advantage of group discussion. ‘
GD develops communication skills: Group discussion develops communication
skills of all the members.of the group. It does so by providing them the challenge
as well as opportunity to express their opmlons clearly and to voice their doubts.

. GD develops personality: Personality is person plus. abllxty. Group discussion

develops various abilities of the team members. These include development of
flexibility and cooperative attitude. Through group parhc:patlon members can
develop tolerance of individual differences and ability to respond. appropnately
GD also trains the participants in art of compromlse which is an’ important llfe
skill to develop. !

Provide various opportunities: Group discussions providé opportunities for
problem solving. Through group discussion, the participants have the opportunity to
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The methodology of group discussion suffers from following limitations:
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English Communication 6. Possibihty of dominance of negative roles: In a group discussion, there is always

apossibility that the discussion wili either end up in a conflict or get off the track
dueto neganve roles played by some partxcnpants Some may niot participate while

, others may try to dominate. Thus, a group discussion, if not managed well canturn -+ .

out to bea counterproductwe activity. s

7. Not suitable for Iarge groups: If a group is large, a group ‘discussion m real
sense of the term can not happen for the'simple reason that not everyone wnll get
a,chance to express his/her opinion. Group discussion is effccnge when group is
small and manageable.

Sometimes the topic to be discussed is thade known to the participants beforehand

so that they can pandcr and form;llage the .views. before the discussion starts. And

sometimes the topic is announced after the. participants have assembled, In this case,
a few mimites are allowed for thinking and preparation. The participants generally sit
il a circle round a table so that each participant is able to observe the. expression and
'make.eye contact with the others. Yt
\ " . ¢

1533 Common Group Discussion Mistakes

Here’s  list of the most common mistakes made at group discussions:- ,
k]
K
Rashmi was offended when one.of the male participants. in a.group discussion made
" a statement on women generally being submissive while.explaining his. point of viéw,

- When Rashmi finally got an opportunity to speak, instead.of focusing on the topic, she

vented her anger by accusing the other candidate for being a male chauvinist and went
;-

: on to defend women in general. .
What Rashmi essentially did was t0:
t 1, Deviate-from the subject.

2. Treat the. dtscussmn as a forum to air her own views.
H

2
3 Lose ob_;eclmty and make personal ¢ attacks
4

J Her behaviour would have been perceived as immature and demonvatmg to the ,

rest of the team.

\ ’ . - -d
H] H I

Quality vs Quantity
Gautam believed that the more he talked, the more likely he was to get 'tI_n'oughl'r the GD.
. So; he-interrupted other people at-every opportunity. He did:this so often that the other
candidates:got together to prevent him from. participating in the rest of the discussion.
1. ASsessment is not only on your.communication skills but also on your ability.to

be a team player. !
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Egotism (Showing Off) k

-

v ke

¢ o

2. Evaluation is based on quality, and not on quantity. Your contribution must be

[ ony

relevant, al
3. The mantra is “Contributing meaningfully to the team’s Success.” Domination is
frowned upon. | a

L

-

" Krishna was happy to have got a group discussion topic he had prepared for. So, he took
" pains to project his vast knowledge of the topic. Every other sentence of his contained

statistical data—*20% of companies; 24.27% of parliamentarians felt that; I recently

‘read in a Jupiter Report that...” and so on so, forth. Soon, the rest of the team either
laughed at him or ignored his attempts to e_r}lightén them as they i;e}'ceived that he was |- .
' °ook1ng up the data. 7

1. Exercise restraint in anything. You wﬂl end up bemg ﬁowned upon'if you attempt
showmg—oif your knowledge. '

2. Facts.and figures need not validate all your statements.

gl

3, Its-your analysxs and mtexpretatxon that are equally important — not just facts and _

figures. . ¢ .

X

4. Youmightbeappreciated for yourin-depth knowledge But you will fail mlserably _

in your people skills.

Such a behaviour indicates how self-centered you are and highlights your inability

to work in an atmosphere where diﬁ'erent opinions are expressed.

Get Noticed — but for the Right Reasons

Stikumar knew that everyone would compete to initiate the discussion. So as soon as
the topic — “Discuss the negative effects of india joining the WTO” — was read out, he
began talking. In his anxiety to be the first to start speaking, he- did not hear the word
“negatlve” inthe toplc Hebegan dlscussmg the ways in which the country had benefited

by joining WTO, only to be stopped by the evaluator, who then corrected his mistake,

1, False starts are extremely expenswe They cost yoit your admission. 4

2, It is. very important to listen and understand the topic before you air your opinions. '_
3, Spendmg a litfle timne analyzing the toplc may provide you wnh msnghts which

others may not have thought about. !

LS

4, Useapenand paper to jot down your ideas.
5. Listen} It gives you the time to conceptualize and present the information in a
better manner.

Some rmstakes are irreparable. Startmg off the group-discussion with a mlstake is,
“ne such mistake, unless you iiave-a great sense of humour. b

[
- o
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534 Do’s and Don’ts of Group Discussion
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- Follow the giridelines given below in the form of Do’s-and Don’ts.

_ o -botlozor sofautoron adi stmi2 9%
npgsoeib quors Joom 5 svad nao. i \ ebnogk bebais-odi 1o quoyy & avad rovil  IX
1.¥Beds haturalas possiblévDonottry; andibeisomeone yoware:not;Beyourself.

L]

2. Define the topic or the issue.

Fy

you speck. LHI WOY Ginino2ong ot ovitiozes od Pacq |
4. Take tihle.to organize your thoughts. Thinﬁ?é%ﬁﬁlﬂiag gfgg%’?ﬁ? £
*5. Seek clarification if you have any dohbtéegfga?agdﬁg ?h{g gﬁg]%%(t}.mm Fuod &
6. Work pﬁt various strategies to help yoﬁéélgkﬁ?;éagggxyfn irﬁ%%t%%?h‘g ﬁigacgssibafl or

. . . . ennjenlanne alsreoul fee
agree with someone elsc’spomt and then move OnItO lE!)l]]_‘.I’CSS.}’OllI‘- Vie g Z

" . . . _nnjzpzmath athpwh ate gaten anf1, |, &
7.. Opening the discussion is not the only way of gaining attentionand'recognition. If

you do not give valuable insightsiirirg the'distuséionitallvourlefortsof thitidting
the discussion.will béfinwain. dsage 10m igid 0ot soiov oy szistvediiald .8
8. Yourbody lahguage says a lot about you—yoﬁr_gesmres_and;fnhnngr_iémsig:emore
likely to reflect your attitudethan,what you;8V.msam dosoqa grrizw biovA 01

| | _

}‘ across clearly and flueotly. 0 3 2 oot vom tinda oy o enifsriadisy ,S1
| 10. Bedasse:tl\ie not dominating; try E?;Jg%patfi}'} gggl%nsggqc &%nﬁq! é‘&g’}‘}_"ﬁu{‘f""ﬁ"“
| . and analysis. = . . -

YAtz oF 2t o 30k ot $osido woy gaidivas ayse snoyos 1 1600 2woy azol Yool 41

11, Analyze topic’s scope and.{’?xglﬂfﬁt:}gl}:séxaauaaib- sel oxlat 1'0b savitosido

1 2L2;0atiate and gencrate the discussion. - siew biovs op i stilogad ovawlh 21

‘antt3a0 Listen;tothe yiews.of othersintentlys o 1y zoesteiq o heotand Masygaaib

14.  Encourage adiprovideireticent membersito speak, ., usawigd soamshib

~—15... Intervene forcefiilly but politely, when the situation demaids. ‘

16, Summarize views of the others beforé”ﬁ"ré‘sgé'ﬁfiﬁ'g‘;’)?oﬁifr55??1?’5}@5}:63 ace

ni Y% s<Bobriefirdio &tﬁer.p6int~in-1hﬁ'prc&entaﬁg;1:9ﬂy,qﬂ,§ YiEWS.odil wo;z h!.'s;w W
18. Concede to other’s points of view, if they are reasonable. .noiaalrsa:ib; {';umg &1
19. Try to lead the group to a definite conclusion. nioinigo 100y grlessymaX |1
20... Emphasize the points;yowconsidersignificantisr 1. __ ety a+ft o mis |
21 Look at, and address, all the members of the Zroupzigo q;;_q-,: gaibedls@d 1

45227 . SpeakiWityproper prOMUNCiation.son, 1 riserer T faclvr atatess am tod

b33 -Help tie groupcontludeihediscussioniwithin'the allotted:timegsrive pn

' + <o J20gR1R 0} geibpn 2avr 1 i gf,

-

N o e |
3. Agroup discussion is your chance. to be more vocal. The evaluator wants to hear

9. Language skills are important only to the effect.as.tochow, you, get,your points

Public Speaking Skills
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‘State the concluston reached.

Don‘\?.g

1. ‘Doni’t be assertive in presenting your views. .

.Don’t jump to conclusions.

- . Lo . . .
. .Don’t enter into dyadic discussion. o

. Avoid vsing speech mannerisms and time-fillers. i

[ I
Bl

13. Don't ignore any member of the group.

[
b

15.

=N e - -
A .
I rl

Maintain a relaxed and pleasant atmosphere throughout the discussion.

ar 4 L4

Summarize the main View points at the end.
L
i

1f you have a group of Iike-minded fijends, you can have a mock group?discussion -
where you can leam from each other through giving and receiving feedback.

N r

Don’t dominate the discussion.
z‘ “ - -
Don’t monopolize the discussion.

W
Don’t make any personal remarks.

¥

Don’t speak continuously for a long time. ‘Y
Neither raise your voice too high nor speak too sofily: -

Don't speak in monotone. ,

Don’t use aggressive gestures.
Neither recline in your chair nor'lean forward.
N i
Don’t lose your cool if anyone says anything you object to. The Key is to stay |
objective: don't take the discussion persenally. |
Always be polite. Try to avoid using extreme phrases‘like:’ ‘1 strongly object” or ‘I_i
disagree’. Instead try phrases like: ‘I would like to share my views on.:." or ‘One:
difference between your point-and mine..." or “I beg to differ with you™ "

L

.5.3_5 Supporting Expressions .‘ |

166 Self Learning Material

We would now like to list a few expressions which you can use while pﬁrticipating in

a group discussion. . {
1. Expressing your opinion , .
I am-of the view....... I feel....... 1 thitiX...... so far as 1 am concerned......
2. Defending your opinjon '
Let me restate what I mean...... 1 repeat what I said earlier because...... ‘What 1
amtrying to say.is ...... The point made by ABC really supports my. view..... This

is what T was trying to suggest.....



Public Speaking Skills

3. Asking the opinion of others ' R
What is your opinion..... Do you have any oi':uinion on this matter.... What dé.you -
feel about this. ... Do you have any comments on this suggestion....... . .

4, Agreeing with others - “\

1 fully agree... I'hold the same opinion..... That’s right. I also think so.... This
point is well taken. ¥ endorse this viewpoint..... -

5, Disagreeing with others

T don’t agree.... I don’t think so... T am afraid I feel differently..... you can't say
‘that... Oh'no, this is not the issue. ... That’s not the issue...... . ;

6.. Expressing certainty

[

1 am sure that.... I am absolutely certain..... T have no doubt that.... There’s .
. o 4

definitely.... , )

7. Making suggestions o . '

g *‘ ! . -

I suggest that first we.. . Let’s start with. ... What about.... May we then.... Why
don't we.. :

8. [nsisting . }

" Letme emphasize this point..... [have to say again that.... I must draw your attention’
again to what I said earlier..... I am afraid  have to insist on... L reiterate.......

‘9. Givingin

1 concede..., I take that back... All ight, thien:... Yot are:right, I withdtaw......I
now see the point.... Laccept your modification......

10. .lntermpting N e v .

¢ Could you stop for a while:... Just a minute.. May I butt in here.... Could you

537 Definition of Interview

An‘inteljviev;}'can be defined as an oral tool to test a candidate’s traits for employment or

clarify this'point... Beforc you go on:let me..

536 Meaning of Interview

The term ‘interview’ has ‘been derived from the French word “éntre voir” that means
‘to glimpse’ or “to see each other’. Interview is a face-to-face. interaction between two
persons for a particular purpose, that is, for employee selection; for placement, appraisal -

and. counselling and problem-solving. It means a meeting for obtaining information
by questioning a person or persons, In-this-way, an interview is a classic example of
- communication that takes place through “the process by which: meanmgs are exchanged .

between people through the use-of a,common set-of symbols”,

-

s

admission to a premier institution of leaming. Being am oral test, it calls for your skills

Notes }

1
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‘
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SSPSedw  xonisire virit mo noiniqo rweved nov ol .. naimiq wioy2d el
The Oxford:Advanced Learner)s:Dictionary providesithe following:definitions
of interview: , ersdio dilve gulongh &
aulT . “Aninterviewis s conyersation between yo orsmore people (theinteryiewer and.
the interviewee) where questions.areiaSked by._.fke dnterviewerstasolitain:information
from the interviewee”. oo iy yalaswgaeid 2 -
w1 oA formal meetingiin. person, especially one, apranged.for ?&@a@sgs;mgﬂfﬁof the
qitalifications of an.applicnt’: Yo 2386T ... .ovzat st Jor 21 2idt o 4O S} i
“A pnvare meeting between people where questions aré-asked an‘ﬁ"ansﬁerea' L abdut
somehody 51 gfe 10pinions etc:d 1 .,..mamo yistlozdn e 1 .. J68) oue e 1
- . ylesinitah

5.38 Nature of Interviews »ano’:_szeag;gua publzl T

"Anfmtervlcwihasla"mdc!vanety of usestin’ business.and. cotporate‘irelated}jobs Job
applicants are hired on the basis of interviews. Employees who expenence personal
problems may be given counselling through interviews. Inmany orgamzatlons’ managers

sregularly: evaluate;the-ferformanceyofitheirssubérdinatesythiroughsschedule; appraisal

L~ PR

mtemewﬁ‘D1501plmarymterﬁewsare coRdictEd with WorkersWho aie ihvolved in job-
‘related problems, which lead to mdlsc1plme in organizations. Through afilexit terview

i| mprogramme;-a companynakes efforts;to; learn; the reasons;whyjemployees Jeave:

