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UNIT : 1 INTRODUCTION TO COMMUNICATION

SKILLS

:: STRUCTURE::

1.0 Objectives

1.1 Introduction

1.2 Definition of Communication

1.3 Characteristics of Communication
1.4 Process of Communication

1.5 Let Us Sum Up

1.6 Key words

1.7 Check Your Progress

1.8 Books Suggested

1.0 OBJECTIVES

In this unit, you shall learn
e Definition of communication,
e What is communication,
e Communication process and
e Importance of communication

1.1 INTRODUCTION

Communication is one of the important aspects of human life. It is
difficult to imagine existence of human life without communication. As
a human being we spend most of the time of our life interacting with
others, sharing our thoughts, ideas, emotions, feelings etc. Humans have
the capability to initiate communication and also to take part in the
interaction with other. The term is Communication derived from
Latin communicare, meaning "to share”. It is an act of
conveying meanings from one entity or group to another through the use
of mutually understood signs, symbols, and semiotic rules. It also



includes the sharing of ideas, concepts, imaginations, behaviors and
written content from one person to another.

When a child is born, the first thing act he/she does is to produce sound.
Slowly and gradually they learn to identify sounds, gestures and symbols.
They learn language by observing the lip movements of elders. They
observe their parents, siblings, relatives and neighbours and learn
language from them.

A human being is a social animal. It is necessary for a human being to
learn the art of effective communication in present time. In a recent
survey of recruiters from companies with more than 70,000 employees,
communication skills were cited as the single more important decisive
factor in selecting managers. The survey, conducted by the University of
Pittsburgh's Katz Business School, points out that communication skills,
including written and oral presentations, as well as an ability to work with
others, are the main factor contributing to job success.

1.2 DEFINITION OF COMMUNICATION

Communication is such a broad discipline that it defies all definitions.
However with the help of various definitions, we can understand the
concept of communication.

Merriam Webster Dictionary defines communications as “a process by
which information is exchanged between individuals through a
common system of symbols, signs, or behavior”

According to Wilbur Schramn, “communication is the process of
establishing a commonness or oneness of thought between a sender and a
receiver.”

Keith Davis defines communication as “The process of passing
information and understanding from one person to another. It is
essentially a bridge between people. By using this bridge a person can
safely cross the river of misunderstanding that separates all people.”

CambridgeDictionarydefinescommunicationas‘“the process of sharing inf
ormation, especially when,
this increases understanding between people or groups”.

Berelson and Steiner mark out the boundary of communication as “The
transmission of ideas, information, emotions and skills by using words,
symbols, pictures, graphs, etc.”

Pearson and Nelson define Communication as “the process of
understanding and sharing meaning”.



With the help of the definitions mentioned above, let us try to understand
various characteristics of Communication and the process of
Communication.

1.3 CHARACTERISTICS OF COMMUNICATION

Source: https://images.app.goo.gl/4tjNQqFKEN2Fkxtv9

[1] It is a two-way process. It requires at least one sender and one
receiver to complete the process.

[2] It is a continuous process. It never stops.

[3] It is a goal oriented process. Communication can be effective if the
sender and receiver are aware of the goal of communication.

[4] The basic purpose of communication is to create mutual
understanding and oneness between sender and receiver by sharing ideas
or emotions.

If we try to interpret and understand the above mentioned points, we will
get clear idea about the meaning of Communication and its importance.

The first key word in the definition is process. A process is one of the
difficult activities to describe as it keeps on changing. Imagine you are
alone in your home Kitchen thinking about something, at that time your
sister enters the kitchen and you talk briefly. What has changed? Now,
imagine that your mother also joined by someone else, someone you
haven’t met before—and this stranger listens intently as you speak,
almost as if you were giving a speech. Your perspective might change,



concepts, when you ask the teacher, he/she will again teach you that 9™
concept so that you understand it well.

6) Informative Feedback:

This feedback takes place when sender gives required information
regarding topic to the receiver, but missed some important figures and
data, at that time if receiver has knowledge about that, he/she can give
this information to the sender after the speech.

7) Delayed Feedback:

This type of feedback is obvious in written communication. Delayed
feedback is a time consuming process. Almost, all written
communication is subject to delayed feedback. For example, during the
examination students write answers in the answer sheets. After
sometimes, may be after a month the teacher will check the answer sheets
and give his/her feedback on it in the form of result.

1.5 LET US SUM UP

In this unit, you have learnt

Meaning of Communication,

Process of Communication,
Characteristics of Communication and
Types of Feedback

1.6 KEY WORDS

Transform to pass from one to another

Feedback one kind of response that receiver gives to the sender

Interaction communication or direct involvement with someone or
something.

Produce make or manufacture from components or raw materials.

Gestures Gestures are a form of nonverbal communication in

which visible bodily actions are used to communicate
important messages, either in place of speech or together
and in parallel with spoken words.

Oriented align or position (something) relative to the points of a
compass or other specified positions.
Oneness the fact or state of being unified or whole, though

comprised of two or more parts.
Transmitted  passed on from one person or place to another.
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1.7 CHECK YOUR PROGRESS

Choose the correct options from given below.

1.

2.

Communication is a part of skills

a. soft b. hard c. short

The is the person who transmits the message.
a. receiver b.sender c. mediator

Communication isacontinuous. .... ... .. .... ....

a. process b.programme C. feature

is the person who notices and decodes and

attaches some meaning to a message.
a. Receiver b. Sender C. Driver
The response to a sender’s message iscalled . ..... ...........

a. Feedback B. Feedtake C. none of these

Answer the following questions in brief.

1.

What is Communication?

2. What is Feedback?

3. What is the role of a sender?

4. What is the role of a receiver?




5. What is positive feedback?

Answer the following question (Long Questions)
1. What is Communication? Explain the process of Communication with
diagram.

2. Discuss various types of feedback.

3. Discuss various definition of Communication.

11
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UNIT: 2 TYPES OF COMMUNICATION

::STRUCTURE ::

2.0 Objectives

2.1 Introduction

2.2 Types of Communication
2.3 Let Us Sum Up

2.4 Key words

2.5 Check Your Progress

2.6 Books Suggested

2.0 OBJECTIVES

In this unit, you shall learn about
Various types of Communication

2.1 INTRODUCTION

Communication means transferring messages, thoughts, information,
emotions and ideas from one person to another through gestures, voice,
symbols and signs. The Sender encodes the message in any form like
voice, written or any signs thus they are often called encoders. The
receiver decodes the message received from the sender to understand and
then he interprets it. Sender, receiver and channel are the most important
things in communication. Let us discuss various types of Communication.

2.2 TYPES OF COMMUNICATION

| |

Verbal Communication Non-verbal communication

13
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Oral Communication Written Communication

VERBAL COMMUNICATION

Communication which takes place with words is known as verbal
communication. Language can be defined as a system of symbols and the
grammars are the guidelines and rules by which the symbols are
manipulated. Language learning occurs mostly during childhood.
Languages tend to share certain properties, although there are exceptions.
As previously mentioned, language can be characterized as symbolic.
Charles Ogden and I.A Richards developed The Triangle of Meaning
model to explain the symbol, the referent, and the meaning. Language
follows phonological rules, syntactic rules, arrangement of words and
punctuation in a sentence, semantic rules and pragmatic rules.

Oral Communication:
Oral communication is the exchange of message, information and ideas
through spoken word. It may take place directly in person, in a face-to-
face interaction, or through an electronic device. There are various Kinds
of Oral Communication.

e Face to Face:

This kind of communication generally takes place between two or more
than two persons. It can be either formal or informal. Face to face
communication can be usually seen in meeting at workplace, interview,
conference, seminar, group discussion etc. This type of communication is
more effective as presence of the parties, their expressions, tone and
appearance can add significance to the words and communication. In
Formal face to face communication receiver can also get message from
sender’s expression, gesture, body movements and sometimes sender also
receives feedback from the gesture of receiver or audience. This type of
communication helps to facilitate immediate feedback which is helpful
for the sender. Interview mostly takes place for the purpose of job. In an
interview one or many persons asking questions and the receiver
responds to the questions with answers. Body language and appearance
matter the most in Interview. In an interview, through good appearance
you can impress the interviewer .Group Discussion is a type of discussion
that involves people sharing ideas or activities. People in the group
discussion are connected with one basic idea. It helps to solve the
problem in any organization.
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Source: https://images.app.goo.gl/ler7TMsvdBcXSMGMs5

e Radio Communication:

Radio is an instrument used for communication. It can be used to pass
message to mass. For example, in Akashvani and Vividh Bharati Radio,
people can ask questions and they get reply from the expert. FM radio
provides information regarding current news of the city and also helps
listeners by providing traffic updates. Sometimes, people can also enjoy a
good story which is narrated on radio in a particular show. Programmes
like quiz etc are also arranged on a radio station in which all the listeners
can participate.
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Source: https://images.app.goo.gl/6vekrXb6WGeR4zF56

e Social Media:

Sometimes, a speaker can use social media for communication. Through
live social media communication, sender can address a large audience at
a time. It is very comfortable as speaker can speak by sitting in his office
or home and receiver or listener can attend it by sitting in any corner of
the world. For example, Face book live is one of the popular features for
such type of communication.