When new employces join”fth‘éj??é’r‘é’-‘oﬁeﬁ'bﬁ?ﬁtodito -t eii-"'(fufles" thréhgh an
iacquire:and, transmlt;muclr of:the mformat:on;reqmljod'foneﬂiclem\operanons aA large
number of employment interviews haverésulted in theiseledtion ofunsmtaiblcfmdmduals,
-counselling-interviews.often.do.not resolve problemsrand d:scnplmary.mtcmewsmay
ot result in changed behavxours Hence, busmess*p“e’gﬁ? ﬁo longeﬁéeﬁlevg?hat atiyore

owl anIthough..oncmsually.iassm:axesnhe.! mtemew withe suchl ﬁmctxons as’:s'ellec_t_ion,
tcounsellingzaandeappraisal;ithésrangerofithe interviewsprocessextendsamuch further,
{NGmatierhowwel lzedutated wnew jobholder ispthatipersoirdoesmotpossesstallithe
Tinformationnceessaryito'siiceeed at'-the‘-jobs".'fSuﬁcwst'\vill‘bh’strbngly infltenced:by thé

1| 4obholder ¢ ability:to: ehclt*accu:ateend thorough information:fronyco:workers)Being

able to recognize and ask‘the‘nght questlonsqs iall’ unportant intfact interviewsissiiot
_only.common jin business but it is:also.used_in several_walks oﬁlee,Doctorihaye been
criticized for years.on the basis of their mablhtjr” i mtemewmgféﬁxlls”l'hey&are ohen

accusedgg dommanng convers&pons with patients and of ovemsmg medlcaLtermmoIogy

j teadrhy LI s Bay Ll Wy ins i FT LT A FEIAd

2and therebyconfusing patients,s s -guimmss! Yo aodwmilent yaimeg § ot tiofbzintbs
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o} #rsethforganizationito:buildisbetterworkclimaterodqzomts s guilsstd (Vi)

T i
- . , B . } - i . | - = i . P - -
st bilD todayis fast.changing business enyironment, one must have interviewing

» wledli k +

skills in order to contribute to the changing needs from its executives,in.the form of

selectin: Ie ing opini : ers an purposes.
selecting people, cqflsctine, opigions of fheseusiomers and seyorel other purposes. The
jmportance of these skills also extends to all other occupational and social arenas. The
lGeaimetld o 21 nongsure sidieetq (ino o1 DogARnasIy s ewsrvmint (A 5 {
desired information motivates the interviewee to co-operate. Because the mter_;l_ew has }
=esl _ - : ) wrsiviein

a predetermined purpos, it is more formal than a conversation. Interviews are clearly ‘
agwalvioing g hos sewatvisiel o8- —lnsvs sdi of einsaisiime ﬁ‘?.'i'ii’.Sﬁﬁéim g1, A
structured, They comprise of an opening, a body and a closing, and the-participants
SIWSIVIIGI S60 el S10mh 2niont SewoIvioll 90 Fsidl anuerg Rorames gl dufl
have specific roles. In cohtrast, many’ conversations appear formless. Conversations
vant 1w yerr havpardors nojtnamuitnt T rait Foidn 2armdavia snals o eved T 2,
Tiay 1VOIVE ATt GXCRANBe OF Imiormtaton; but (e exchings B w tnivereat ot essential

i Sy
characteristic of an interview. . L Ja1297 1gax od ton

5.39._Purposes_of Holding Inferviewd s 1% SHFILEE 528 18.-

ol UL Byistehe o 150951 8 2ed weivr=int 1 Inavs ngilenimsmrenn viees el l
fntemews are held for various purposes, The following are the mamapurposesxof

bﬁs s, &gisr_' Angvanousinumcoe amot 5 21 wabvisinl ne n vee amo ow eliow redio

basoolg of eroivnads avid vedlT 2oty adr Siod vd bootaabay 21 doirdvr 3 amonivo
1. Selection; Interview helgs to select a right person for a right job. Through an
FHGRIRSCTORAN 32UW VAF Yo UIES YUY Of yuruinn 2oiling ody AiGE yigmbmasy
interview, the ‘potentlalltles of interested recruits are assessed. , .
L2gale 923) SRRRENNOT 20M SHOIS IDUASGS 21T BOLENS2NY & 1) 25 fairt. brs hos ,albbin

2. Promotion: Eor,assuming capabilitics, and competencies required, for higher

positions, interview is the most potent tool, . Aguinsg0 .1

3. Performance appraisal: Through interviews, performance is appraised. Feedback

o . L. poblvhr 't
regarding performance may be communicated through 111‘t1é:‘1!v1f=:wg.m1 i

. o mevtonm o) Yo senmun st do fonmate? . L,

4. Exit opinions: When a person I'eaves,.tf:e exit opinions are invited through exit
. . . Tl stmr it one pomn cramas gy o by ool bR SR 3
interviews to determine a person’s'reasonsTorleaving'the organization, This helps

v iel3 Dptaniatt T ptanines ; ; hatnt sonewy add .

S:iﬂ;bwguﬁ%llfhg?lnge?v?lgws efgﬁﬁ%gm sffgiae'\’/ué‘fé%thmefvgggﬁﬁ%ﬁ*&c‘ounseléng;
. . . Bl plelfiafhidry |

For counselling, useful information is.extracted and reci’ué"ﬁeft"c’:%abé’ck!&ata isalso

¥ transmitted back. ~ qoifemotoite sgandors ts mid  (B)
Besides, there can be other purposes also'ike? o1 rofzzuseib ot guigesd (i)
1. Admission interview of a candidate for:adniissiomrtogd-course inthighér édiication/
professional trainiing. Josies ays-oisda geadl (vh)

3. An interview given by a celebrity ig;@_lggcstion:an_s_\qrerqg‘t;(s__s”i‘oanﬁtlo {z“gjelected

audience, tifor sve ans H euoiqurion fad: stes wisT (i)

5.40 Essential Features of Interview ' Con-naldasac iy}

et _ R ”

“We have seer above, there are different purposes for which we have interviews. But all
LOUGIEIoN 10 sgnadurs\noeuseib ot ar goiigaci? - ()
of them have the following features in"common: ST

sriogi bebioah nonus et goidhsesd  Gi)

"
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1. There is a definite purpose, and it is known both to the ifterviewer and the .

" intérviewes. J

2. Both the parties nieed to prepare for the communication event.  * I

3. All interviews are prearranged. The only possible cxcéintion is the dismissal
interview. ’ ¥ g U

4. Thereare at least two participants in the event—an interviewee and an interviewer.

Butin common pracnce, there is one interviewee facing more than one mtemewer

There is cleat exchange of information. The information exchanged may or may

not be kept secret.

, 5.

) [’
5.41° The Structure of ‘an InterView

L1ke evcry commumcanon event, an interview has a rather well-defined structure, In

_other words, we can say that an interview is a-formal communication event, the aimand

outcome of which is understood by both the parties. They have, therefore, to proceed
accordingly. Both- the parties mutually to take care of the-three stages—begmnmg,

-middle, and end, just as ina presentation the speaker alone has to manage thesc stages.

Each of these stages requires effective communication skills as stated below:

%

¥
l. Opening/Start ¥

(1) Introductlon
(n) Statement of the purpose of the meeting. ) !
v i) Makmg the other person comfortable.

{iv) Creating an atmosphere of relaxed open-minded approach, commitment fo
the purpose stated above, and preparing to start dxscussmg things fran]dy

2. Middle!Main Body 1
(i) Aim at exchange of mfonnanon £ 4 .

}
. |
T
1
1

% A

ii) .Keeping the dlscussmn to the point. t :
(ili) Listenattentively and patiently. ¢
(iv) ‘'Keep eye-to-eye contact. )
(v) Give carefully thou ght otit'answers. «

1 (vi)- Make sure to cover tile agenda.

(vii) Take care that interruptions, if any, are polite. ) ;
"7 (viii) Seek clarifitation, if needed.” PO
« 3. Closing . :

(i) * Summing up the discussion/exchange of information.

(ii) Describing the action decided upon:!

_—




P

" (i) Avoiding a hurried or abrupt ending.

¥ T
(v) 'Exchanging feclmgs of gratitude, thankﬁxlness for favour. of interview, etc,

(w) Closing ona posmve note. ,

(Vi) Confirming the worthwhileness of the mtervxewicommumcatlon event/
meeting. -

,

542 Chronology of the Interview

P

Going through almost a common sequence, most selection interviewers: follow the

following chronology:
1 introduction 2to Sfminutes)

r ¥
¥ oy,

(i) Causal talk
(ii) Smxle handshake etc.
2. Company Informatlon (5t0 10 minutes)
3. Candidate Assessment (10 to 30 minutes)
() Qualiﬁcations S B
‘(ii) Achievements -
(i) Questions

4. Conclusion (3 to 5 minutes) :

I

#

' _' @ intervi’cwer determines and suggests when a response wilt be forthcoming.
+ (i) Candidate tries to summarize his/her quahﬁcat:ons, reaffirms interest (1 to 2

minutes). ! .

(iii) Candidate may ask afew questions.

543 Types of Interviews s

Ajob interview is your chance to show an employer what he/she will getif you are hired.
That is why it is essential to be well prepared for the job interview. Preparing means
knowledge about tht; industry, the employer, and yourself. It means paying attention to
details like personal appearance, punctuality, and dcmeanour Knowledge is your best
‘weapon. Before you researchi the industry and the company and even before you practice
answering the questions you might be asked, you should have: some general information
about job interviews. Let us start by going over the different types-of- interviews you
might face. ’

i

Employmentfl ob Intemew )

L

The purpose of a typical, employment interview is to evaluate an mtemcwer who is
applying for a post in the organization. The applicant may be an outsider who has

i

- 4

Public Speaking Skills

Notes
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Egglghﬁ;@gﬂ@gtg;g{({zqn applied for a post in the organization gg%ﬁ@§%£9§ ,93‘ joining Ltg %e‘}{ga‘j&b%ﬁfurfent
employee who is seeking a transfer to another position or. city'within the organization.

L B ) _ ,fiou sviieos & no pmaap i) |
In such an interview, the interviewer attempts to learn about the applicant’s educational

SPEBEAHEAT % P B eneg S peothrBEang e AR AgE s chiRlements
SN0IeS \simila Gpe ST WOtk Howevery fhd applicant oo} has & PurposexiHis purpase is to
evaluate the position of the organization, its potential as a satisfjringiifé;é?fé’work. While
“HhE iiitetViewer "asks questions to-the“interviewee;-he-alsg-observes-his-behaviour,-his
interest.n thejob, his maturity and com Ao b h e AT iy it

10 a¥séés'thiesreal potentialiofithe applicantiin:thesinterviews lasting a:fewgminutes-only,

Al e-h

yet it is vital to get-as much relevant information as possible fror;gthctimerview,-bji(‘h}in- .

— kTl

terms of facts and in terms of the interviewee’s attitude:and behaviour. u g ayay ‘}g .-

Regarding theroleofthe applicant in Employmentlntervxews}l‘ll%}r!lgghgljke tig;o:l'ough

self-analysis, in order to:be able to respond fully to questions on topics such.as personal

. . . i s T A Ly F o Ty U AT
strengths, weaknesses, accompllshrper;!ts-, falégges? goalgfﬂa ili 1e§l'g}1'§ rez{;‘soqs for
L. . . _, i BFe deorreatal wpegemY LS 7"
being interested in the job. He should alschxe preﬁa%}e%qiﬁzﬁko-’sﬁgﬁlﬁ%?fﬂas about
! the organization and the job as oppOTtunities for advaneement Sstpport for part-time
education, etc. wobieoflilsn) (B
Promotion Interview nsmoveidoh (H)

«
e b e AT

Persons due for promotion are interviewed even if there is no compeﬁtmnﬁ' h’é“.i'ﬁteg’view
Hewteans, withnew responsibilities.
rsuchcases; tliecapabilities desired-are matched with capabilities attained.sAs the person
o152 ready;orking, 2y the depariment, his;interyieywill be focused pritarily on job
profile and the ability to handle new assignments and situations, w&z_g‘g may evolve after
in the higher position. Clarificati LV
occupyn'lg the higherp ‘ n Clarlﬁ?itjlllggs tggo% Jiature OE.; ;?é‘z‘é%%bﬁ%?&‘i?sﬁ},%}“fs fmd
expectations are made during 2 promotion interview. If there is competition for promotion,

is likely to be informal and serves as induction into a

the interview helps in the selectiont process and may, %@ﬁﬂﬂaﬁﬁ%gﬁ’{wl«%@ a

|- discussion of careeropportunities-for-each candidate: :

buvaidi e w0 11 199 fliw sddzlor tsdvr-isvolgme o8 wodz of sansdo oy 2i wstersint d?[,A
 [1Orientation‘Interview dog ed 16} bownqutg Now sd of Isitnosen 5 3t ydwr oi 1547
PrRéipatisose sronsatanch Hierviswy foucliint thetigwremployeewithhis jobrind
Bl it SrpahizalionT 161 also o kstablishinpositive relationshiplbetween1He efipldyer
. '?:;'L'ﬁ'd‘"{hE‘ér’n"ﬁl‘gj‘!ée'?-If?ié"s'ﬁfdfﬂi"aﬁ'tﬁefﬁﬁtfiiﬁfji‘ésﬁibh?i’§'thefla‘stiimpress'ioﬁi TFhesinitial

ieititideshlasperceptions’ formedvinothistinferviewlsironglytinflzencestheyemployee’s
“Tstivationand iotale oiiifieljob?! Theyalsosgiveatlastingimpression-ofémployee’s
personality on the employer. In this type of interview, it is always the interviewenwho

plays the important role, therefore h_c‘:must make ample preparation for the plfrpose.

. . . . .. WSkl dolVnanrroiens
_He must provide to the interviewee a copy of job descgptmn; hze?nus ' gf{:%%%truﬁ%ns

. vy SRS op atatioe o b e CHrth Lo b priemryee Lomisemt © Bee cenmy g d o

| ' r‘ﬂélé’ﬁﬁvfal.\ﬁ”a?kﬁngﬁﬁsu}%ﬁc‘é ‘ind'othier befieat Programimes P iformationcontconipany
§ 1t odvr wsbiztuo as od yem fussilqgs «dT ofivinsyio o4} ai t2oq o 1o g_nf!(_l'}qqa
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.. o . sraiyiaied Ina -
policies, office space and devices such as computers, calculatofl"s?%gaitie%ﬁ?&%é

e pTEnR HE MasTalsorntoalich the Cultrd brie briarizaténs ifs traditionspvaluesh
elt) HaTsEitoduteihe smployeetaipeopls whowilbassisehinbinhistiraining and
fFiREe Bﬁ%ﬁtﬁﬁ?&‘ﬁé’%ﬁ&%ﬁﬁﬁ Fiveto/the employeetinitialtspecificitasks toperform:
THis Shoranlaha iindget condictingsickanimlstbidwinistprovideinfofmation that
ST plOyee ol it e saffietinie cleatlystating performancesexpectition frofn him:

2518 2gnimoanioiz suyolqms udiTo iamgelsveh 1e0150 st o 21 2u0d) ST aswens

‘Reprinand Intervie - . . .
Reprimand Interview ;. ..y sodsu £d o doldw esoun’ Sestesvorgemi basr Hotdw

Reprimandrimeans: toxeriticize;anyone severely,formaking ;an undesirable, statement, |

T TE

waction.In,such.cases. the manager, summons the employes,to,his room and talks to
 aim jn his, formal capacity, A re%rimand is.a form of disciplinary action likely to be
saUanelSs guItin W W SOvoigmE Sl o a3t off valls biuoda 1gstsmon |
jresented by the employees. . .
bag samEIelsg, 2 39vsiqms odf To dniog eulg ods-tirods st 1l vluods sSH
A reprimand interview has three-fold aim: | o ,
- -omi gairydon: af glot e wdT aud semiqmos
1.. .To.improve the work performance, . ..
Htgldlitgy 001 SVOIY0 D6 RUES VIOV £ it due buintog ad blvods aynimicotiod? £

2. To prevent the recurrence of such offences, .
P ‘anviengiuz sviticos vd bawolioY od bluodz
- To.protect. ot loyees from the malaise of anti-organizational behaviour.
onloprotectother employees from SHSA51G OF oW aIE 59 Biyions 9T alqui od I b

hrs moldlony st bae, $ i v ' : Z
Prep'&rarig}iq a;hrgpnglﬁ?gglfﬂ?é A3 blirodz 2ysgenem 9T owdqromts {0y & ni

1. Make surethat you possess all the relevant facts of the case. Take tix%éfh’; ifvestigate
the matter Y G possiblel before theremployeesis calléd:forinterviéw:AIn the
sizgBsence of fidts)theféprimaid will ook to beiarbitrary,arid can damage your image.
23, YRS TR e Kind G petson You aregoingitardealiwithiPlan-firstzwhat you :
are going to say or do during the interview. Don’t deviate:fromeoriginaliplan. |
3. Do not reprimand in public; ensure fiill privacy during th%g}%rg%%‘g'osnsvsﬁ{} :
Diringthe process ofintersiewe vt ot pinustogye st zovig welvistnl sonsvakig A |
3"17 TGoSHaighrSthe pointioitond} sl diw onsvaig 2id guiviov 1momsgstmm o
o PAviSReT ST ST e A 168 Gefeticerenimilong ot 35 fnomaod zesl et woberatni
3. Don’t lose control over yourself. swstrreiet odt o smid ary

.2weabatd ot Yo veur sid ar arnan ndteaitfremiiih o
4. Don’f enfer into-unnecessary arguxﬁents"?vlﬁifth’é“.'eﬁl Toyesisiss o1 oraifT

Hopmid sporags paalds or s seratipakermied g eovolgms panodW 1,
6. Don't accept justiﬁcatfgﬁg!é)fﬂé%guas{gf 2 batlsxs s ot aub yhssla bus gl
.but fo help him to improve his performance. 2L ZAIEG 0w ot
B SDIVOG WORVisiat orlt 6o nordk vInO ayew noqoo etsmily - daildstea of yut
After the interview " Soansysiig ods gaivloas: bos garloenu®y 16d winthoeggo
"After:the intetviewskeepa watchiover thejemployeels bebaviour, Find.out howfar the

reprimand interview has been successful. If necessary, teke up a fOllOW-Ep‘,%:at}iﬂlil.hﬂs

PN Speiiing Skl

-
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English Communication Appraisal Interview

An appraisal interview is o;l_e. of the methods of periodical assessment of employees.
There are other methods like completion of self-assessment forms and assessment by.
Notes . supervisors. But annual appraisal interviéw is the best method for judging employees’
o attitudes. A face-to-face confidential talk is an opportunity for both, the employee and the.
supervisor to discusé several issues. This interview is-more a discussion than quest':ion—

answer. The focus is on the career.development of the employee, shortcomings, dreas .

Y
which need improvement; areas which can be further strengthened, trammg needs, job

enrichment and opportunities for promotion, etc., may be discussed at the interview:
The following points may be kept in mind tomake the appraisal interview successful:
1. The manager should allay the fears of thé employee with his friendly attitudé.
"2 He should first talk about the plus points of the employee’s performance and

compliment him. This will help in motivating him. _ (

3. Shortcomings should be pointed out in a very calm and objectlve tone. Criticism
should be followed by positive suggestions. .}

4, Thecmployee should be allowed to present his side, the problems and suggestions,
in a cool atinosphere. The managers should try to understand .the problem and
offer help. 1

5. Makes clear.the future target to be achieved before the employee,

-6. Thé employee should also display a positive attitude. He should try to understand
wl:xerc-exactly he had gone wrong and assure the manager to imprm?_p his.
performance in future. A

Grievance Interﬁew

A grievance interview gives an opportunity to the employee to bring a complaint to
the management voicing his grievance with the functioning of the .organization. The
‘interview i, less formal at the preliminary stage and most grievances are resolved at

the time of the interview. | (.

!
1. When an employee appears before his boss, he may not be able to express himself

fully and clearly due to the exaltedstatus of the later.

There are certain difficulties that come-in his way of such interviews.

9

The other difficulty comes when the interview becomes a test of strength between
the two parties. In such an interview, both the employer and the employee. should
try to establish a climate of open ways. Only then can the interview provide an
opportumty for counseling and resolvmg the grievance. f

The approach of the employer should be clinical or curative rather than ‘legahsuc

and pumtlve i
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'. Stress Interview . oo Public Speaking.Skills

T
« Stress interviews are still in common use. One.type of stress mtemcw is: where the

employer-uses a succession of i mter_wewers (one at a time or en masse) whose mission *
is-to intimidate}- the candidate and keep him/her off-balance. The ostensible. purpose of Notes
this interview is.to find out how the candidate handles stress. Stress.interviews might o
involve testing an applicant’s behaviour in a busy environment. Questions about handling
work-overload, dealing with multiple projects, and handling conflict are typical.

«  Anothertype of stress interview may involve only a single interviewer who behaves |
in an uninterested.or hostile manner. For example, the mtemewer may. not make eye | )
contact, may roll Lis eyes. or sigh at the candidate’s answers, interrupt, turn his back, |
take phone calls.during the interview, or ask questions in a demeaning or challenging
style, The goal is to assess how the interviewee handles pressure or to purposely,evoke
emotional responses. The key to success for the candidate isto de-personalize the process.
The interviewer is acting a role, deliberately and calculatedly t:ymg to “rattle the cage.”

Once the candidate realizes that there is nothmg personal behind the interviewer’s

* [

approach, it is easier to-handle the qucstlons w1th aplomb.

e -

- Example stress interview questions
5 1. Sticky situation: “If you caught a colleague cheatmg on his expenses, what would . .

+

you do?”
2. Putting you on the spot: “How do you feel this interview is going?”
3. Popping the balloon: “(deep sigh) Well, if that’s the best answer you can gwe
(shakes head) Okay, what about'this one ..7" * * . o »
4, Oddball-question:.“What would you change about the design of the hockey stick?”
5. Doubting your veracity: ‘1 don’t feel Iik‘e we're getting to-the heart of the matter
here. Start again—tell me what really makes you tick™” |, )
Candidates. may also be asked.to deliver a presentation as part.of the.selection
process. The “Platform Test” method involves having the candidate make a presentation
to both the selection panel and other candidates for the same job. This is obviously highly
stressful and is therefore useful as a predictor.of how the candidate will perform under
similar circumstances on the job. Selection processes in academic; training, airline, legal
and teaching circles frequently involve presentations of this sort. X

[ 4 o ¢

Exit Interview o \

N .11‘ e - s £ 5

. Am.exit.interview is an-interview conducted by an. employer ofa. departmg employee.
They .are generally conducted .by a.relatively neutral party, such as a human.resources

staff member, so that the employee will. be more inclined.to be candid,.as.opposed to

worrying about burning bridges. For this reason, some companies.opt to.employ a third
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| the organization,

party to conduct the interviews and provide feedback. The purpose OF AR eI REview
isinsnally tq gathérg_data:for.rzimf)roxingr&vorking-cconditions and retainingremployees:
Several: things:c_éns-b.e,-accomplished)in:am;cxibinttryjew.‘ﬁ[’he;brgapization;can;f\galqm
1= Findiodt’the: precisé reasonfor thereriiployee’s decisionitoleaveiIEthete has beer
Higimany misunderstaiiding or ill-feelihgjith8retis antopportuniiyiiorcledritiltidibetier
yruibsfor an‘bi‘ganii‘atioﬁ?s‘pub1ic‘.ﬁna'ge-.w.tﬁain'taim’goo'd—r'elhtion's’zwiﬂrpasﬁémployecsi

Teretforeay

2. Geffesdbackoneniployee’satifiidesto snd opinion'offie Stgdiiization s policies!
eovedAhremployeeiwho is Jeaving has nio:fearsof the:boss?s displeasureand s likely to
oy sexpresshis opinionofthe organization’s eriiployee relations] pulilicrelations, sales
Ansdpolicies; etcsquite freelyss £'aiebibars ail} = rigla 10 2ove 26l oz vom: farinoo
331eCheck all the'details andinfomation i the eiiployeés’s persotial recdid filevomike
sdovisireittat they areipztozdatebes:dt sswrsinste st vrod zesiax of 2} isoy 'ja:;t'l‘ .oz
LGV the AT Py chiegte) Grinfonmation abourwhberit Will 68 feady 2ha Howit
NI B indediabar ibrainalsa brs yisisrodilsh alot 5gaitos eh ramsivami od T

Sy nedagadt boadaed {snaman eetding, o 2vady tnddt saviinsy sishibnne ads sy
? 577 Give information about aceried benehits ike sick leave Of earmed leave which'has

. e e R st albnd nt wgivens of 31 donneran
notbeen used by the emloyen THe SiiTayes il 2150 h e AL St Halhianona

may, be anxion, 1if the boss concurs., " . o
and y s toknow if th rraitzonp MElInIng Teei o
h0.o G“"‘Efﬂ&f‘.‘!,.“?}?{ﬁ%iﬁl?&“g [FProyident Fund, Group Insurance or.any; other benefits,

DE et iR aanel g R Ao I . ot AR3e.
and how and when the'dues will be paid. b oy
7. “Checkthatallbooks, manuals,tools, cquipments which were issued to hocmployee

avig %%%‘3;'\? 'Ige\rhllaglne%od arit 245diH JIsWT (duiz geebY inoolicd ods guigqed .2

When the exit interview s handled, carcfully and tactfully. it can b, an,asset to

“Vilatie yaitond 4t Yo mgiesb ndtinods seands oy Bluow 1l W ';i:uﬂasi:p_ﬁatih;aﬂ B
Correctional:Interview ..y s1'sw il o ¥nob 1* rpbeneivor gaiidinG 2

1)
. ' . P P R T L PV T, | oy Tuge Y . PR | .
A correctional initerview is condiictéd to take corrective wétioitor distiplinary-ifichsures

againstaneniployee who hasiviolatedistandards.oficanduct or.disrupted prgamizational

cooperation orwhorhas!seriously failed.to-meetjobiperformance requirementsTItisivery )
| difficultito conduct:suchan' interview becauseithe;employee;and the:employeribothiare
likely to;bezon!the defensive:Anotherdifficulty:in suchianiinterview: comes ibecause

inost of:ithe: employersior:managers:do;not want:tozreprimand.employees for fear;of
counteraction or for the;sakelofipersonal:relationsiuy i yBasnpail 2aomo yridosst bis
Comectional interviews should be conducted when both the parties are calm. If a

) Lt . grmtoniost Yl
| mediator or some representative of the employee or some union leader is also a(II_oweﬁ

(At TR eEvew Hong Witk i employee ibightprove iss Rl sPrestiniig thdt

----- .

B I il P e niana gy in SUCH an'intervisw Shonld Hobatcile the Eiployes dpéily,

-If He*d6abts whAl e ‘CorreCtive e aits ‘canbe e HoWdRbirstate: itopealy, Ve
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Behavioural Interview Public Speaking Skills

-
A common type of Job interview in the modem workplace is the behavioural intervie\:
or behayioural event interview. ‘This type of interview is based on the notlon that a
job candidate’s previous. bchavrours are the best indicators of future performance In Nol'tes
behavioural interviews, the interviewer asks candidates to recall specific instances where
they were. faced wuh a set of crrcumstances, and how they reacted Typrcal ‘behavioural

*

mtervrew questlons '
1. “Tell me about: a projéct you workedon where the requrrements changed m:dstream -
T . What drd you.do?™

2. “Tellme about a.time when you took the lead.on a- pro_lect What did you do?”

3. “Describe the-worst project you worked on.”

4, “bescﬁbei.urtime you had to work-with someone you didn’t like.™ o

5. “Tell me about.a time when yoi had to stick by a decision you had made, even
though it made you very unpopular.”

6. “Giveusan example of something particularly innovative that you have done that -
made a difference in the workplace v .

.+ “What happened the last time -you were late: with a pro_]ect?"

--_.:I'

Abad hiring decision nowadays can be immensely expensive for an organizdtion— :
cost of the hire, training costs, severance pay, loss of productivity, impact on morale, cost
of. re-}urmg, etc, Structured selection techniques have a better track record of 1dennfy1ng

the soundest’ candidate than the old- style “biographical” interview. + &

- -
- .