15
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Source: https://images.app.goo.gl/hjDoEP6taE3gYtt2A

e Phone/Mobile Communication:

This type of communication takes place in the absence of sender or
receiver. In this type of communication, sender and receiver are not
physically present before each other. Sometimes, due to network error,
the receiver may not receive message clearly and properly. Chances of
misunderstanding is much high in phone communication as no one can
see the facial expressions, gestures and postures of the opposite party. So
sometimes it becomes difficult to take any decision in telephonic
communication.

Source: https://images.app.goo.gl/9C42mNgYMN7r8PplA

WRITTEN COMMUNICATION

Communication which takes place with written words is known as
written communication. It can be formal or informal. Let us discuss
various forms of written communication.

o |etter:

A letter is a written message that can be typed in computer and printed on
paper or it can be handwritten. It is usually sent to the receiver via e-mail
or using postal services through an envelope. It can be written for any
purpose, to give order for some products, to register a complaint, to
inquire about something, for conveying greetings or congratulations, etc.
As it is written mode of communication, it can be kept as a record also
for future reference. In the case of any discrepancy this can be used as a



proof. Formal letters follow a certain pattern of writing. It is professional
in nature and addresses the issues concerned. Any type of business letter
falls within this category. While an informal letter, is a letter that is
written in casual manner. It can be written to cousins, relatives, friends or
family members. While business letter writing is used for business
correspondence, and generally contains information such as quotations,
orders, complaints, claims, letters for collections of an order etc. Such
letters are always strictly formal and follow a structure and pattern of
formalities. Business letter communication takes place between two
parties who want to do business with each other. An informal letter can
be written even to your formal contacts if you share a friendly
relationship with them. Format of informal letter is bit different from that
of the formal letter. In terms of language, you can use informal language.
You can address the person by name only in an informal letter. Let us try
to understand the structure of informal letter.

e Memorandum:

Memorandum or memo is a written form of communication which is used
to send any information within organization. The purpose of memo
writing is to inform, but it also includes an element of persuasion or a call
to action. It is written in certain format as it in only send in the
organization, an organization can follow its own format of memo writing.
There are certain things to keep in mind while writing a memo. Use
acronym or abbreviation that is known to all the employees of the
organization. It should be clear and concise so that employee can
understand and can work accordingly. However the tone of the memo
should be formal. Whether it is instruction or feedback, it should always
carry formal tone.

e Notice:

Notice is written or drafted for the staff of the organization to provide
some instruction. Much care should be taken while writing notice so that
staff can easily understand and implement the instruction. It can be
written for any purpose i.e. to give instruction of vacation, to give
instruction of cultural events, weekend seminar, conference, meeting, etc.
This mode of communication can be used in any educational institution
and in any organization. The purpose of this communication is to make
employee aware about what is happing in an organization. Sometimes if
employee does not read the notice, he/she may remain unaware about
important information of an organization.

e Report:
This written form of communication is used to share result of research,

data analysis which has been compiled by researchers or scientists. It can
cover a wide range of topics, but usually focuses on transmitting
information with a clear purpose, to a specific audience and specific
receiver.

17



18

The report is often recognized by its primary purpose or function. There
are many reports such as an accident report, a laboratory report, a sales
report, etc. It is frequently analytical, and involves the rational analysis of
information. For example, laboratory report contains the procedures and
results of laboratory activities; research report contains study problems
scientifically by developing hypotheses, collecting data, analyzing data,
and indicating findings or conclusions.  Progress Report contains
monitor of production, sales, shipping, service, or related business
process.

e Email:

It is one of the professional written forms of communication. This form
can be used to communicate within organization and outside of the
organization as well. Some standard should be followed while writing an
email. Grammar and spelling should be checked before sending an email
to anyone. Email writing should be clear and concise. If sender is sending
some information and instruction in email, he/she can highlight that
particular instruction in email. It is also used for informal communication
as well. For example, you are calling your friend and he/she is not
responding or not reachable due to some reasons, you can drop an email
to your friend. Greetings email can be sent at the time of festival and
celebrations.

NON VERBAL COMMUNICATION:

Communication without use of words is known as Non — verbal
Communication. Non-verbal communication includes facial expressions,
tone and pitch of the voice, gestures and the physical distance between
the communicators. These non-verbal signals can give clue and additional
information and meaning to verbal communication. We use this
communication in our day to day life but do not notice it. For example at
traffic signal, when traffic inspector raises his hand, the traffic stops, or at
traffic signal if we see red light we stop there. when a student asks for
permission be asking “May I come in Sir/Ma’am?” at that time without
speaking anything the teacher waves his/her hand and indicates the
student to sit in the classroom. There are certain aspects of Nonverbal
Communication i.e. Kinesics, Proxemics, Chronemics and Paralinguistics
e Kinesics:

The study of Body’s Movements is known as Kinesics. Communication
without words and with various body movements is known as kinesics. It is
well said by Paul Watzlawick, “You cannot not communicate. Once
proximity has formed awareness, living creatures begin interpreting any
signals received”. Human being can communicate by nodding head,
waving hands, shrugging shoulders etc. Such physical activities are forms
of Nonverbal Communication. Understanding Nonverbal Communication
will help you to develop your ability to use them more effectively during
presentation, seminar, conference and delivering any speech.



We use words in speaking, writing, listening and speaking for
communication, because it is primary symbols of communication. For
example, in oral communication when you extend your hand with smile
to ‘congratulate’ someone at that time your smile and your hand shake
has more impact on a person than your words. Nonverbal Communication
is not used deliberately while communicating with others, in presentation,
in interview, and in group discussion, but it is instinct. People do not
realize when they communicate nonverbally. There are various parts of
Kinesics i.e. body language, appearance, gesture, posture, and eye
contact. Each has unique importance in Non-verbal Communication.
Your appearance reflects your personality. Proper appearances can create
positive impression. You should choose appearance as per the occasion.
In formal function wear saree, and traditional attire and in informal
function wear jeans, t-shirt, shirt, hoodie, etc. Gesture is a movement
made by hands, arms, shoulders and head. Proper gesture while speaking
helps you to create positive impression among audience. Gestures allow
individuals to communicate various feelings and thoughts. Different
gesture has different meaning in different culture. Postures refer to our
sitting and standing body movement. When you are with your friends
and intimates, you are mostly spontaneous and do not notice your
postures and physical movement, but the moment you enter in
formal situation, you become conscious about your posture. Your
sitting style, walking style, standing style communicate much in
absence of words.
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Source:https://images.app.goo.gl/fQWmBRHtPWWHZNbL6
Eye contact is an important aspect of kinesics. Though you can hide your
feelings through facial expression but you cannot hide your emotions
expressed through your eyes. Your eyes can communicate your feelings
easily. In professional field you should make pleasant eye contact. When
you speak, do not look at window, door and roof which convey the
message to the audience and receiver that you are not prepared for the
speech. Teachers, who make eye contact, open the flow of
communication and convey interest, concern, warmth to the student. In

19
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informal communication, while talking to your friend, if you are unable
to make eye contact indicates that you are hiding something. When you
are much emotional, you cannot hide tears in your eyes.

e Proxemics:

It is a study of physical space in communication. The way people use space
tells a lot about their relationship with each other. As a speaker you should
use space which is provided to you. At the time of speaking, mobbing
closure to the audience helps you to invite discussion, questions and
agreement. In his book, The Silent Language, Edward Hall outlined the
following ideas behind proxemic theory: There are four types of
distances people keep: intimate (0 to 18 inches), personal (18 inches to 4
feet), social (4 to 10 feet), and public (over 10 feet).

Public {4 mor more)

Source: https://images.app.goo.gl/kEbiJC5bZX6EXGhP8

e Chronemics:

It is the study of how human beings communicate through their time. In
professional world, time is valuable thing. If you reach late for meeting or
an appointment, people react negatively. If you reach earlier, you are
considered over eager so always be on time. People have their own time
language. Waking up at 7:00 am may be late for one who wakes up at
5:30 am every day, and it may be on time who wakes up at 7:00 every
day. If someone calls you at 3 a.m it indicates family emergency, at 11
a.m it indicates profession work call.

e Paralinguistics:

Paralinguistics are the features of spoken communication that do not
engage words. In the classroom, features of paralinguistic are extremely
important as they can change impact of message completely. Tone and
pitch of voice can add different shades to the speech.

2.3 LET US SUM UP

In this unit, you have learnt
Various types of communication and its usages.



2.4 KEY WORDS

Posture

Casual
Spontaneously

Interaction
Produce

Gestures

Oriented

Oneness

Transmitted

the position in which someone holds their
body when standing or sitting.

relaxed and unconcerned.

as a result of a sudden impulse and without
premeditation.

communication or direct involvement with
someone or something.

make or manufacture from components or
raw materials.

Gesturesare a form of  nonverbal
communication in which visible bodily
actions are used to communicate important
messages, either in place of speech or
together and in parallel with spoken words.
align or position (something) relative to the
points of a compass or other specified
positions.

the fact or state of being unified or whole,
though comprised of two or more parts.
passed on from one person or place to
another.

2.5 CHECK YOUR PROGRESS

Answer the following question.
1. What is Oral communication? Discuss.

2. Discuss importance of letter in business communication.

3. Discuss importance if Kinesics in non-verbal communication.

21



4. “Social Media- a new form of communication”. Discuss.

5. What is written communication? Discuss.

Choose the correct options from given below.
1) Gesture is a part of
a)Kinesics
b) Proxemics
c) Paralinguistics
2) Letter is a part of
a) Written Communication
b) Oral communication
c) Bothaand b
d) none of the above
3) Proxemics is a part of
a) Verbal communication
b) Non-verbal communication
c) None of the above
4) Written communication is a part of
a) Verbal communication
b) Oral communication
c) Nonverbal Communication
5) Communication which takes place with spoken words is known
as
a) Oral communication
b) Written communication
c) Non verbal communication

Write Short Notes on
1) Verbal Communication




2) Non-verbal Communication
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UNIT : 3 LEVELS OF COMMUNICATION

:: STRUCTURE::

3.0 Objectives

3.1 Introduction

3.2 Levels of Communication
3.3 Let Us Sum Up

3.4 Key Words

3.5 Check Your Progress

3.6 Books Suggested

3.0 OBJECTIVES

In this unit, you shall learn,
e Different levels of communication
e How communication works at different level and in different
organization

3.1 INTRODUCTION

In our day to day life, we encounter many people; we interact with many
people in various situations and surroundings, with our friends,
colleagues, relatives, intimates and many more. In school, while pursuing
your study, you have to communicate with your teachers to acquire
knowledge. After completion of your study, when you enter into a
professional filed, you have to communicate to your senior, Head, Boss
either face to face if they are present in the organization or via e-mail,
text messages and other modes of written communication. The primary
aim and objective of these activities is “sharing information, knowledge,
ideas between one another” Communication is transmitting ideas,
information, feelings, emotions, knowledge from one person to another
person.

For Example, due to some reason you could not concentrate in the
classroom when the teacher was discussing some topic. So, after the class
gets over, you request your professor to explain the same topic again.
You transmit this information to your professor. Professor receives your



query and tries to explain it again so that you understand the topic well.
After the discussion, if your queries have been solved, you can say thank
you to your professor and your communication comes to an end. This
process involves transmission and exchange of information and ideas. So
here the student becomes the sender and the professor is the receiver.
This is how the communication process works. It always requires two
parties, and without feedback the communication is incomplete. Let us
try to understand it with the help of an example from professional field.
Suppose you have joined as a fresher in an organization, and you have so
many queries related to the new work which has been allotted to you, and
when you try to approach your boss and come to know that he is out of
town for some work. In this situation, face to face communication is not
possible and being fresher you are also afraid to call your boss, so you
can email him regarding all your queries, and at the same day you receive
response from your boss. That is known as written communication. When
the person is not available, you can always drop an email, or send a text
message to that person. And after receiving reply from your boss, you can
say thank you and the communication ends.

Now let’s discuss various levels of Communication.

3.2 LEVELS OF COMMUNICATION

e Extrapersonal Communication
Intrapersonal Communication
Interpersonal Communication
Organizational Communication
Mass Communication

e Extrapersonal Communication

Communication which takes place between human being and nonhuman
being is known as Extrapersonal Communication. For example, a parrot
responding to your greetings, when your pet animal - dog or cat wagging
its tail and nodding as soon as you come home after your work. This kind
of communication is known as Extrapersonal Communication. This kind
of communication requires proper coordination and understanding
between the sender and the receiver as one of them transmits information
or responds in sign language only.

- -
Source: https://images.app.goo.gl/X93hhumY85PZaMKf8
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Source: https://images.app.goo.gl/bBPG3DNM6EpMuYYCcA

In the above images, we can see how a dog communicates with its owner,
without language. They understand sign language and respond to their
owner. It is also known that pets are highly sensitive and emotional. If
they don’t find their owner in a day, they don’t eat anything and presence
of their owner makes them happy. We often read in the newspapers or on
social media about incidents in which a pet pays tribute on the death of its
owner.

e Intrapersonal Communication:

The communication which takes place with one’s own self in known as
Intrapersonal communication. This may include talking with self, acts of
imagination and visualization, and even recall and memory (McLean,
2005).

Source: https://images.app.goo.gl/9dBw6PxG38K1INHIN7

You read a message on your phone that your friends are going to watch a
movie at your favorite theatre. What comes to mind? Sights and sounds?
Something special that happened the last time you were there? Do you
contemplate joining them? Do you start to work out a plan of getting
from your present location to the theatre? Do you send your friends a text
message asking if they want company? Until the moment you hit the
“send” button, you are communicating with yourself. We experience this
kind of situation frequently.



Communications expert Leonard Shedletsky examined Intrapersonal
Communication through the eight basic components of the
communication process (i.e., source, receiver, message, channel,
feedback, environment, context, and interference) as transactional, but all
the interaction occur within the individual (Shedletsky, 1989).
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Source: https://images.app.goo.gl/AgxGYr65HaxA4i9ZA

From planning to problem solving, internal conflict resolution, and
evaluations and judgments of self and others, we communicate with
ourselves through Intrapersonal Communication.

All these interactions take place in the mind without externalization, and
all of they rely on previous interactions with the external world, and past
situations and experiences.

e Interpersonal Communication:

Interpersonal Communication is the communication from one person to
another person. It is often referred to as face-to-face communication
between two or more persons. To compare this form of communication
with other forms of communication, we need to examine how many
people are involved in it, how close they are, and how many sensory
channel are used and the feedback provided.