Informational Interview N s
An Informational Intemew isa meetmg in which.a job secker asks for advite mther
than employment. The job seeker uses the interview to gather. information on the field,’
find employment léads and expand their professronal ‘Tetwork: This differs-ffoni‘a job -
interview because the job seeker asks the questions. There may ox may notbe employment :
‘opportunities available. The-termy was'coined by Richard Nelson Bolles, author of the |
best-selling career handbook, What- Color Is Yoisr-Parachute?- e 4 e

Tnforinational mtervrews are initiated by thejob seeker. Thére are: many avenuesi _.
.the job seeker may pursue to obtain the mfomlatlonal mtervxew “Career- aiid: socral .
network:mg, ncwspaper want ads, _;ob boards, placement: Services, ‘company websrtes,(.

i 1

"human resource “contacts, job-search efgines, and- professnonal rectuiters. - !

-
Whlle the job seekert mmates the mtervlew e must follow the basrc gurdelmesforg .

mtemew ethuette ‘He must arrive promptly, dress appropnately, prepare mformatronal

G i N . e
questrons and make'a gooc! “first impression.,
- - l'.

e & L r - s - EEE P 14 o
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Notes
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Case Interview . |

A case mtemew isa JOb interview in whlch the applteant is gwen a questtonfsxtuatlonl -
-problem!chal!enge and asked to resolve the sxmanon. The case problem isoftena busmess

: smmtmn ora ‘business case that the i mtemewer has worked on in real life;

" After the'applicant is given information about the case, the applicant is expected
to ask the interviewer logical and sequenual questions that will enable the eppltcant to
undersrand the situation, probe deeper into relevant areas, gather pertinent information
and arrive at & solition ar ‘recomméndation’for the question or situation athand.  *

~ Casei :nu.rv:ews are mostly used in hiring formanagement consulting and mvestment
bankmg joba Firnis use case mterv:ews to evalitate analytical ability and problem-solving
skills; they are looking not fora ‘correct” answer but for an understanding of how the:
applicant thinks and how the applicant approaches problems During case mtervxews

interviewers are generally looking for the: foll_gwmg_skllls. - - T
1. Numerical and verbal reasoning skills, i
+v2;, Communication and presentation _f_kills;‘ - x i
3. Business skills and commercial awareness. . {

Candidates are otien asked to estimate a specific number, oftena commercial figure

{such-as market size or profitability). Candidates are expected to demonstrate reasoning
‘| rather produce the'exact answer.. 3, "

b

A case interview can also be conducted asa group exercise. Here several eandldatcs '
are given some briefing materials on'a business. problem and asked to discuss. and agree

-{ upon a solution. The interviewers normally sit around the exterior of the room s silent

observers. They assess candidates’ communication and interaction as \well.as'ah"alytical
thinking and conintercial awareness.

Structured, Semi-structured and Unstructured Interviews

L]

- A.structured ‘intérview (also known as a standardized interview or-a researcher-

administered survey) is a quantitative research method commonly employed ili_smjvey
research. The aim of this approachis to'ensure that each interviewee is presented with

_exactly the same quesnons in the same order. This ensures that answers can'be; rellably

aggregated and that comparisons can be made with confidence between sample subgroups:
or between different survey periods. ...

- 2t . ) 5

Structured interviews are a-means of colleetmg data for a stausncal survey In

" this case, 1 the data is collected byan mtemewer mther than through 2 self-admmlstered

questxonnatre Interviewers read the questions exactly as they appear.on the survey
questionnaire. The choice of answers to the questlons is often fixed- (close-ended) in
advance, though open-ended questions can also be included within a su'uctured mtemew
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A structured interviéw.also etandardizes. the order in which questions are-asked of  Public Speaking Skills

survey respondents, so the questions are always answered within the same context. This

is unponant for minimizing the unpaot of context effects, where the answers glven toa

. survey question can depend onthe nature ofprecedmg questions; Though context eﬂ‘ects -

can never be avoided, it is often desirable to hold them constant across all respondents.
« A seml-structured interview is a method of research used i in the social sciences.

Whlle a structured interview has formallzed, lmuted set questlons, & semi-structured |.

mtemew is flexible, allowing new questions to be brought up during the inferview as

a result of what the interviewee says, The interviewer in a semi-structured interview |

general]y has a framework of themes to be explored. | - .

S

However, the speciﬁc topic or topics that the interviewer wants to explore during
the interview should usually be. thought about well i in advance (especially during
interviews for research projects). It-is generally | beneficial for interviewers to have an
interview guide prepared, which is an mformal *‘groupmg o1 topics and questxons that
the interviewer can ask in different ways for different participants”. Intemew guides
help researchers to focus an interview on the tOplCS at hand without constrammg them
to a particular format. This freedom can help interviewers to tallor thexr questlons to the:
interview context/situation, and t0 the people they are interviewing. -

Unstructured Intemews are a method of interviews where questlons can be
changed or adapted to meot the respondent’s mtelhgence understandmg or belief.

* Unlike a structured mter\ne\\ they do not ofter a limited, preset range of answers for'

a respondent fo choose, but mstead advocaté listening to- how each individual person
responds to the question. o : i

The method to. gather information using this techmque is fairly-limited, for

example, most surveys that are camried outvia telephone oreven in person tend to follow
a structured method. Ou'tside of sociology, the use of such iriterviews is very limited.

Panel Interview . N .
- Interviews are taken by forming a panel of experts or interviewers who are expected
to ask guestions depending upon the purpose and plan of the interview. The panel
¥ represents experts-from different bockgrounds. Sometimes, different panels’ constituted
10 test specific potentialities or traits of candidates, You should try to remain calm and
-establish rapport with each member of the panel. Make eye contact with each member

of the panel as you answer hlsfher question,

3 "

-

Problem Intemew o= ¢ ™ _ v

—— f"’

~ A-problem interview is a meeting with a problem: employee An employee whose
, performance or behaviour is unsatisfactory in spite of waming represents a problem
An interview is more likely to suggest a solution than wamings and notices. -

Notes )
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*The reason’for the employee’s poor performance can be-found out'in a faf:e—to-
face talk; it may be domestic problems, ill health, lack of frdining or dissatisfaction with
ihe job, failure to adjust'to thé enviroriment, etc: Many organizations have facilities
for counsellmg staﬁ' the employee may be offered a session with thé counselor. If the
employee s behavxour is unsatisfactory, the interview can be used for‘ gwmg a clear

' understandmg of what is expected, and what will be the consequences. of unacceptable

w -

. r
£ 3

Group Interview 5 . ;

ite
1

| .2 group interview, several job carididates are interviewed at once. The interviewer or
1 intérviewet$ are tiying to separate the 'lEédErs‘ﬁorg the followers. I 'any'-groﬁp;'tlxere is
|4 natural process that takés place where the group stratifies into leaders and followers

1 The interviewer may also be. trying to find out if you are a team player The type of
- personality the employer is looklng tor. determmes the outcome of this intérview. There

is nothing more to do than act naturally Acting like a leader if you are not-one’ may put
-, - i}

you into a _]Ob for whxch you are pot appropnatc ,
4l

Screening Interview

Your firstinterview witha parucular m;ployer will often be the screening 1nterv1ew This
is usually an interview with Someone in person or on the télephone. He/she will have
- a-copy of your resume in hand and will try to verify the information on'it. The human
resources representatxves*wﬂl want to find out if you meet the minimum quahﬂcanons
for the job and, if you do, will be passed on to the next step !

‘Walk-in-Interview .
When a-company is urgenitly in need of employees, it may coriéi’i(:t_ walk‘-in-intetl'vi'e'ws. :
Normally in pharmacy companies, these interviews are very common, The:applicants
have to,come and attend the interviews.in a hotel or so‘me\s_pecj;ﬁed place in big towns
at ;a.,v_er); short. notice. When a;company-..is urgently in need of {l:lling_ifhe, yao@ncies,
Abey prefer walk-in-interviews. Those who meet the minim,ur_rzl,reqpiremems are gllo&ed
.to-appear for interview. Not much scrutiny of applications,takes place in this type of

interviews, tex o o = - s

Mock Interview

For prospective job seekers, sometimes imaginary interviews are organized. his-is

' very popular inrcoaching-sctiools and biisiness-échools. Before appéaring for the finial

mtemews, ‘business schools may prepare their students on how to face the real intérviews
during the visit of the companies in the Gampus. }
1




p
Telephone Interviews « £ . <

-

. Ittakes placéifa recruiter wishes to dwindle down the number of prospective carididates
before deciding on a shortllsrrfor ‘face:to-face ifiterviews. It also-takes, place if a job
applicant is a significant distance away from-the- premlses of the hmng company siich
as abroad or in another state, i

N . L] I . . p)
Technical Interview _ T
Y oar g %

This kind of interview focuses on problem-solvmg and creatwnty The questions aim at
your problem solving skills and likely show your ability and creativity. Soinetimes these:

interviews will be on a computer module with muluple—chonce questlons .
¥ Hl » 4 a
Personality Interview - -

“This fom; of interview evaluates you as an:individual in termis of your response. to
certain situations set before, you: The emphiasis is not'on what you answer, but on how;
you answer. The whole range of non-verbal communication skills’are brought into play
to-demonstrate you as an *“all round personality™. _ -

] & bl 3
' b FH " ER

=

544 Fundamental Principles of Interviewing . .

bt

‘Most employment decisions are based ‘on. interviewing the applicant. However, most:
interviews do not prov:dc us with sufficient information to make an informed decision.
Asa conscquence most hiring domslom are based.on who. the interviewers llke;

¥ ¥
best. To conduct more-effective interviews, follow these principles:

1.. . Ask quesnons that allow the candldate to do at least 70% of thc talkmg For the most!

Ak oy @
part, avoid questions that can be answered by a yes ora‘ng’. The best questions:

are ones that make the candidates recount theit past cxpcrlence ¥

2. Phrase your questions so that the desired or ‘right’ answgg'l_s mot apparent to the:

applicant. - , A

L

* 3. Ask only one:question about.one:subject at a time. .

4. Ask-the easy questions first so as:to make the applicant feel comifortable.
All questions should be directly relatéd tb finding out about the applicarit’s ability

? to.do the _]Ob not about his/her’ personal life. . t
T (Lt
6. Spend the entu‘e time wntmg and recording the candidate’s answers and any
>

i - iFoE

assumptions you are making.

7. Interviews are generally a poor place to test the candidate’s skills, other than the
skill of be_lgg interviewed. Some interpersonal skills can be tested, however, through

the use of role-playing with ghgapplicant;

~8: “While you are writing, not occasionally to let the applicant know you are listening?

Public Speaking Skills

o

Notes

Pl
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English Communication 9. Iftheapplicant doesnot respond right awayto & question, wait. Give him/her time,

‘while you add to your notes. 1y
10. Follow up: ask the person to tell.you more, to give more details, p
Notes i -11.  Ask the candidate'to describe his/her past behaviour in the kind~of simat:'dhs he/
; ) she will encounter on the job. > .o k S

-

12. Alternsite between easy non-threatening questions and more difficult pointed ones.

13 _After you have asked the candidate all your qucstlons, allow himvher time:to ask
you any questions he/she might have about the job. e !

14. Close the interview by asking the candidate 1f there is anything hejshe regretted
saying, any answer they would hke to change, or anything he/she. would llkc to

add to his/her previous statements. L ? F o
s15, Spend at least 30 minutes reviewing your notes after the interview and identifying
any key qualities that you feel you have not adequately tested. These become

N objectives for subsequent interviews or for assessment experiences,

-

>

545 Preparation for Interviews |

Undcrsland that interviewing is a’ Jskill; as-with all skills, preparatlon and practlce

- enhancc the quality of that skill, Preparation-can mnke the differcnce between gettmg
" | an offer and getting rejected. There is nio one ‘best’ way to prepare for an interview, .
Every intervicw is a learning experience. 3 Initial preparation requires recent assessment .
of skills, interest, values, and accomphshments a re-assessment and updating of one’s
résumé; and research on the targeted company/orgamzahon and_ position. Preparation
also includes actual practice of typical and targeted interview questions. Final preparation
| includes details of dress and appearance, knowledge of the location of the interview, | |

what to expect, and protocols for follow-up. K
1. Self-assessment: When one is unemployed or*?earing lay-off; the time is right for ~
reassessing current skills, talents, abilities, strengths, weaknesses, interests, and
work values, In addition,.it is clearly time to re-examine accomplishments and
.achicvements, particularly those that may be relevant to a prospective employer,
. chpmg anongoing fileto, maintain items such as articles, oongrattﬂamry letters, 360
cvaluatmn and descriptions of successful activities as they occur is recommended.
In the course of daily business life, one often forgets those notable SUCCEsSes.

"2, Trackand leverage your accomplishments: You havc been instructed to list your
carecr accomplishments. Accompllshments are the points that really help sell you to
an 1 employer~much more 50 than everydayjob duties, and you can leverage your
accomplishments for job search atall stages of the process: restumne, cover letter, and
interview. Use the following prompts to brainstorm all those remarkable things you
did. Try to list some accomplishments that set you apart from other job candidates.
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. (1) In each job, what special things did you do to set vourself apart? How did
-you do the job better than anyone else: d1d or couid have done"

(i) How did you take initiative? _
< «(iii)  How should you prepared well for this i mterv:ew‘?' . -

(iv) Were:you promoted? Rapid and/or frequent promotlons can be especially
7

noteworthy., A

(v) How did you leave your ernploycrs better off than before you worked for
them? : s _

(vi) Did you win any awards, such-as ‘Employee of the month’? r .
- {vii) What are you most proud of it each job? '

,y

(vii)Is there any material you can use from: your annual performance revnews?
s+ . Did you consistently receive high ratmgs? s “w -

-

{ix) Have you received any complimentary memos or letters.from employers or
customers? - .