Interpersonal Communication differs from other form of communication
as there are few participants involved in close proximity to each other and
feedback is also immediate. In this type of communication, the role of
sender and receiver keeps alternating. As the sender receives feedback
immediately, this is one of the advantageous forms of communication.
Interpersonal Communication can be formal or informal. For example,
you are at your workplace and you are discussing about next project and
annual target, at that time you focus only on the work related to company,
this is called formal communication, but after reaching home you discuss
dinner plan with your family members that is known as informal
communication as you plan dinner according to your family members’
mood. Most of the situations in interpersonal communication depend on a
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variety of factors such as relationship between two parties, surrounding
atmosphere, mental state of both the parties and cultural context.
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Source:https://images.app.goo.gl/BwLcDR2EPS5tpH2aM7  (Intrapersonal
formal communication)

Here in the above image, we can see that in an organization, they are
discussing something related to their project work, their appearance and
seating arrangements show that it is formal Interpersonal
Communication. As they all are present, immediate feedback is also
possible. Anyone can share their view and opinion on the topic under
discussion. This kind of communication is also known as problem solving
communication. Employees of the organization can sit together and
discuss the problems and also can find the solution at a time.

shutterstock.com « 1391486708

Source: shutterstock.com
Here in the above image kids are enjoying their meal and also their
leisure time by interacting with each other. This kind of communication
is known as intrapersonal informal communication where they can use
informal language.
There are various aspects of Interpersonal Communication which include:
e Audiovisual awareness of Communication Problems: The notion
follows the idea that our words change as per the stress level or
urgency of the situation. It also explores the concept that stuttering
during speech shows the audience that there is a problem or that the
situation is more stressful.



e The Attachment Theory: This is the combined work of John Bowlby
and Mary Ainsworth (Ainsworth & Bowlby, 1991). This theory
follows the relationships that build between a mother and a child, and
the impact it has on their relationships with others.

o Emotional Intelligence and Emotional Triggers: Emotional
Intelligence focuses on the ability to check one’s own emotions as
well as those of others. Emotional Triggers focus on events or people
that tend to set off intense, emotional reactions within individuals.

e The Power of Words in Verbal communications: Verbal
communication focuses on the power of words, and how those words
are spoken. Tone, volume, and choice of words are most important in
verbal communication.

o Ethics and principals in Personal Relations: It is about a space of
mutual responsibility between two individuals; it's about giving and
receiving in a relationship. This theory is explored by Dawn J.
Lipthrott in the article - What IS Relationship? What is Ethical
Partnership?

e Conflict in Couples: This focuses on the impact that social media has
on relationships. This theory is explored by Amanda Lenhart and
Maeve Duggan in their paper - Couples, the Internet, and Social
Media.

Organizational Communication:
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Source: https://images.app.goo.gl/Ank65edmV Xiyu2ug7
Communication which takes place in any organization at different
hierarchical level is known as Organizational Communication. In a large
organization, there are several different departments, and the need to
communicate without errors becomes greater in an organization.
Organizational Communication helps to accomplish tasks relating to
specific roles and responsibilities of sales, services, and production and
purchase, secondly it acclimate to changes through individual and
organizational creativity and adaptation; it also helps to complete tasks
through the maintenance of policy, procedures, or regulations that support
daily and continuous operations; further more to develop relationships
where “human messages are directed at people within the organization-
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their attitudes, morale, satisfaction, and fulfillment” (Goldhaber 20)
Organizational Communication is how organizations represent, present,
and constitute their organizational climate and culture at various levels
like the attitudes, values and goals that characterize the organization and
its members.

Source: https://images.app.goo.gl/rh3zigGtm9ImH5ecM9
This kind of Communication can be divided into the following types:
Internal Operational Communication: Communication that occurs in
conduction work within an organization is known as Internal Operational
Communication.
External Operational Communication: Communication that takes place
with the people outside of the organization is known as External
Operational Communication.
Personal Communication: All communication in an organization that
occurs without purpose as far as business is concerned is known as
personal communication. For example, you are working in an
organization, you work whole day, and in break time you talk to your
colleagues, you share lunch with them, you talk informally with them that
is Personal Communication.
e Mass Communication:

S(_)urce: https://images.app.goo.gI/6deedv7SccUsjUt7
The communication which takes place with large amount of people is

known as Mass Communication. It is the process of imparting and
exchanging information through mass mediato large segments of the



population. It is usually understood for relating to various forms of
media, as these technologies are used for the dissemination of
information, of which journalism and advertising are parts. It differs from
other forms of communication, such as interpersonal
communication and organizational communication, because it focuses on
particular resources transmitting information to many receivers.

There are several mass media tool such as television, books, journals,
newspapers, social media platforms, etc. For example, interview of the
Vice Chancellor of a University, advertisement of a particular product or
a service. This kind of communication is more persuasive in nature than
any other forms of communication and requires utmost care on the part of
the sender in encoding the message. For example, when kids watch
advertisements of chocolates, they tend to attract towards it. Oral
communication through mass media requires equipment like microphone,
stage, auditorium, proper lights, etc.
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Source: https://images.app.goo.gl/x73AjcRBXTMQEX848

The following are the characteristics of mass communication:

e Large Reach: This type of communication tends to reach large
number of audience in any corner of the world. For example, we
all can see politician interview and speech which is live telecasted
by sitting in our living room only.

e Impersonality: this kind of communication is largely impersonal
as the participants and audience are unknown to each other.

e Presence of gatekeeper: In this kind of communication, presence
of additional person, institutions and organization is required to
convey the message from sender to receiver. The mediator is
known as a ‘gatekeeper’. For example in a newspaper or a journal
the editor makes choices and decides which news and articles
should reach to the audience. The editor is therefore the
gatekeeper in the mass communication.

3.3 LET US SUM UP

In this unit, you have learnt,
e Various levels of communication
e Things to keep in mind while interacting with others in different
levels of communication.
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3.4 KEY WORDS

Encounter to meet somebody unexpectedly; to experience or
find something unusual or new

Various several different

Surroundings everything that is near or around you; the place where
you live

Pursue to try to achieve something or to continue to do
something over a period of time

Examine to look at somebody/something carefully in order to
find out something

Proximity the state of being near to somebody/something in
distance or time

Alternate happening or following regularly one after the other

Annual happening or done once a year or every year

Urgency importance requiring swift action.

3.5 CHECK YOUR PROGRESS

Answer the following question.
1.What is Interpersonal communication? Discuss

2. What is Extrapersonal communication? Discuss.

3. Who is ‘gatekeeper’ in Mass communication?

4. What is External operational communication?




Choose the correction option from given below.
1. Media is known as

a) First Estate

b) Fourth Estate

c) Second Estate

2. The mode of communication that involves single source transmitting
information to a large number of receiver simultaneously is

called

a)Mass Communication
b)Interpersonal Communication
c)Intrapersonal communication

3. Communication between Human being and nonhuman being is

known as
a) Extrapersonal communication
b) Interpersonal Communication
c) Intrapersonal communication
4. The mediator in mass communication is known as a

a) gatekeeper
b) driver
c) none of the above
5 is the most important
communication,
a) Channel
b) feedback
c) None of the above

Write short notes on:
1. Intreapersonal Communication

part of

2. Mass Communication

3. Organizational Communication
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UNIT: 4 VERBAL COMMUNICATION

:: STRUCTURE::
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4.6 Key words

4.7 Check Your Progress
4.8 Books Suggested

4.0 OBJECTIVES

In this unit, you shall learn,

 Verbal Communication

« Different parts of Verbal Communication
 Oral Communication

» Written Communication

4.1 INTRODUCTION

Communication is the act of transferring information from one place,
person or group to another. Every communication involves one sender, a
message and a recipient. This may sound simple, but communication is
actually a very complex process. There are two types of communication,
verbal and non-verbal communication. In this unit, we will discuss about
verbal communication.

4.2 VERBAL COMMUNICATION

Communication which takes place with help of words is known as verbal
communication. Language can be defined as a system of symbols and the
grammars by which the symbols are manipulated. Language learning
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occurs mostly during childhood. Languages tend to share certain
properties, although there are exceptions. As previously mentioned,
language can be characterized as symbolic. Charles Ogden and I|.A
Richards developed The Triangle of Meaning model to explain the
symbol, the referent, and the meaning. Language follows phonological
rules, syntactic rules, arrangement of words and punctuation in a
sentence, semantic rules and pragmatic rules.

There are two types of Verbal Communication

+ Oral Communication

»  Written Communication

4.3 ORAL COMMUNICATION

Communication which takes place with the help of spoken words is
known as oral communication. A child learns to speak before he/she
starts writing any language. This is one of the widely used
communication method as sender can easily communicate and interact
with others. There are various modes through which oral communication

Source: https://images.app.goo.gl/U8PknIwVsDGP2E6S8
a) Face to face
b) Through Radio
c) Telephone
d) Live on social media
Let’s discuss them one by one.
a) Face to Face:
« Formal face to face communication
» Informal face to face communication
« Public speeches
« Group discussion
* Interviews

e Formal face to face communication:



Source: https://images.app.goo.gl/yybwtLfGJIwajY8wX9

This form of communication happens between two or more than two
persons. Formal face to face communication can be usually seen in
meeting at workplace, interview, conference, seminar, group discussion
etc. This type of communication is more effective as presence of the
parties, their expressions, tone and appearance can add more meaning to
the words and over all communication process. In Formal face to face
communication receiver can also get message from sender’s expression,
gesture, body movements and sometimes sender can also receives
feedback from the gesture of receiver or audience. This communication
helps to facilitate immediate feedback which is helpful for the sender.

e Informal face to face communication:

Informal face to face Communication is the casual and unofficial form of
communication wherein the information is exchanged spontaneously
between two or more persons without any formalities, rules, processes,
system, and chain of command. Informal communications takes place in
personal or informal relations such as friends, peers, family members,
neighbors, intimates etc. and so it is free from the organizational
conventional rules and other formalities.

e Public Speeches:
Public speech is one of the parts of Oral communication. Public
speeches mostly take place for motivation, lecture, public relies etc.
The good amount of audience in public speech is always there.
However it is one way communication so audio visual aids like
posters, ppt can be used for communication for the effectiveness of
communication.
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e Group Discussion:

Source: https://images.app.goo.gl/2DN63mJICu3M6k\Vgc6

Group Discussion is also a part of face to face oral communication.
Group Discussion is a type of discussion that involves people sharing
ideas or activities. People in the group discussion are connected with one
basic idea. Group discussion also helps in solving problems in any
organization.

e Interviews:

Interview is also one type of face to face communication. It mostly takes
place for job purpose. In an interview one person or many ask questions
and the receiver responds to the questions. Body language and
appearance matters the most in an Interview. It is rightly said ‘People see
you before they hear you’. In an interview, through good appearance you
can impress the interviewers.

Source: https://images.app.go0.gl/ TR7471e5np5EjhoP6



https://images.app.goo.gl/TR7471e5np5EjhoP6

b) Through Radio:

Radio is one of the instruments for communication. It is used to pass
message to mass. For example, in Akashvani Radio, people can ask
certain questions and also get reply from the expert. FM radio provides
information regarding current news of the city and also gives traffic
updates to the listeners.

Source: https://images.app.goo.gl/XFpT6UpTTffYbL227

c) Phone/Mobile:

In this type of communication, physical presence of sender and receiver
is not there. Sometimes, due to network error, receiver may not receive
messages.  Chances of misunderstanding is much high in phone
communication as no one can see the facial expression, gesture and
posture of the sender and the receiver. So it’s difficult to take any
decision on telephonic communication.

d) Live Social Media:

Sometimes, a speaker uses social media for communication. Through live
social media communication, sender can address a large number of
audiences at a time. It is very comfortable as speaker can speak by sitting
in his office or home and receiver or listener can attend it by sitting at
their home. For example, Facebook live is one such popular feature for
communication.

Source: https://images.app.goo.gl/Njz3zARHQzxFYPgZ6
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ADVANTAGES OF ORAL COMMUNICATION
The following are the advantages of Oral Communication:

a) Instant Feedback:

In this type of communication immediate feedback to both the sender and
the receiver is beneficial aspect of this communication. The
speaker/sender can easily understand whether he/she is creating a positive
impression on the receiver or not and whether the receiver has understood
his meaning or not. If receiver is feeling confused, the sender can reframe
his message accordingly.

b) Require Less Time:

Oral communication is a fast way of communication. In friction of
seconds sender can pass the message to the receiver and also saves time
which is required in written communication. It is very much helpful in
giving instructions in various situations like in classroom at workplace
etc.

c) Does not require Money:

Oral communication does not require money spent on stationery in an
organization.

d) Personal Touch:

Oral communication helps to build friendly relations between the parties
communicating with each other. Oral communication is more powerful
and an effective tool of persuasion and control.

e) Flexible:

Oral communication provides flexibility with the help of tone, pitch and
voice. The speaker can convey different meanings which are not possible
in written communication.

f) Secrecy:

Oral messages can be more easily kept confidential than written
messages.

g) Immediate Clarification:

In this type of communication speaker gets chance to correct him by
changing his voice, pitch, tone, body language etc. Thus, oral
communication facilitates immediate clarification in case of any
confusion or misunderstanding arising at any stage in the process of
communication and interaction.

DISADVANTAGES OF ORAL COMMUNICATION
Oral Communication has some disadvantages also:
a) Poor Preservation:

It is very difficult for both - sender and receiver to preserve the message
for longer period of time. Speaker may not recall what he/she said and
receiver may not remember what he/she heard.

b) No Record:
This type of communication does not provide record for future reference.
So, it does not have legal validity and cannot be used as a proof as well.



¢) Consume more Time:

Sometimes Oral communication consumes more time. Sometimes
meetings continue for a long time without any satisfactory conclusion.
d) Misunderstanding:
Sometimes misunderstanding takes place in Oral communication due to
poor vocal expression and noise. The speaker may not be able to make
him quite clear or the listener may not be attentive.
e) Lack of Responsibility:
Oral messages are not recorded. Therefore, it becomes difficult to hold
persons responsible for mistakes, inaccuracy and untruth in oral
communication.
f) Distance Factor:
Oral communication is not possible if the sender and the receiver are far
from each other with no connectivity of any devices, phone, internet, etc.
Sometimes, some defects in devices also create hindrance in oral
communication.

44 WRITTEN COMMUNICATION

Communication with written language is known as written
communication. Written communication involves transmission of
message through letters, notices, circulars, memos, reports etc. The
reliability proffered by written communication is indeed remarkable and

phenomenal. '

Source: https://images.app.goo.gl/tJUPJP7TMdK6qY5ZM7

ADVANTAGES OF WRITTEN COMMUNICATION

Advantages of written communication are as listed below:

a) A Permanent Record:

A written communication helps to maintain a permanent record of the
information exchanged, shared and transmitted. It can be preserved for
longer period of time and also can be used as a proof when needed.

b) Creative:

Written communication is one of the creative communications as it
requires lot of imagination from sender. Sender can use creative language
to make it attractive.
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¢) Building Goodwill:

Written communication contributes largely in building goodwill for a
business and making friendly relations with both the parties. These act as
an advertisement for building goodwill of the business concerned.

d) Provide Information:

In corporate sector, many parties communicate to one another on several
topics. Written information makes such transactions of information very
easy and handy available when required.

e) Legal Evidence:

Written documents may be used as legal evidence in case of disputes with
employees, clients, etc. Written documents are more reliable and
acceptable.

f) Reference and Record:

It is not possible for human being to remember each and every thing.
Written communication is helpful to keep record and references and can
be used for further communication as and when required with other
business parties and clients.

g) Editable:

Sender can reframe written message as many time as he wants to before
sending it. He can correct grammatical mistakes and sentence formation
before sending it to the receiver. This is one of the important advantages
of written communication. In oral communication, it is not possible for
the sender to correct the message after transmitting it to the receiver.

h) No Scope for Falsification:

A written communication eliminates the possibility of moulding facts and
figures for one’s benefit. As the record is available to everyone, no one
can derive personal gains out of it.

i) Easy Circulation:

It is easy to communicate written message among organization’s staff.
Thus, this quality of written communication comes handy in equipping
the masses with the necessary information.

) Flexibility:

The writer can write at his own time. The reader too can read it at his own
convenience.

DISADVANTAGES OF WRITTEN COMMUNICATION

a) Time Consuming:

In addition to the time involved in sending written messages, time has to
be spent in putting the message in writing. As much time is wasted, it is
not suitable when the message is to be sent immediately.



b) No Instant Feedback:

Immediate feedback is not possible in case of written communication.
The sender cannot easily get expression of receiver. Due to delayed
feedback immediate decision is not possible in written communication.

c¢) Impersonal:
Written communication does not take personal touch as such sentiments
can’t be passed in the desired manner and in written script. Sender and
receiver cannot build healthy relationship due to lack of face to face
communication.

e) Non-flexible:
A written document cannot be altered once circulated. This makes written
communication non-flexible as every written word is concrete and final.

f) Expensive:

Written communication is more expensive. Pen, paper and typing costs
are involved in addition to courier charges. If the message is not drafted
correctly, it becomes ineffective and less useful.

g) Lack of Secrecy:

It is difficult to keep written messages secret. Although the written
message may be addressed to a particular person and may be confidential,
there is always a possibility that it might leak out into wrong hands and
can be misused as well.