(x) What tanglble evidence do you have of accomphshments-ﬂpubhcatlons you
have produced, products you have developed ot software applications you
have written? £

(XI) Thmk ofthe ‘PER Formula—proﬁtabﬂlty efficiency, and productivity How did

»  youcontributeto profitability, such as through sales increase percentages? How -

did you contribute to efficiency, such as through cost reduction percentages?
How' did.you contribute to productivity, s such as through successfully
motwatmg your team?

3. Updating your resume: The accomplishments file serves as a spnngboard to
reassessing your resume. The file contains content for selective resume inclusion,
if we assume that a resume must be accomplishments-based rather than descriptive

“of one’s responsibilities, and then the file serves.to jog one’s memory about recent

notable activities. y . . N
gl articles (a, an, the), and work at gettmg ‘it onto one page

(i) Use functional headings to help focus the readér on what you have done and
-~ what you can do for the prospective employer .Be absolutely certain it is

- en'or-free. Tt e Tyt U EHEIRE DUk PICINN I

- e
Loy

Let us ROW assume you have a. spccxﬁc mtemcw lmcd up.

@) Dcpendmg on.the available time, use every posslble mcans to lcarn all you

.y . canabout the company and position. . .

. {ii) Refertobooks, journals, magazines, newspapers, and any.reference materials ’

useful for investors and job-seekers. .~ 5

(i) -Visit the company’s.website as well as competitor’s sites.
y

&

A &

-

—r

(i) Bars-bone the resume by removing ell superﬁuous and/or irrelevant material, |

Public Speaking Skills
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English Communication (iv). Use investors web.éitg to learn what is happening now in the-news witih-this
- company and its competifors. ' o

4. Re-assessing your resume: Even if you have sént your best-yet resume, review it

thoroughly and know everything thatis'on it. Be prepared to discuss supplementary.

experiences that might be important to this enii:loycr. Focus on-experiences you

. feel are most relevant and match them to the employer’s needs. Practicing typical

and targeted interview questions is essential. Be able to answer thgfqllq__\'ving basic.

Notes

[

- -

. questions:

(i) Whyare you interested in this field?

(ii) Why are you interested in.this company? ) .
(iif) Why are you inferested in this position? -
.Be prepared to discuss anything ofryour resume. Be prepared to answer.questions/
«|zissues yowreally do not want to answer. For.example: . .
i £ .

(1) your greatest weakness

~~ (i) yourlack of related experience

- & * i
(iif) your lack of leadership experiences oy
(iv) _your record of job-hopping: . "

- '5;  Prepare questions:to ask: These questions should reflect ‘your research on the
company and position. and should never include-questions whose answers are
readily available in company litcraturc or website. Do not ask about salary or
benefits. - ) ;

1

(i) Send.a thank-you note within 24-48 hours of your-interview, :

»

6. Follow-up:

En

(i) Sendone to every person who interviewed you. it

(ili) E-mail is acceptable, but follow protocols for formal business correspondence,

« . whicl'is always more formal than typical e-mail.,

(iv) Usethethank you noﬁ; to reiterate your interest and to emphasize your specific
qualifications for the position. "

T

| 546 Factors Contributing towards Successful Interview

w2

| “Many factors contribute towards success in ah interview. Some of these are enumerated
below: ] )
1. Dressing for the interview: Appéarance is very important and-good grooming is
! cssential. Your hair should be neat and stylish. Your nails should be well manicured
and clean, Men's nails should be short. Women’s nails should be of a reasonable )
length and polished inacolour. Also for women, thé make-tip should riot be heavy.
Perfumershould be avoided asisome people find certain scents offensive. -
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2, Estahhshing rapport: Since the i interviewer’s job is to' make sue that notonly yotir
skxll ‘buf your personality as well is a good match; yoirmust establish rapport with
the persof iiterviewing you. Thatbegins the instant you walk in to the door. Let the
interviéwer'set'the toné. Nothing:is as awkward as offering your hand and having

“the gesture not returned by the other person; Therefore, you shiould wait for the
interviewer to offer his/her band first, but be ready to-offer your hand immediately.
Some experts suggest talking at the same rate and tone as the interviewer.

For interviewer'is speakmg softly, 50 should you. b ¥ ey i

o =S o= AT

3, Body language' Bo\dy Ianglmge gnm ore away aboutus thanspeech Eye contact ‘

is very 1mportant, but make sure it looks natural. A smllmg, relaxcd face is always
mvmng Hands resting casually in your Iap rathet than arms. folded atross your
chest also are more mwtlng 3y you normally move your hands aroind a fot- when
you speak, tone 1t down some. “You do’ ‘not want 16 Jook too stiff, but you do not”

want to Jook like youtare a bundle of nervous ehergy. g

4. Answering questions: Speak slowly and clearly. Pause before you answer

a question. 'Your answers ;seem less rehearsed and it: will give you a:chance |
to collect ‘your-thoughts, Keeprin mind ‘that-a very bri¢f pause.may seem |
like an-eternity to you. It-is not. Prepare answers to some basic Iguévstions. ‘
Do-ngt-.me__moi‘_izc. the actual answers, but become familiar with how you will :

answer the questions. -

-

5. Asking questions: Usually towards the end of the interview, the person conducting- |1
it will ask you if you have any questions. You should ‘have some. You should ask [
about What a typical day would entail. You could ask what special projects you

would be working on. AS"in’ every other aspect of the job search; you are trying
 to:show the efiployer how you can fill their needs: By asking about a typical day
on the job or special projects, you are putting yourself in the job-and showing the
employer-liow you will satisfy the employer’s needs..Do not ask: about salary,

benefits, or vacations, as those all imply “what will you, the employer, dofor me”? |

5.47 Important Non-verbal Aspects at the Time of Interview

il L .

Many,mterv:ews fail because of Iack of p proper commumcat:on Cornmumcatxon is more '

than just what you say. Often. 1t isthe non-verbal commumcatlon that we are least aware
of, yet it speaks the Joudest. Followmg are the top five non-verbal mgnals, ranked in
order of importance, when it.comes to 1nterv1ew1ng . -

T o vu- - - - T ey
¥ P
¥ Py

Eye Contact. _

L £ —

If you: have 3 habit of looking -away whlle listening, it shows lack.of i mterest and
a.shqgtattentlon. span, e S

g T oA
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English Communication 2 1f you fail to maintain cye contact whlle speaking, it shows lack of conﬁdmce in
what you are saying; it may also, send the subtle indication that you may be lymg

EFY

3: Do not just assume you have good eye contact, Ask: Watch. Then practlce
Notes: 4, Askothersif youever lack propereye contact. Ifthey respond that they have noticed,
ask if it was during speaking or listening. Take note. Then sit down with a friend
and practlce until you are comfortable maintaining sincere, continuous eye contact.

ar
Facial Expressions

- 1. Take a good, long, and hard look at yourself is inthe mm'or

‘ i
2, Lookat yourselt‘ as others would, Then moth'y your faclal cxpressnons ” tL
.3, Firsteliminate any negative overall charactensucs that mlght ex:st, and thcn1add a
simple feature that hearly every interviewee forgets—a smxle, a true and genuine
smile that says that are a happy person and dehghted to be interviewed by the

[N % ¥
company. ‘ . ‘!“ -
e Posture T ® o 5
. 1. Posture sends the signal of your confidence and power potential. * g, + )
2. Stand tall, walk tall, and most of all, sit tall, This is not said to offend short people.
S Height'is not what is important, posturc is. it 1
3. When you are seated, make sure you sitat the front edge of the chair, slightly -
leamng forward, intent on the subject at hand, . Lo G
' ‘4. Your best posture is to‘always bs learning forwardslightly,. &  s& 7 -
.- i Py - ot
| Gestures .. t ) :ﬁ,

1, Contrary to popular belief, gestﬁetshould be very limited during an mtemew

2, Do.not use artificial gestures tosupposedly heighten the 1mportancc of the issue at

hand. It wﬂ! merely come off as theatrical. o

"3; .When you do use gestures, make-sure they are sincere.and meaningful. ; i
- Space
I Recognize the boundanes of your pcrsonal space and that of others - "

i Hnl

“2 For'most Amcncans, 1t ranges betwccn 30-36 mches For most of us;-merely- the
* awareness of our personal space is enough to consc:ously prompt us to stand firm,

.‘_.!

“’n { L enp . * P ¥ 1

3 I youhavea smaller than average personal space, fnakesure you keep your distance
i 50 that you do not mtm‘ndate somcone who possesses a larger pcrsonal space

- 2ok W MF hd

| 548 Attending the Tnterview -

| Atthe time of interview, you should give positive cluesto the interviewer. ;Some;of these
‘| are like punctuality, neat physical appearance, cheerful expression, pleasant manners,
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a receptive attitude towards you. And; as a result, you are likely to.be listened to with
greater interest and attention. We now give a few practical hints. 1€ you act upon them,
you would have better chances of winning the race, = "

-1. Reach the venue in time and wait patiently for your mrn st
2. Bebriefand spontaneous in your responses. . - -
'3, Present the relevant matier.in an organized way..

4,” Support your views with mature and proper atguments.
A ' !

'2'

5. Use humour in your answers, if possible. o

T ™ —

& ' Be honest in referring to events, situations and experiences..
+#7:. Be your usual self to feel at ease with the situation, . -

- 8. Listen careﬁxlly to the interviewer’s questions, statements and comments.

9. Be perceptwe of the signals that the body language of the interviewer may give.
10, Speak in'a conversational style, avoiding pedantic verbosity. ~

. Ensure that your body language does not show any oddities such as blinking of the .
‘eyes, raising the eyebrows, playing with the keys or pen in your pocket, puttmg

the fingers in front of your mouth, etc. . ot ' .
12: Exhibit utmost courtesy both in manners and speech. -
“To avoid a negatwc impact, you should take certain precautmns, these are hstcd
below: - £ S S
1. Do not give irrelevant mfonnatmn e r L Tt

2. Do not give excessive dettuls about lhe topic under dxscussion ¥ v
3; Donot ry to change the topxc of discussion., :
4. Avoid hasty generahzanons = -
5
6.
7

L

Do not gwe any evasive reply in abid to hide your 1gnorance

-Avoid long pauses while speaking. - e
Do not keep smiling all the time. =~ o
5.49 Guldelines for the Intervieweé S

‘i, Be prepared for the interview: Just as the interviewer has to ‘plan outthe event
‘i advance, in much the same way, the interviewee has to be prepared for it too.
As he has no control over the event, he has to be more careful at every step. He

'has to face an mtemewer or & board of interviewers. He must therefore, be very

clear about the purpose of the event, Ifit is going to be a interview, he has to be '

well prepared for questions in his area of interest, his présent position, the position

~

™~ .
« presence of mind, positive attitude and clear and conﬁdent voice, These-would generate  Public Speaking Skills
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English Comrinication " he has:applied for, the nature'of the organization, its history, current activities, etc.

Notes
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i

-

*FLL. His kicwledge o allssuch questions. will-impress: the interviewers; However, he

+ " mustbé prepared-for'the imexpected. - 1

2. Have}:resentable appearance: Everybody appreciates a pleasant personality, Tri
an interview the concemed;personfsappegrancé'is:a--part of the message. Since an
interview is a formal occasion, the interviewee must be formally dres_sgq'.,_AJFlyone
having conventional standards o_j:‘niamgss"-is likel'j__('tq have a deiﬁni;e advantage
over one casually dressed for gn‘lgt'ewiéw -

3. Show interest by making el';i:ecnve use of body language° KeepmgJ eye:to-eye
contact. with the interviewer-at once, shows that the interviewee'is genumely
interested in the event and is keen to Participate in it; He should also sitin a corréct,
confident posture, be straight, balanéed and not stiff in'the chair offered. Thehands

should be neatlylocked in the lap orbe: ‘comfortably placed on the arms of the chair.

4, Allthe questions must be correctly and completely answered: Smce the pnma:y
aim of an'interview is.to exchange information. it should be, done eﬁ'ectwely.

5. Never try. to bluff: If the interviewee is:not clear about a suitable answcr to,a
52t question, there is no harm in admitting it. One.must. never try;to blu{f Be honest

6. Be polite: Politeness is indispensable in every situation. 4

7. Avoid talking too much or making boastful statements:. The interviewer is

t-, ! intelligentenough tofind out the interviewees intelligence and suitability for the job.

8. Avoid criticism of the previous employer or anybody else: Negativc statements
are usually registered. . oy

9. Donotforget tothank the interviewers‘ for h;ving spared time for yt;ilz Granting
an interview is indeed a.favour. . ,

10. Do not hesitate to ask any questions to seek clanﬁcatlon regardmg the company
profilé, service, conditions etc. Tt will pot onIy sahsfy your cutiosity but also give
the interviewer an idea of your conﬁdence and"interest’ i the organization. But
such questions should come only towards the end-of the inferview and when you

»

feel, you are llkely fo get the job. ~ ol € 1

A

- Assuccessful-interview is-one-in.which both the partles—-the interviewer and the
.interviewee— actlvely participate. 'Ihimtemewer asks ce:tam v:tally lmponant questions
arranged ‘accordmg to his; plan. The]nte;v;.;\;ee -on hls part, gives sausfactory e;nswers
to all/ of them. The interviewer seeks.information, -the interviewee. gwef lnfonnatlon
At some stagé-in:the process, most probably towards the end, the interviewer n;ay also -
seek some,information that vtixe..int’g}'vigwee. will gladly give. In this way, the j[:mrppge
-of the interview, mutually understood,:is fulfilled. Moreover, both the parties r+nustbc

"unbiesed, impartial and scieftific in their approach to the entire event. ;
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5.50 I'ntervi_ew'Process

vy g gy

u,;f‘“s&m T »3’-‘

i

1‘.