MEDIUMS FOR WRITTEN COMMUNICATION
There are many circumstances in which written communication is used.
Let us discuss various medium of written communication.

a) Letter:

A letter is a written message that can be typed on computer, handwritten
or printed on paper. It is usually sent to the receiver via e-mail or post in
an envelope. Any such message that is transferred via post or courier can
be letter, as a written communication between two parties.
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Source: https://images.app.goo.gl/SGWUXQTGk3i5Woqb7
b) Memorandum:
Memorandum or memo is a written form of communication which is used
to send information within organization.

»
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¢) Notice:

Notice is written or drafted for staff of an organization to provide some
instruction. Much care should be taken while writing notice so that staff
can easily understand and implement the instruction.

d) Twitter:
It is a platform where anyone can share their opinion in written mode.
People can share their ideas, views, opinions on any topic.

Source: twitter.com
e) Reports:
This written form of communication used to share result of research, data
analysis which has been compiled. It can cover a wide range of topics,
but usually focus on transmitting information with a clear purpose, to a
specific audience and specific receiver.

f) E-mail:
It is one of the professional written forms of communication. This form
can be used to communicate within organization and outside of the
organization as well. Some standard should be followed while writing an
email. Grammar and spelling should be checked before sending an email
to anyone.

Source: https://images.app.goo.gl/n3aLUEjXdn1mP3CK7

45 LET US SUM UP

In this unit you have learnt,

Different forms of verbal communication,
Oral communication,

Written communication and

Mediums of written communication



4.6 KEY WORDS

Complex consisting of many different and connected parts.
Certain specific but not explicitly named or stated.
Previously at a previous or earlier time; before.

Phonological  relating to the system of contrastive relationships
among the speech sounds that constitute the
fundamental components of a language.

Interact communicate or be involved directly.
Facilitate make an action or process easy or easier.
Casual relaxed and unconcerned.

Spontaneously as a result of a sudden impulse and without
premeditation.

Appearance the way that someone or something looks.

Comfortable  especially of clothes or furnishings providing physical
ease and relaxation.

Oneness the fact or state of being unified or whole, though
comprised of two or more parts.

Transmitted passed on from one person or place to another.

4.7 CHECK YOUR PROGRESS

Answer the following question.
1. What is verbal communication? Discuss

2. “The spoken words belongs half to him who speaks and half to him
who listens”-discuss this with a view to oral communication.

3. “Writing is the best way to talk without being interpreted”. Discuss.
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4. Discuss any two mediums of written communication

5. Discuss disadvantages of oral communication.

Choose the correct answer from the options given below.

1. Communication which takes place with spoken words is known
as

a) Oral communication

b) Written communication

c) Non verbal communication

2. Communication which takes place with written words is known
as

a) Oral communication

b) Written communication

c) Non verbal communication

3. Oral Communication is a part of

a) Verbal Communication

b) Non Verbal communication

c) Written Communication

4. E-mail writing is a part of

a) Verbal Communication

b) Non Verbal communication

¢) Written Communication

5. Letter writing is a part of

a) Verbal Communication

b) Non Verbal communication

c) Written Communication

Write short notes on
1. Advantages of Oral Communication




2. Medium of Written Communication

3. Disadvantages of Written Communication

4. Interviews

4.7 BOOKS SUGGESTED

1.

Lowndes, Leil. How to Talk to Anyone: 92 Little Tricks for Big
Success in Relationships. Contemporary Books, 2003.

100 Ways to Improve Your Writing by Gary Provost

Effective Communication Skills 1st Edition 2018 by KulBhushan
Kumar, RS Salaria, Khanna Publishing House

Technical Communication Principles and Practice by Meenakshi
Raman and Sangeeta Sharma, Oxford Publication.

47



DR. BABASAHEB AMBEDKAR B.COM.

FIRST SEMESTER
gA?g OPEN UNIVERSITY COMIO0LBC

\ l__"Fnr all BLOCK-Z

(A s132)[A32et-1

(Business Communication — 1)

BLOCK -2

Unit 5

Non-verbal Communication 01

Unit 6

Barriers To Communication 14

Unit 7

Formal and Informal Communication 27

Tlnit Q
UIIc U

Lictoning Qlallc
S CCIIT S O RIS

U0
\o



HP
Cross-Out


| Editor |
Prof. (Dr.) Ami Upadhyay
Vice-Chancellor, Dr. Babasaheb Ambedkar Open University, Ahmedabad

| Programme Advisory Committee |
Prof. (Dr.) Ami Upadhyay
Vice-Chancellor, Dr. Babasaheb Ambedkar Open University, Ahmedabad
Prof. (Dr.) Jagdish Joshi
Director, UGC, HRDC
Guijarat University, Ahmedabad

Prof. (Dr.) Nigam Dave
Director, School of Liberal Studies
Pandit Deendayal Petroleum University, Gandhinagar

Reviewers
Prof. (Dr.) Ami Upadhyay
Vice-Chancellor, Dr. Babasaheb Ambedkar Open University, Ahmedabad

Prof. (Dr.) Jagdish Joshi
Director, UGC, HRDC, Gujarat University, Ahmedabad

Dr. Ketan Gediya
Associate Professor & Head, Department of English, Smt. S. R. Mehta Arts College, Ahmedabad
Content Writers \
Dr. Dushyant Nimavat
Associate Professor, Department of English, Gujarat University, Ahmedabad
Dr. Nikita Gadani
Assistant Professor, Department of English Dr. Babasaheb Ambedkar Open University, Ahmedabad

Programme Co-ordinator |
Dr. Jainee Shah
Assistant Professor, Department of English, Dr. Babasaheb Ambedkar Open University, Ahmedabad
Dr. Reena Vaishnav
Assistant Professor, Department of English, Dr. Babasaheb Ambedkar Open University, Ahmedabad

| Publisher |
Dr. Ajaysinh Jadeja, Registrar, Dr. Babasaheb Ambedkar Open University,Jyotirmay’parisar S.G.
Highway, Ahmedabad

ISBN: 978-93-5598-303-9
Year: Revised Edition 2024

All rights reserved. No part of this work may be reproduced in any form, by mimeograph or any other means without
permission in writing from Dr. Babasaheb Ambedkar Open University, Ahmedabad.




UNIT: S NON -VERBAL COMMUNICATION

:: STRUCTURE::

5.0 Objectives

5.1 Introduction

5.2 Non -Verbal Communication

5.3 Parts of Non- Verbal Communication
5.4. Let Us Sum Up

5.5 Key words

5.6 Books Suggested

5.0 OBJECTIVES

In this unit, you shall learn,
e Non-verbal communication,
e Different aspects of Non-verbal Communication

5.1 INTRODUCTION

Human being is a social animal and can communicate through many
ways without use of words. Sometimes words cannot describe the
feelings of a person in communication. Communication is one of the
important aspects of human life, without which the existence of human
life is difficult to imagine. Being human we spend most of the time of our
life interacting with others to share our thoughts, ideas, emotions, feelings
etc. The word Communication is derived from Latin communicare,
meaning "to share; is the act of conveying meanings from
one entity or group to another through the use of mutually
understood signs, symbols, and semiotic rulesl. It also includes the
sharing of ideas, concepts, imaginations, behaviours and written content
from one person to another.

5.2 NON-VERBAL COMMUNICATION

Communication without words is known as Non—verbal Communication.
Non-verbal communication includes facial expressions, the tone and pitch



of the voice, gestures and the physical distance between the
communicators. These non-verbal signals can give clue and additional
information and meaning to verbal communication.
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Source: https://images.app.goo.gl/kCe3SdzAvEAhkddC6

5.3 FORMS OF NON-VERBAL COMMUNICATION

A) Kinesics (Body language)
B) Proxemics

C) Paralinguisics

D) Chronemics

E) Haptics

A) Kinesics:
Study of body‘s movements is known as Kinesics. Communication without
words and with various body movements is known as kinesics. It is well
said by Paul Watzlawick, —Y ou cannot not communicate. Once proximity
has formed awareness, living creatures begin interpreting any signals
receivedl. Human being can communicate by nodding head, waving
hands, shrugging shoulders etc. Such physical activities are forms ofNon-
verbal communication. Understanding non-verbal communication will
help you to develop your ability to use them more effectively during
presentation.
Normally we use words in speaking, writing, listening and speaking for
communication, because it is primary symbols of communication. For
example, in oral communication when you extend your hand with smile
to _congratulate’ someone at that time your smile and your hand shake
has more impact on a person than your words. Non-verbal
communication is not used deliberately while communication with others,
in presentation, in interview, and in Group Discussion, but it is instinct.
People do not realize when they communicate non-verbally. Let‘s discuss
various parts of Kinesics.

e Personal Appearances

e (Gesture

e Posture

e Facial Expression

e Eye Contact



e Personal Appearances

It is rightly said that _People see you before they hear you‘. It includes
dress, hair, jewelry, makeup, belt buckles, shoes and many more things.
You should wear dress according to occasions. Your appearance indicates
your interest to occasions. Appearance also communicates while you
interact with others so plan your appearance in such a way that it creates
your positive impression on the people around you.

Through appearance, especially the specific dress-code we can identify a
student, a doctor, a lawyer, a police officer, etc. but if they do not wear
their regular dress, it would be difficult to identify them.
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In this image it is clearly visible that, how good appearance can create
positive impact at the time of communication, and at the same time, if
you wear jeans and t-shirt while going for an interview it will destroy
your impression though you are talented than others. Appearance plays
vital role in communication.
e Gesture
Gesture is a movement made by hands, arms, shoulders and head. If you
fail to use gesture while public speaking and communicating with others,
you may be perceived as a boring personality. Gestures allow individuals
to communicate various feelings and thoughts. The theory that language
evolved from manual gestures, termed Gestural Theory, dates back to the
work of 18th-century philosopher and priest Abbé de Condillac, and has
been revived by contemporary anthropologist Gordon W. Hewes, in
1973, as part of a discussion on the origin of language. Different gesture
has different meaning in different culture. Here are two images which
contain different gestures and their meanings.
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When we observe these images we can g
communicates without words. We do use in our daily life but sometime we
don‘t notice it. Using hand gestures whi
speak effectively but also helps others to remember what you say. Not all
hand gestures create equal meanings. There are some gestures which have
different meanings in different cultures. Here is the image which shows that
you should be very careful while using g
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e Posture:

Postures generally refer the way we hold our body while standing
and sitting. A person can make positive or negative impression through
his body posture. People should understand the role of body postures in
non-verbal communication. Therefore, we should make sure that our
body does not send out wrong message in interviews, meetings and
personal or professional gatherings. When you are with  your
friends, you are totally spontaneous and do not notice your postures
and physical movement, but the moment you enter in formal
situation, you become conscious about your posture. Your sitting
style, walking style, standing style communicate much in absence
of words.
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Slumped postures- low spirits
Erect Postures- High spirit energy
Lean forward- Open, honest and interested
Lean backward- Defensive and not interested
Crossed arms- not ready to listen
Uncrossed arms- willing to listen
These above mentioned postures speak much about your personality.
e Facial Expression:
Your face is the mirror of your personality. Your face can reveal your
emotions and expressions of anger, happiness, sadness, etc. along with
gestures and postures, facial expressions also play vital role in non-verbal



communication. In some cases, your facial expressions may reveal your
true feelings about a particular situation. While you say that you are
feeling fine, good, without using words your face can communicate this
with smile. Humans can adopt a facial expression voluntarily or
involuntarily, and the neural mechanisms responsible for controlling the
expression differ in each case.

a) Head:

Head plays a very important role in face to face communication. By
nodding your head, you can respond speaker non-verbally.

b) Face:

Through face, you can express many emotions at a time for example,
happiness, disgust, anger, sadness, surprise, joy, contempt, love, fear,
anxiety, etc. you can change your facial expression as per your mood and
current situations.

At Lt L)

1 = innar Brow Ratzer
7 = Ot Brew Raser
4 = Brow Lower
5=Lipper Lid Rases
§i = Chank Raks
Meutral Happy Fear Sad T =1Lid Tighten

4 = kose Winka

10 = Uppw Lip Reser
12 = Lip Comar Pibler
14 = e

15 = Lig Comer Dnprsssce
17 = Chin Ralger

20 = Lip Strwicha
3 = Lip Tighinn

28 Lo Pressa

4= Lipa Part

2= Jaw Drop

(Y-
=

Contamgl Surprse

Source: https://images.a 1/Tr38sXELBzPONn

T T O <7

Angry Angry Qpan Happy Happy Qpan

i @ (= 5

Disgusted Disgustad Opan Faarful Faarful Qpan

e £
- b, ==

Fdesutral Meutral Open Sad Sad Opan

g B

o)

=
Source: https://images.app.goo.gl/F7w4XSAhBYASm1U6A

Here through the above images we can see how human being can express
emotions through various expressions.



¢) Eye Contact:

Eyes are considered door of your soul. Though you can hide your feelings
through facial expression but you cannot hide your emotions through
your eyes. Your eyes can communicate your feelings easily. Eye contact
is powerful way of non —verbal communication. In professional field you
should make pleasant eye contact. When you speak, do not look at
window, door and roof which convey the message to the audience and
receiver that you are not prepared for the speech. Teachers, who make
eye contact, open the flow of communication and convey interest,
concern, warmth to the student.

Source:https://images.app.goo.gl/SoRhtTQd1CLQfBhU6

o PROXEMICS (SPACE):

The term Proxemics was coined by the anthropologist Edward Hall. Hall
was interested in understanding how humans wuse space in
communication. It is a study of physical space in interpersonal
communication. The way people use space tells a lot about their
relationship with each other. As a speaker you should use space which is
provided to you. At the time of speaking, moving closure to the audience
helps you to invite discussion, questions and agreement. In his book, The
Silent Language, Edward Hall outlined the following ideas related to
proxemic theory: There are four types of distances people keep: intimate
(0 to 18 inches), personal (18 inches to 4 feet), social (4 to 10 feet), and
public (over 10 feet). Let‘s discuss it one by one.
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(i) Intimate Space:

e Very close contacts and relationships

¢ You can use this space while communicating with your parents,
siblings and close friends

¢ In this intimate space sometime we only whisper and speak with
low sound.

e The best relationship that describes this intimate space is mother-
child relationship.

(i) Personal Space:
e This zone starts with 18 inches to 4 feet.

¢ In this space, communication takes place with friends, relatives, peer
groups, and colleagues.

e [t is also known as casual communication as you feel relaxed in
being personal space.

(iii)  Social Space:

o This zone extends from 4 feet to 12 feet.

. Mostly used for official relationship

. Communication in this zone mostly takes place with planning

o You tend to become more formal in this zone

(iv)  Public Space:

o This zone extends beyond 12 feet.

e  Mostly formal communication

e  People are not attached to each other in this zone

e Paralinguistics:

Paralinguistics are the features of spoken communication that do not
engage words. These may add emphasis or shades of meaning to what
people say. In the classroom, features of Paralinguistics are extremely
important as they can change impact of message completely. Tone and
pitch of voice can add different shades to the speech. Let‘s discuss the
features of Paralinguistics.

a) Quality

b) Volume

c) Pace/Rate

d) Pitch

e) Articulation

f) Pronunciation

g) Pauses

a) Quality:

Your voice quality distinguishes you from others. Every individual has
unique voice quality. Quality of your voice cannot be changed, but it can
be improved by continuous practice and training. Only few are blessed to
be born with good voice quality. For example, when we hear a particular



melodious singer we like to hear his/her voice again and again and we do
not like to hear the voice of some of the singers at all.

b) Volume:

It is related to loudness and softness of the voice. You can increase your
speech volume as per the size of your audience. If the place you are
speaking is large and open, you have to raise your volume, but if the
space is small, you should decrease your volume. By reading article,
stories, you can develop vocal quality. Sometimes, you can also use
tongue twister for practice. For example, she sells sea shells on the
seashore

¢) Pace/Rate:

It is number of words which you speak per minute. It varies from person
to person. It is observed that person can speak from 80 to 200 words per
minute normally. If a person speaks too slowly, he/she is likely to be
considered dull speaker. On the other hand, the fast speaker may cause
discomfort to listeners as they do not get time to grasp the words and
thoughts of the speaker. In such circumstances, listeners may stop
listening and just divert their mind by looking at the window or using
their cell phones. It is always advisable that speaker should check pace
before delivering any speech and try to make it moderate so that listeners
can grasp the speech.

d) Pitch:

It refers number of vibrations per second of your voice. The rise and fall
of your voice may convey different meaning. For example, when you say,
Thank You, Congratulations in different situations, it conveys different
meaning. In Formal situation, when you say thank you, it indicates your
sincerity, and in informal situation, it indicates respect. When you are
excited, happy and angry, your pitch becomes automatically high. To
hold the attention of listeners, you can use variety of pitches.

e) Articulation:

Being a speaker, you should utter sounds properly. Poor articulation,
indistinct sounds, and skipping words would lower the credibility of the
speaker. For example _I do not know‘ and _I dunno‘ _ I want to go* and _I
wanna go‘. Difference in articulation may give different message to the
audience.

f) Pronunciation:
Pronunciations means to speak sounds in a way that is generally
accepted. When you speak in English, normally British Received
Pronunciation is followed, and in regional languages accent of that
particular region is accepted. You should be careful to pronounce
individual sound properly according to word stress norms.