A lot of care is to be taken by the mtervwwers in orden to make the mtervxew eﬁ'ectwe

.‘.n

A few-aspects regarding-interview process-are'as follows:  ~  ° o
Arrangement of place, time and questions: The interviewer must himself decide .
the unnecessary questions which will not fulfill the purpose of an interview. He _
must ask questmns in mterwews keepmg inmind the > pUrpose of the i mtervxew 'ifé
should decxde the best time and place foreonductmg the mtemew Snnultaneously, !
hie should aIso keep in mind the arrangements which the mtervxewee prcfers In
some progressive organizations, for some posmons even the interviewer’s home
.or office woitld ot be-Suithblés The 1 interviewer thitst be prepared to sizggest an
‘alternative setting, The: interviewer must confirm the ‘arrangémient by telephone
before the interview. P L i T E '

2.* Acquiring job-related ‘information. and general knowledge:: In:the agesof

.. : of hisinterview. o

information, it is only the well-informed interviewer who cani coriduct areffective -
interview. Therefore; the-interviewer must read books and magazinesHe:should
talk to people in order to leamn. about the positions to be ﬁi!led responsibilities ,
involved in the ]ob and the_ interviewee as well. He should list. special vocabulary
words or techmcal Jargons, wh:ch may be used by the mtemewee He should also

.

try to list at least a few controversles connected wlth the topic. :

£y

L A
Assessing mtervlewee’s attitudes: The mtemewel% should preparc a'list of

"):- Lol ‘:i i f_b‘ b

qtiesnons, which can measure some posmve as well as negatlve attitudes of a"
person while conducting the interview. He should list the difficulties, which-these ¢

attitudes might create. He should also describe the-ways. with:which.he could”
'
S A Rt UL H {

Prepare opening remarks: The first impression lasts‘long The first few questions

overcome these difficulties,

may unsettle an interviewee in the begmmng itself, Therefore, thei mtervxewer must

write out opening remarks mcludmg the ﬁrst{questton or quesu‘?ns he might askE
sl sEL . KPRy

while conductmg the interview. Efforts should be made to femind the persoil abouts

- e

the purpose of the interview,

_ Recording the pro::Eedmrés of theiniterview: The interviewer will détide whether

he will write down of ‘tape-recard responses during the-interview. Tt Will Rélp luml
to take a better decision o the pétformance ofithe candidate diiring the initerview.
So, the intetviewer should Hist:materials;. which-he:will:need for thepurpose: .fIfi-;
possible, the interviewee should be.informed about the recording gi_',_tpe_proceedingsf

-
e !;4! PR 8 i ? ‘) "l. =
L]

el

% o :
o it %

La¥ 2‘ ;‘;{3‘_‘, —ne M mﬂﬁi + ll ’
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DO%s

1+ 9. Becourteous, polite and amiable but firm and professionat.

5.51 CdnduCting_ an Interview .f

On becoming a senior professional, you may be asked to interview candidates for a
job in your ‘organization, There are certain specific guidelines in the form of DO's and
D_ONT's_'given_ below to help you conduct an interview effectively. |

- s

“u

1. Analyze carefully the knowledge, skills, and abilities mqmred for the jOb

- 2. Study the resume of the candidate to asses h:s attammentsto the reqmrements of
the job.

3 Frame in your mind (or even wnte) basic questions you would like to ask

V -

:i-r-.'.
T

4. Ask only.one question at a time.
5. Use precise expressions and plain language. {
6. Repeatthe question ifthe candidate so desires, explaining to him clearly what you

+~ Want to know. .
H

7. Be patient, allowing time to the candidate, to warm up-and become interactive.
8. ‘Establish a rapport and encourage him to give his best.

10. Listen carefully with interest to the responses of the candidate,

=~k

11, Keep envmnment flexible. > y

12. Allin all tty to understand what the candxdate is and to find out what he: knows.

. —
s

DONT’s . - g
1. - Do not ask a series of questions.
2. Donot put the same question to different candidates.™ "
3¥ Do not elicit unnecessary details, ¢

t.r"-‘

A4 Do not ask questions to impress the candidate or to dxsplay your knowledge.

5. Do not ask highly personal questions. j
6. Do not contimue asking questions on one aspect or topic for alongt nme
7. Do not put any question when the candxdate is answenng a colleague E

8. Do not at any stage lose your temper or raise your voice. - o

v 9. Do not become excited or-emotional during interaction. }
» y

| :10. Do notuse slang or uncommon abbreviations. : Qg

“117. Donot pérmit the candidate to make flippant remarks. ;4
12, Do not make any comments that may make the candidate feel small or that may

.hurt “him., 1

P

Pl
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552" Types of Questions asked by Interviewers Cow ¥

There are different types of questions bemg askedby thei mmwewers dunng theinterview.

.y

Following are some important types of questions: - _ -

Open-ended Questions _ - . . “

— - . . A
. -

Opezf-ended questions allow the interviewee much freedom to answer. An open_qﬁe’stioh‘

is broad in scope and usually requires more than a few words in response. ‘When one asks
" an open question, he is specifying the topic to be covered. The interviewee may decide on
the-quantity and the type of iniformation to be provided. However, open-ended questxons
are not all alike. They may differ in their degree of openness. !

e

The follgwing -questgons are open-ended: Tf | £
Inu'odur;tion about y:)urself. y oae ¥
What ;:e you seeking in a-career? - * -

How do you. féa about the present candidates? - B g +

- What do you like about in your present job?

. Tell me how yoﬁ;feel_abputathis problem., ~
Why-did you apply for this job? |

- T R T N

_ o e L H
- Advantages of Open-ended questions -
1. Provide the interviewer greater opportunity to observe, -

"2 "Considéred non-threatening because they are usually easy to answer.
3. Suggest interest by the interviewer. | ’
D:sadvantages of Open-ended quesaons o

I Take thore time.. M

2 More difficult to record or the mformatxon 1s dlfﬁcult to quallfy
3 Make controllmg the interview more difﬁcult S

T
10

Close-ended Quesnons . . - .

These questions are somewhat restrictive in nature and géﬁerally call for a briefand”
limited response, By using close-ended questions, the interviewer limits the options of

answers available to the interviewee. The followmg questions are moderately close-
ended because they call for only a brief bit of mformatlon P

dy E .:’_f
. Who is Dr. ManmoharrSmgh?
- 2 How many papers one has stud:ed m the MBA programme? .., s

b
f r e -
3

E

30 For what reasons’ does he w1sh 10 leaVe‘? *

=
f - -

-
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" Nentral and Leading Questions

X > - . . . " N . * o E S o3 .o “.t,c ]
_ A loaded question is even stronger in direction than aleading question, which may
“be somewhat subtle.*A loaded question-tends to'be hard-hitting. Sorne interviewers

4. Howwould he ratc the present government in terms of concem for the unemployed

""" RO B

“very concerned, neutral, orunconcerned? - 5
5. Does he consume alcoholic beverages? ' 7 i
bt . L
Advantages of closed-ended questions _
1. Require less training of interviewers. ! R >
2. Tike less nme . > - *
:3 Make it eas1er for the interviewer to exert control y s
1-4' Make tabulanon of lhe answﬁr?‘rs easier. ) ; R ., v j ; e
1. Disadvantages of closed-ended questions g b ? H
1. Provide too little information. p - x P
Sometimes inthibit communication. e

2
3. Provide little opportunity for the initerviewee to offer additional information.
4

Choice may be vague. .

When one asks a neutral question, he makés no’ attémpt to-direct the: interviewee’s

|- respanse. Because neutral questions do not exert any pressure, they may elicit more

accurate responses.” Neutral questions are phrased so that possible responses are not .
indicated and alternatives are presented in a balanced fashion. Tﬁeébiargl-pypiballi e
1. Why is.he leaving the"cqmpahy"? e bow o F .
2. Whom Eoes he think responsible for the problem? B '
3. Which one of the following sports does he .enj"oy"in his parficipation fhé'r:nos'tﬂ
bascball, football, basketball, and tennis? R
S PL " R g1
Leading questions, on the other hand, enable the interviewer to obtam accurate
information quncldy by gmdmg the mterv:ewee ina certain direction. They ¢ are especxally
useful when trying to venfy facrual mformatlon "Leading questions are sometlmes

regarded negative because when uséd carclessly, they may result in 'biased § reSponses

These are a few leading. ques‘tlons. . . ¥ S A S

. 1., Whether he has a driving license:or not?- ) .
boolea, JEEGELG LA SY . VN T A o3 £~
2. Does. ' ne or not?. .
;2. Does he possess g telephone or not? zeata.
,3. Doeshe believe that most students are overworked? . Vo
Loaded Questions R ¥ T

use loaded questions to create stress by usin'g’_lfa"ﬁgua’gé likely to.draw an emotional

b




a r o~

response or by inquiring*topics aboit which-the interviewee feels strongly: No

need exists in most interviews for loaded questions. They should 'be left torskilled,

ifitérviewets for the exploration of émotional issues. These are examples of loaded
questions: - : : v
1. What do:you thiink of the government’s foolish waste of the tax money?-

2.. Do youmean to'tell me that you have no work experience? (Asked of anew.college
« .graduate who has been rejected by other;i interviewers for lacking. expencnce)

3. How do.youlike the: company s ridiculous policy about vacations?. """-

(Y

Mirror Questions . "

A mirror question reflects an interviewee’s previous answer with the intent. of: drawmg
additional information. Through-its use, more-information, can be obtained ‘without
biasing the interviewee’s responses. When the interviewer believes. that'a. response- is
incomplete, he may d:aw the interviewee out more by snmply reataung that response.
Thls is called muronng a response. When-the-interviewer does it, he must dosit: He

has to try to get thie interviewee to elaborate on a particular’ toplc Mmor questions are -

employed in thése examples:
1. Interviewee: I liked my last job a lot. The pay was good. [ would: still be there if
it were not for my probleﬁls -with my immediate supervisor. .
2. Interviewer: Problems wnh your.immediat; :spper_\fisor? . ' -
3. -IInter.viewee: Ybu will see that I do good work so long as people doTiot instigate me:

4. Interviewer: Instigate you? -

T

Probing Questions T _ . :

A probing- question is stimulated by the interviewee’s previous response. ‘Some

interviewers prepare a schedule, or list-of questions, il advance:'No p:fél_)'i'flg questions

could be included in such a list, as they are unplanned. For example, if a job applicant

says, “In my present job, I had to-learn how to assume. rcspppsibility,” the interviewer -

might then ask probing questions such as these; Y

1, Exactly how does one assume responsibility?
3. Whydid one haveto leam that? : -
Through probing questions, the interviewer may élicit important information that

" had not been anticipated. : *

+

- 2. How much responsibility does ohe assume?

o
Pauses.

Although ;t is not actually a question, it may serve the same puipose. When the interviewer

wants the interviéwee to elaborate, he may simply remain silent.. The pause is the most |

Piiblic Speaking Skills
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English Communication "neutral approach of all, because it does not structure the answer or gven suggest é-_topic
for discussion. At some point, his pause may tum into an'embarrassing silence, which
the interviewee. will find threatening. With en‘(perience, however, the-interyiewer will
become comfortable and proficient in the use of pauses fo stimulate the interviewee.

Notes

Table 5.4: The Communication Behavidurs of Successful Interviewees

T Banavionr i

“"Successful Tnferyiew

,Had only gauge. _1deas of-wheit"
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clearly desired (“How are your
-math. skllls?”)

S
*

e

%, gl
f;

Statements about the Specific -and consistent
position ’ ‘they wanted to do;'-changed-“ideél, about the. posntlon they.
* job” up to six. tlmes ‘during the | wanted; were able” to tell
interview. why they wanted the:
_ posmon i
Use of éompany. Rarely used the:company name. | Referred to'the company by
inmame . name-four times as often‘as
. . ‘unsuccessfil interviewees.
Knowledge about. | Made it clear that they were using v
company and the interview to learn about-the | -
position company and what it offered. <
T Made it clear that they had, 4
' rescarched the company; referred | ,
10. specific brochures, journals '
or people Who had, g_iv;;en' them |, % E
. information. - S
Level ofinterest, | Responded,. neutrally, to o
enthusiasm Interviewer’s- statements: “-OK"”‘:' i c;%‘ il F
“I see”. Indicated reservatxons .
g about company orlocanon R S *\ - Ts
Expressedapproval of information | P !
- I provided by:the interviewer non—. -
' | Vetbally and verbally: “That's |
great” ‘Explicitly indicated
desire to work .for'ﬁl_is-é_panicu:\l;éfn
_ company: % -
Non-verbal > Made little eye coritract; smiled |]
'beﬁ%ﬁpur- i mﬁ'equently § . :
Picking up on | Give vegue or: n’égativc answers Answered pos1t1ve1y and| ,
'intervieWér?s;-gues- ‘even 'when a posmve answer vt;gg conﬁd tly. azgg% backed up




answer

-

|less, sometimes only one-word;
| did not elaborate. Gave-genefal

+ )
'with specific: personal

| Resl;&l-s-t;..t-(;-t-(;f);(-:““' Resisted topicshift. -~ | . T
shift-by interviewer: | - - = f )
Y aEN Accepted toplc*shzﬁ ¥ . T
Use of. mdustry = | Used almost too techmcal Jargon“. TR
terms and. techmcal* e a SR
Jagon . .. "l 4. o . %
s T L Used techmcal jargon: ‘pomt of | T

i - pmchasedlsplay” ‘NCRcharge”, : ;
. “two~-column approaches”, “and‘ - vt
. -direct mail”, i "
Use:of specificsin | Gave short answers ~'wotds or|Supported .¢laims.

experiences,. comparisons,

. _responscs:__.“fairly,well-”. statistics, statﬁen‘gqn;té of
Sy . s ® . . . . -. _ |teachers and employers.
‘Quzestions asked by~ | Askeda small number of general v
interviewee guestions. _
o Asked specificquestions based on | .
o knowledgeofthcmdustryandthe' ;
y o Wk company Personahzed quéstions: |
. . {"Whatw would.my duties be?"
'| Control of time and .| Interviewee talked. 37%.of the |Interviewee talked 55% [
tOplE:S interview time; initiated 36%.of | of .the total-time; initiated
Baie 3 ) | the-.comments; oo ey s "_sub'jects 56% of'the. time; +

Source: Based on research reported by Lois. Einhorn, ‘An Inner View. of the Job -
Interview: An Investigation of Successful Communicative Behaviours,” Communication |

Education30 (-.fuly 1981),217-218; and RoberfW.‘Elder and Michael M. Hafris,-eds.,‘ The;
Employment. Interview Handbook (Thousand Oaks. CA: Sage, 1999), 300,303,327-28..

Describing Group Discussions

K

-

Normally groups of 8-10 candidates are formed into a leaderless group.and given.

a specific situation to analyze and discuss within 2 given time limit.

for a problem..

Types of Groups Discussion

e Panel: Inapanel discussion, a small group of individuals (from three to five) who -

»

-

The group may be given a case study and asked-to come up with a solution.

The group.may be given a topic and asked to.discuss:it.

*

ey

" are knowledgeable about a particular subject discuss the topic among themselves

Public Speaking Skills

rd

Notes
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Notes

1
e

in front of an audience. Panel participants make no formal presgntations and
change ideas through conversation. ’ i s K

e Dialogue: This method i§ very similar 0 a panel discussion-but only two
‘individuals take,part iff discussing the:subject in_front of an audie_ﬁ_cej_i

. Symposmm Ina symposxmn, a small number of speakers who aré knowledgeable
about a particular subject make, short presentatlons in succession Thdse
presentations usually range from. five to fifteen minuies each.

o Forum: This form of cffscus:‘s:ion allows for paftiEipafianiby the audience. There
are several types of forums The most COmImon are. ) g

e ‘Open forum: Members of the audience are allowed to-participate at any time
. 4

it
 Panel forum: Members Of an audience hear a panel discussion and are then

duiring the meeting, - B

illowedto ask que:,uons or't6 comment on the subject under discussion. f

» Conference forum: Members of the audience are allowed to questlon Discuss
or comment after the dialogue. -

£ A

e Lecwre forum: Aftera formal presentanon by almowledgeable speaker, audience

members are given th? opportunity to question, comment, seek clanﬁciatlon, or
discuss the information presented. i

e Buzz Session: The audience is divided into groups of six to.eight-pedi)le- o

{ discuss relevant"qixcstions:poseii by the leader. One individual from eq:ch ‘group

may be asked'to summarize the group’s discussion and report-to the entire

.. audience. C T . . r

L3

Qualities Looked for in Group Discussion : . ,

'GDs. are held with a particular purpose in mind. It may be to selecta suitable candidate

for @ job or suitable candidate as student for admission to'a particular course. iIn any &f
these cases, the aim is to'select a person owning distinct leadership qualmes There are
certain qualmes which are looked for during a GD..

F —
b -

Qualification to be Possessed . . i )
1. Leadership qualities: S
(i)  Taking initiative ’ ) i
Gi) Ability to give direcfion L N
(iff) Taking the group along ’ ,

(iv) Listening
(v} Goal Fulfillment L
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' «2"',-‘ Knowledge of the subject matter:

Public:Spéaking Skills
()  Présentation'of details. i
(i?) Error —Free Presentation )
3. Analytlcal ability: Use of arguments, example, logic —how effecnvely are the’ Notes

same related to the subject matter.
4. Clarity of thought: T N

(0

\(ii)'

Distillation of essentials.

Abandonment of essentials

S. Conviction and ﬂexnbihty

@)
“ )

The strength with which the argument is posned

Flexible in approach to topic.

Gmde]mes & Helpful Expressions

Skllls required for a Group D_l_scussmn. __ | .

. Leadcmhipgkills _ T N
e Communication Skills

e Interpersonal Skills ‘

. }?e;suasive skills

¢ Problem Solving Skills . | .
e Conceptualizing S_kill§ * ' .

Leadership Skills : B

Ability to take leadership roles and lead, inspire and carry the team along to help. lhcm

achieve- grop_p-_s,_objectlve. In today’s busmcss-cl;mate,vorgamzatlons are interested in’

team 'pIayers.}ather than individual contributers. During the Group discussion the panel

< essentially evaluates the candidate’s potential to be a leader and also his/her alfﬁli}y to

“work in a team. Remember that companies are typically on the look out, for candidates
who will inspire to lead apd;uccwd and for that you need to be a good team player.

Example: To'be able to initiate the.group discussion:or guidﬂhc‘groﬁp cspecially

when the dlscussxons begins to lose: relevance and ry to-encourage all membem to

participate in the discussion. : . -

-

Communication Skills i

- - LR

The participating candidates will be assessed in terms of clarity of thoughts cxpression

and aptness of langtiage. One key aptitude is listening. It indicates a-willingness to |

accommodate others views.

R L4
.

-
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English Communication Example: To be able to use simple language and explain concepts: clearly so that
it is easily understood by all.-You actually get negative marks for using esotetic jargons
in an attempt to show off-your knowledge. .

£
* y
¥

Notes | Interpersonal Skills . N

-

Reflected in the ability of the individual to xnteract with other members of the group ina
brief situation. Emotional maturity and balance promotes good interpersonal relanonshlps
The person.has to be more people centric and less self-centered.

Example: To remain cool even when someone provokes you with a personal ’
comment, ability to remain objective, ability to empathize, non-threatening and more
of a team player.

Persuasive Skills {
Ability to analyze and persuade others to sée. the problem from multiple perspectives
without causing resentment -among group members. . -
Example: Whilst appreciating someone else’s point of view, you should be able to
effectively communicate your view without overtly causing offence to the others’person.

Problem Solving Skills |

-

' Ability to come out with divergent and off beat solutions and use one’s own éréativfty.

Example: Whilst thinking of solutions, don’t be afraid to think 6f novel solutions.
This is a high-risk, high-return strategy.

{
Conceptualizing Skills
‘The ability to grasp a situation, take it from the day to day mundane problem level and
apply-it to a macro, level.

Example: At the end of a discussion-you. could probably sumarize the findings

3

“in.a few sentences to present an overall perspective.
A rote of caution: Can we acquire all the skills overniglit or can we put up a
show? A Group Discussion is a simulated 'ex'grcise where you cannot suddenl!y put-on
a show since the evaluators will see through you easily. The purpose of the art_!iCIeais to
_sensitize you to-these issues-so that-you can develop yourself with time.
v Table 3.1: Strategies for GDs
Do’s Don’té ] 1
KISS.—- Keep It Short and Simple Speak loudly Speak loudly -
| Follow principles of oral Communication Adopt a negative stance
" Make éven contributions A casual look |

[l

Conclude periodically  Flay hands

™ Deliberate. and slow in.delivering your points Talk too fast i
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Adbhere to principles of politeness Provide opportunities to othersito speak
Substantiate your point with examples and not the other way round'1_

« Table 3.2: Body Sport for GDs
Position' " Significance. - —
Push your l_)od};- to the back of the chair  Keeps you,alert:
Keep _yt.)ur hands on your lap right Indicates that you ate a logical person’

Keep your legs stationed firmly on the ground: right and Teft intertwined bencath -

_the chair Keeps you firmly positioned

Hand movements should be restricted Indicates that you do not need hands

_ as'props when speaking

i)iscussion_ Techniques -

Group Discussion is not a-debate in which you either oppose or support the fopic. There

are no clear cut positions or stands to be taken, GD is.a-continuous discussion, a live |’

interaction;. in which you examine a subject/problem from different anglés and view
points..As a_garti_cipani, -you may disagree with ot support ljll.‘,' other"s point of view or.
bring in a new point of view. This should not be done by showing disrespectfor the
-other person, even if you do not accept his/her point of view. Courtesy in discussions
in_dicates our level of culture and sophistication. . -

Some techniques or guidelines to be followed by the Group Discus;iion participants |

are as follows:

¢ Howto join the discussion: tq

e I'd like to raise the subject of.... -

* What I'think is.......

¢ Inmy opinion.......

" If I'had to:say a word about it.......... .

». I feel strongly that,........ ) -

¢ May I'make-a point about.......... '

) Tc; support what some other participant has said:

e I'd like:to support the view point of Mr, A-*a.bom ......

c e I'complctely agree with Mr. B-about the point......

e To support disagreement: “
¢* I'wounld like to:offer a different viewpoint: ..,
 Please allow-me to differ here....: ’

o 1 think differently on this issue....... ' .

& 1do not agree heré, in my opinion.........

Public SpeakingSkilly
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* To make a point very strongly: . . e

e ] am convinced that.,....
e You can’t deny that......

) Anybody‘can'.'sg:c that...... o

L T

o [t is quite obvious that........

o To bring a discussion back to the point: o5

o Perhaps, we could go back to the point, .

e Could we stick to the subject, please..... -

e Tam afraid; we are drifting away from the point. -

Your analytical ability and your verbal and non verbal skills of -commux{icaﬁon-

. give you a competitive edge over others.

Listening in Group Discussions N i
In Group Discussions, only speaking’is.not essential, but: listening has"its own vital

importance. Only a good listener can be an effective speaker and can bind and convmce

the'} aroup with his opinions. In GDs, Listening is‘also a participative act. Llsten to-what
| others have.to say. Do not listen with a desire to refute. Listento assimilate and analyze;
" then speak to cxpress your thoughts in the light of thoughts of others. o~

- Do not interrupt, but try to join:in the discussion tactfully.

Finally, if you really want to' stand out, do not try to. dominate. by demolishing

- other participants. ; .

_Group Discussion Tips

We would like to share some tips to give you the edge during you Group Discussion.

e 'Be as natural as possnble Do not try and be someone you are not. Be yourself
so the emplover gets to know the real you,

Y

e A Group Discussion is your chance to be more-vocal. The point of interest to

. the evaluators is to hear you speak. T

-

o Take time to think of what you are going to say-if allowed, take a plece of
paper and a'pen with you andjot-down your thoughts before ver"bahzmg them,
This could help you create the right framework for your.discussion. °t

- ! .
e If'youhave any doubts regarding the subject or about what another team member

has said, ask for clarification. ; 1
¢ Don’t start speaking -until you have cleatly undefSt’o_od 'and,.analj:'zed the

subject, . 4 |
» Work out various strategies to help you make an entry: initiate the discussion ‘

or agrec with someone else’s point and then move on the express, your

o

1




most common mistakes made at

. Pavithra was very offended when one member made a statement.on women generally

. views. - N - " ) _ Public Speaking Skills.
e Do notbe swayed when you are told that opening the discussion is the only way S
=+ ofgaining attention and recognition. If you do not give valuable insights during-
the discussion all your‘eﬁ'(:)rts of initiating the discussion will be in vain. Notes.
"o The score you, receive will depend not .only on 'yéur verbal communication-|
but also your non-verbal SklllS Your body Ianguage says a lot about you-your:
gestures and mannerisms are more llkely to reflect: your attitude than what

9

your say.

e Language skills are important as they reflecta balanced tonein  your dlscussmn

and analysis. —~ I e

s Be pat:ent .don’t lose your cool if anyone says anythmg your object to. The
Keyes to stay objective: Don’t take the discussion personally:
=#  Always be polite.and try to avoid using extreme phrases like: I strohglj; object
or. 1 disa_greé.. Instead try phrases like I would like to share my v}ews on, Or
“One difference between your point and mine”. . A )
o: Brushup on-your léadé'rship skills, motivate trl;e other members of the team to '
speak and Tisten to their \news Be receptive to others opinions and do not be .

abrasive or-aggressive. . Coo

e If you have a groupof like-minded friend you can have a mock group*

* dlscussmn where your can learn from eich other through giving and recelvmg - .

“feedback. .
e Do build a rapport with group members. )
¢ Do maintain a sense of humor while facilitation. ‘ _ \
« Don’t let one or a few members of the group monopollze the dxscussxon

e Don’t create.the impression that _you_are. an expert on the topic I(even if you“. -
are and expert)

.
—-

Group Discussion: Learning from Mistakes

So you féel that this group discussion-is going to end up like the others — on interview |
call? Possibly,a rejection letter? If you do your group discussion is a lost cause even
before.you attend it. If you: ‘have attended even one group dxscussmn in the past, ‘think
‘about what mistakes you may have committed and list these mistakes on paper make
sure you do not repeat them: To help you crack your fear of failure here’s a-list of the

b4 b

.

Group Discussions . . -

S

being submissive. while explaining his. point oi; view. When Pavithra _ﬁ_nally got an ' s
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Eriglish Conimunicdtion opportunity to speak, instead of focusing on the topic she accused the other candidate

~ being atmale chauvinist and went in‘to defend women in'general,

1

This example highlights some of the.common mistakes made during 2 Group .Diswséion:'

Notes
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. !
, The aim of a Group Discussion is to get various members of a tcam to express

Deviating from the subject.

Treat{ng the discussion as a forum to-dir your own-views. - f
Losmg objectivity and making personal attacks. :

- This kmd of behavior is perceived as Immature and is demodulating for the
rest of the team.

Sheila believed that the more she talked the more likely she was to be evaluatcd
positively very oppottunity. She did this so often that the other candidates got
together to prevent hér ffom participating in the rest of the discussion, i
You are being assessed not only for your communication skills but also for
“your ability to work a$ a team. e i
Your contribution to the discussion must be relevant, T

The evaluation will be based on the quallty o,f your contribution rather than
the quantity. ;

i

their opinions before coming to a: consensus. Avoid dominating the discu_'.'t;si“on

and encourage the rest of the team to contribute,

Vijay was happy to have got a Group Discussion topic he had prepared for,
During the discussion he took pains to communicate to the others his vast

" knowledge of the topic, Every third sentence contained statistical data— -*33.3%

of companies... 27.26% of 'émployees felt that... I recently read in Foil_‘tur_le
that... Soon, the rest of theteam either latighed at him or ignored his attémpts
to enlighten them, The evaluator felt that Vijay was inaking itp the data.:
Even if our knowledge of the subject is encyclopedic, you will end up Being.
frowned upon by the panel and the group if you atteriipt to show off our
knowledge.

fYou need not validate all your statements with facts and figures.

Your.people skills are more important than an in-depth knowledge of the
subject. t

Being a show off indicates how self-centered you are and only highlights your

inability to work in an'atmosphere where different opinions are expressed.

Sharief knew that all the participants would compete with each;ot{lez to 'ix_?itiatc
the discussion, As soon as the'topic. “Discuss the negative effects of liberalization
on the Indian economy” was read'out he began talking. In his anxiefy to.'pe the

" firstto start speaking he did not hear the word “negative™ in the topic. He began.




discussing the ways in which the country had benefitéd from liberalization,
.only to be stopped by the evaluator, who then.corrected his mistake.

o Jtis very 1mp0rtant to listen and understand thetopic before you air-your
opinions. , .

. Spending a little time analyzing the topic may"p}ovide. you’re with insights:
which others may not have thought about, ' ’

e Listening gives you.the time to conceptualize the data s0-you can present the

-

information you have in a better manner.

e There’s nothing worsethen getting noticed by the evaluator for starting off the. |

Group Discussion with mistake.

s Madhavi was VETy nervous. She nonced thata coui:le of other candidates were
exceptionally good and because of her insecurity she contributed little to the
discussion, She was sure she'did not stand a chance against the others. Even
when she was asked to comment on a particulars point she-preferred to keep

mum.’ . )

» Your personality is also being evaluated. Your body language may reflect your
Tow confidence. ’

o Participate in the discussion rather than evaluating others and your performance.
You are the participant not the evaluator.

‘. :Your Language skills along with your se}f-cénﬁdence are what you will be
evaluated on.

' Just having one of them is not going to get you the job.

Focus on your strengths and do nof spend too much time thinking negatively as it will

have negaﬁve impact on your self-confidence. The evaluator will pick up these aspects

from your body language.

Eitempore

"Extempore” or "ex tempore" refers to a stage or theatre .perfonnance..ﬁlat'iS'carﬂed
out without: preparation oy forethought. Most often the term is used in the context of
speech, singing-and stage acting.

How to Make an Effective Extempore Speech

Well basically its about projecting confidence and teiling what you know‘in a short
span of time.

Firstly, your body language should convey the fact that ‘you are not shaky about
coming to stage .One should feel the confidence within oneself )

Secondly, you should know a few facts about the topic you-are going to talk about. _

For this its a.good idea, if you go through the. daily newspapers and have a general

7

Public Speaking Skills.
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English Communication understanding about things. Then ifs all about talking effectively without stuttering and
' good postiire. Your body language should p'rof ect g’o‘od confidence. At"‘thcfs'ame time

-

you also shouldn’t appear smug. 7 &,

Notes “Well, wIi.eti it comes to content, its better if you organize your points"and tetl them
' in-a:systematic manner. Its-good if you: mention most of the points without going much

deep in to any of them. 2 .. - \
Its aliways better to limit your speech to the time allotted for one speech, especially

if its a.competition: - np

- .
Al H

Bo‘fiy Language i
‘Now a little.detail in to the body. language you are going to need to, get it right.

wd

weu if its a competition, you will have to walk up to the stage. Now the judges
are gomg to notice you.

¥ ® -

You:should appear extremely confident (not smug} as. you walk up the podium.

Adjust the mike to your settmg and make eye contact with the judges .and the
audience, 2 . A

i Ay > o

Now its time to start. Start slowly but confidently, that’s the point.

. Now it is better if you keep your head sllghtly raised because this makes you feel
confidant, .
Its‘good if youuse hand gestures while stressing important points but don't overdo it,

Ll -

What to Talk ,

Its always goo‘d if you start your spefch with a quote or by describing a scene. ‘
Select the quote which suits your -tupic (_pbviou'éij), but some’ quotes- go wfth a

number of topics.

. Now, its always good if you have a couple of’good quotes in your arsenal.

About describing a scene, what I mean is.to describe a dramatzc scene., hke a
running commentary. . " - 7 :
. Now when'it-comes to thie budy; yoir need to first define what yoware going to
‘mainly speak about. But if its topics like terronsm ‘which all people understand,fthen .

you don’t have fo, . ~

-

After this. you, elaborate depending on youmoplc and based on how much time
FH . 2 N 1

h"

Finally you conciude by telling about how we should all try to achieve a common
goal and things like that, "

- $

you have,

Now the topics that mlght come for compmmon greatly depends upon what level
of school or college'you are. .

e
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J - Competitions. conducted at interschool or intercollege. festivals. especmlly inarts Public Speaking Skills
. -and humanities colleges will.be of higher standard and more specific.s  ~ ¢

. ‘The miore specific atopic is, the more difficultit 13‘11kely to become. For example,
take a topic liké "Charidrayaan‘Tndia's MoonMi'ssion" is morelikely to befiefit competitors
who know abouf the topic. This again'stresses the importance of general knowledge in ;

tackling such competitions: Where-as a topic like-"INDIA‘IN THE'21st CENTURY" |
-will be an easy topic on:which all competitors will have points to highlight.

“Notes

-
-

h

What tp do juit b;fore the bompeﬁtion‘ . .

"Well normally \i:or most competitions:a short time of upto-S minutes wouldﬁe allotted ‘
to each candidate before his/her speech, N

5 Its wise-10.carry a paper.and pen with you to.write.down. points-during this time. »
This will help.you organize what you are about to.say and also. gives yowsoine
.confidence which has. a boosting effect on your performance . o
You just need to jot down the main points on paper, but remember never look-at
this paper:in.front of the judges even.if you forger the points. T S

”

553 Summary

Presentatioiis and public'speaking play a'very significant role in bussiriess environmerit.

Hence;, when planning for presentations or-public spéaking, you must take care to

. define their purpose and relate them to'the audience’s interests, In this chapter, we have | .
discussed public speaking and presentation skills, ‘

‘Public speaking is a.talk given to a: Iarge gathering, The present cIiapter o'ﬁ‘efs

charactenstlc:. and tips of good public speakmg Importanee and need of pubhe speakmg

“for- the. mdmdual the organization and the soci€ty are also-discussed. Impromptu

extemporaneous, memorized and manuscript are modes of delivery in public speaking,

Besides, cheécklist’ for effectlve public'speaking; checkhst for discussion sKills and
.. essentials for reducé stage fear are also discussed.

Further in this chapier, We concentrated on mpanmg presentation skill fo enable
you ‘to’ make effective presentations. These skills can be ﬁ.lrther_developed by paying

aftention to preparation, delivery techmques, and the art of hiandling audictice’s response.
The presentation is a-form of oral communication. Its success depends on the presenter 5
preparation; his clarity of purpose, understanding of audience needs; his ab:hty to
structure the mformatlon, choose proper visual alds and perform by involving the
" audience’s interest and responding {0 their questions with ease and forthright honesty.
‘Features, elements of presentation, ten steps to a successful preseptation-and a'few tips |
on téam presentatxon are-al§o discussed. Finally; the present*chapter throws llght on:

*  serhinar presentatlon : - x -

-
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Group discussion is'an integral part of business communication. Group discussion
enables the organizational members to share information, discuss a problem;and amrive at
a solution. Too,often, companies dBjnot feel the impact of a meticulous group discussion,
until they lose. business due to the group’s inability to artive ata decision. In the present
chapter, the group. discussion at & length is discussed. .

. The group discussion is a personality test, most popular with public/private sector

| undertakings, government departments,-commercial firms, IIMs, universitiesjand

other organizations, used to screen candidates, after the written test. It is a part of oral
communication. The entire study of communication would remain incomplete if there
was no.analysis of the system of group discussions. In this chapter the characteristics,
types, objectives and purposes are discussed.

‘While sélection tools and techniques like tests, interviews, etc., provide good data

‘| aboutan individual, they fall short in providing real life data of how an individual would

be performing in a real life situation, especially a group situation.' The preparation of"

1 group discussion, role playing, role of the conductor of group discussion iseélso discussed.

Besides, the four Cs, advantages, limitations, common gmup-discussion.mist:akes,.

“do’s and don’ts of group-discussion and supporting expressions in group discussion is

also discussed. ‘

An interview is-a formal meeting in which a person or persons question, consult or
evaluate another person or persons. An interview reveals the views, ideas, and attitudes of
the person being interviewed as well as the skills of the interviewer. The term ‘interview”
has been derived from the French word ‘entre voir’ that means ‘to glimpse’ or ‘to see each
other’. An interview has a wide variety of uses in business and corporate related jobs,
Purposes of holding interview are discussed in this chapter which comprise selef:ﬁon,
promotion, performance appraisal, etc. The structure of an interview comprises openinig,-
middle and closing, which is also, discussed in this chapter. .

The present chapter offers.a §ﬁbsequent list of different types of interviews _yvhich

includes employment interview, orientation interview, reprimand interview, stress

ip‘ter,view,' exit interview, behavioural interview, informational interview, and case
interview, etc. This chapter also-discussed the fundamental principles of interviewing.
Interviews like any other formal business activity require a lot of preparation and it applies
both to the interviewer and the interviewee. Thiere is no one ‘best’ way to 'prcpareffor. an
interview. Rather, there are specific and important strategies to enhance one ’s chanccs
for interview success. The-present chapter also discusses the skills of preparatmn for
interview and factors contributing towards successful interview. *

¥
Important non-verbal aspects at the time of interview like eye contact; facial
expressions, etc., are discussed in this -chaptei‘.,Besides, this chapter also discus?es the
basic practical clues and guidelines for attending the interview. The present chapter

i
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throws light on the interview, process.and specific-guidelines in the form. of do’s and
~dont’s for conducting an interview.

)

Intetviews are becoming increasingly complex for both the partiés-with'a growing

variety. of questions being asked to check the various_kinds, of skills required for
increasingly-demanding job profiles. The questions now fz;nge from technical to Social
to behéyiqutglisgl;e;and the candidate has to pr:sent_a I;alanced picture in almost allT:f '
the aspects being tested. This chapter offers the types of questions ésked'by interviewérs

. during the interview whlch ,comprise open-ended questions, close-ended questions, .
"neutral ‘and-leading questions, loaded questions, mirrer questions;, probmg questions-
etc. Besides, in the end; the chapier dlso discusses the communication behaviours- of
succéssful interviewees based on the research reported by Lois Einhord.

Group Discuss can be used asa vehlcle to encourage thought and to practice a.
wider range of skills, :.pec1ﬁcaliy communicatién and problem solving skills that may
be required in future working life. Companies make use of this technique of filter people
in an interview: In Group Discussion, con;panies' ‘shortlist only those people who have
necessary skills like listening skills, a proactive attirude and leadership-qualities but at
the same time he/she shoeld bea team player and possess people skills, Any job requires
employees to work with others for effective functioning. Therefore people skills are an
important aspect of any job.  _ . . :

Skills required for-a Group Discussion are: Leadershlp Skills, Communication Skills, ;

Interpersonal Skills, Persuasive Skills, Problem Solving Skills am} Conceptualizing Skills.

GDis a"continuous discussion, a live interaction, in which you examing a su'bjectf
problem from dlfferent angles and view points. In Group Discussions, only speaking i 1s
ot essential, but listehing has its own vital iinportance. Only a good listéner can be; an

&

effective speaker and can-bind and convince the group wnh his opinions.

“Extempore" or "ex tempore™ refers fo a stage or theaiter perforiance that is carried

out without preparation or forethought. Most often the term i5'used in the context of

i

speech, singing and stage acting.

<554 Glossary -

o Group, D:scusswn- Group Dlscussmn Js g continuous discussion, a live

mteractlon, in which you examine a subject/problem from- different angles '

and view points. 4
® Extempore: Extempore or "ex tempore™ refers to a stage or theater performance
that is carried out without preparation or forethought. ) o

e Communication Skills: To be.able touse simple language and explain: concepts

clearly so that it is easily. understood by all, 2

Public Speaking Skills

Notes

i

¥
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- o " Leadership Skills: To bé able to initiate the group discussionor guide the group

+ English:Communication

especially when the discussions begins to losé relevance and try to encotirage

@ all members-to.participate in-the discussion, N N

- o 1 - — il - - ;

Notes S. 55 ReVIBW Questlons - . i
i 1. Whatis public speaking? What are the characteristics of good publlc speakmg or

) good speech? ,

2. Whatis pubhc speaking? Discuss the tips for-good. pubhc speaking. 1l

d 3. Dlscuss the lmportance of public speaking and its need. . ]T

11. What do yowmean by a seminar? How itis organized? B

4 What are the modes of delivery in public speaking? Discuss the checkh*st for
effective public speaking, £ . .

r

5, What is public speaking? What the essentials are for reducing stage fear‘? T

6. What is presentation? What are'the elements of presemjanon? - 3 $

-

7. What according to you is a presentation? What are the characteristics of a-good

. -
s 3., Dresentation? . “ !

8. . Briefly discuss the strategy for team presentation.
9. Briefly-discuss the strategy to:improve discussion skills. *

. LI
10. What is presentation? Discuss the strategy for team presentations.

12. Wharis a group discussion? Discuss its types and characteristics.
13’ ~What are the‘'objectives'and purposés of a group discussion?

14. How will you prepare yourséﬁ' for'a group Eiscussion‘?

15. What are the four C’sof group -discussion?

3

16. Explain the essentxai skills for effective group dlSCllSSlOl‘l

17. Discuss the advantages and hmnatlons of group dlscusswn I ¢

18: 'What common mistakes people do while participating in group dlscussxon‘? N

19. What are the Do’s and Don’ts of a group discussion? Discuss the _spronive
expressions t0o. e

20. Wﬁg_t is an interview? Discuss the nz;mre of interviews,

21. What-are the essential features and structure of interview?

22. 'What are the purposes of holding interviews and its chronology? o

23, Discuss different types of interviews, describing' clearly the purposes for-which
they are held.

24. > What are the fundamental principles of interviewing?

' 25, In what way would you prepare yourself if called for a job interview? |

208 Self Learning Material 5

-7 ' E




26. What kinds of questions are generally asked in interview? Give ex.'zig:,,

illustrate your answer. \
- 27. Differentiate between the communications behaviours of successful ;}r-
un_success.ful interviews. .
' 28. )Nﬂte short notes on the following: F

@i} Orientation interview =

(iv) Reprimand interview

{(v) Siress intc;rview :
(vi) Stmctured interview |
(vi) Case'interview

(viii) Informational interview

(ix) Pauses

5.56 Further Readings

. India.
. .LeSikar, Flatley, Basic Business Communication, 10th Edition, Tata Mcgraw
! Hill, p.433.
, ¢ Meenakshi Raman, Prakash Singh, Business Communication, Oxford University
Press, 7th Impression 2008,

¢ PD Chaturvedi, Mukesh Chaturvedi, Business Communication—Concepts,
Cases and Applications, 2007, Pearson. Education

F

e M.J. Mathew, Business Communication, 2008, RBSA Publishers, Jaipur, |
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