I do not like to play in Playground.

I do I do not like to play in Playground.

I not like to play in Playground.



In above sentences, when you stress on particular word, it conveys
different meaning. Similarly you can change the meaning by stressing
different parts of spoken words.

g) Pause

A pause is a short silence between words. It helps you to move smoothly
from one thought to another one. It is a natural process which flourishes
your speech. If you become too conscious, this process seems artificial. It
automatically comes in between major points of your speech. If you keep
on using such pauses with words like, _well* _I mean® _got it* _ok*, it will
destroy your impression of a good speaker. Use pause thoughtfully in
your speech. You can also use pause at the end of one particular point, so
that your audience can grasp the information.

e Chronemics

It is the study of how human beings communicate through their time. In
order to use time as an effective communication tool, you should
understand how to use it properly. In professional world, time is valuable
thing. If you reach late for meeting and appointment, people react
negatively. If you reach earlier, you are considered over eager so always
be on time. People have their own time language. Waking up at 8:00 am
may be late for one who wakes up at 6:30 am every day, and it may be on
time who wakes up at 8:00 every day. If someone calls you at 2 a.m it
indicates family emergency, at 11 a.m it indicates profession work call. In
contemporary society, punctuality is considered one of the best virtues.

e Haptics

It is usually known as sense of touch. It is one of the symbol systems that
is influenced by culture. Haptics is most sophisticated and loving way to
communicate with your loved ones. Managers/Boss/Head should know the
effectiveness of using touch while communicating to subordinates, but also
need to be very cautious and understand how a touch can be
misunderstood. A hand on the shoulder for one person may mean a gesture
of support, while in a different culture a person may find it offensive. For
Example, In the United States a touch on the forearm is accepted as
socially correct and polite. However, in the Midwest, this is not always an
acceptable behaviour.

5.4 LET US SUM UP
In this unit, you have learnt

e Non-verbal Communication and how it helps to make communication better
e Various parts of Non-Verbal Communication.
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5.5KEY WORDS

Appearance
Gesture

Posture
Sibling

Rise

Produce

the way that someone or something looks.

a movement of part of the body, especially a hand or
the head, to express an idea or meaning.

the position in which someone holds their body when
standing or sitting.

each of two or more children or offspring having one
or both parents in common; a brother or sister.

move from a lower position to a higher one; come or
g0 up.

Interaction: communication or direct involvement with
someone or something.

make or manufacture from components or raw
materials.

5.6 CHECK YOUR PROCESS

Answer the following questions.
1. —People may hear your words but they feel your attitudel- discuss
this with a view to non-verbal communication.

2. _People see you before they hear you* discuss this with a view to
personal appearances in non- verbal communication

3. Discuss importance of Pronunciation in Communication.

4. Discuss importance of Eye Contact in Communication.




5. What is Chronemics? Discuss.

Choose the correct option from given below.
1. The study of body language is known as

a)Kinesics

b) Proxemics

c¢) Paralinguistics
2. The study of space language is known as

a)Kinesics

b) Proxemics

¢) Paralinguistics
3. Articulation is a part of

a)Kinesics

b) Proxemics

c¢) Paralinguistics
4. Gesture is a part of

a)Kinesics

b) Proxemics

c¢) Paralinguistics
5 is the study of how human beings communicate
through their time

a) Chronemics

b) Proxemics

c¢) Paralinguistics

Write Short Notes on:
1. Gesture and Posture
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2. Proxemics

3. Haptics
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UNIT 6 BARRIERS TO COMMUNICATION

:: STRUCTURE::

6.0 Objectives

6.1 Introduction

6.2 Various barriers to communication
6.2.1 Noise
6.2.2 Physical barrier
6.2.3 Cultural barrier
6.2.4 Linguistic barrier
6.2.5 Psychological barrier
6.2.6 Organizational barrier

6.3 Let Us Sum Up

6.4 Key Words

6.5 Check Your Progress

6.6 Books Suggested

6.0 OBJECTIVES

In this unit, you shall learn,
e Different barriers to communication and
e How to overcome barriers to communication

6.1 INTRODUCTION

We interact with many people every day. We communicate through
words, expressions and body language. Sometimes we rely on
communication channel like phone, Internet, social media, etc. We rely
on our communication skills to furnish our friendships, plan vacations,
repair marriages, order dinner, purchase a car, express our opinions, ask
for help, negotiate deals, accept job offers, etc. There can be several
factors which can break down communication process and chain of
communication. The factors are known as barriers to communication. We
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all know these barriers but sometimes are unable to identify them as
barrier to communication. Let us discuss the barriers to communication.

6.2 VARIOUS BARRIERS TO COMMUNICATION

6.2.1 Noise
Noise is one of the most common barriers in communication
process and communication channel. It is also known as
hindrance to communication. It reduces clarity of a message.
There are many forms of noise barriers which can takes place
during the communication process. Some of them are:

-

A - A

Source:https://iage;.app.goo.gl/Zuqt3V00chePquX8

Interruption of Technology: Sometimes lack of internet
connectivity creates hindrance in communication. Due to this,
message cannot reach to the receiver on time. Even sometimes
lack of network does not allow your voice to be reached on time
to receiver. So many times we hear from the receiver the words
—your voice is not clearl —I could not here youl —no proper
networkl etc. Sometimes even updates on social media do not
allow you to communicate until you update the application with
new features.



Noise by People: Sometimes in social gatherings, due to much noise we
are not able to communicate properly from a certain distance. As it‘s a
gathering, we cannot say anyone to lower down their voice. In such a
situation, only thing we can do is to go far from the gathering to attend a
call.

External Noise: sometimes distracting activities going on nearby such
as traffic noise, construction noise, high volume music system,
conversation taking place in nearby room, etc. become barriers to
communication.

To overcome the noise barrier, you should first find out the source of
noise. This may not be easy as the noise may be coming from a
conversation, or from traffic passing by the window, technical errors, etc.
In the physical environment, try to eradicate possible distractions. Make
sure any technology that is being used works properly for professional
work. For example, ensure microphones work properly at the time of
giving presentation, and that windows and doors are closed properly so
that extra light cannot disturb your presentation.

6.2.2 Physical Barrier

This barrier usually relates to environmental factors which affects the
communication process. This barrier is natural. It affects both sender and
receiver. Environmental or physical barriers almost always occur at the
beginning of the communication process.

Source:https://images.app.goo.gl/DsA95UqqYi9wXcBf7

Poor Ventilation: Color, size, and light can impact on behaviour
of sender and receiver in communication. For example, much
lighting can lead to hurting of your eyes. This can make people
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feel irritated and will be less open to communication. Room
without ventilation also increases the temperature and sometimes
causes breathing problems.

Before using Room, Hall for seminar, conference and professional
communication, make sure Room has proper light and ventilation,
no surrounding noise nearer to room and proper seating
arrangements and also check that light should not dim your
presentation.

Seating Arrangements: Seating arrangements should be made as
per the audience and time of the professional meet. If you have
long hours of presentation to be listened, than make sure you sit
on comfortable chair. Compact seating is more effective for
groups and chairs should be comfortable to the speaker and
receiver.

Space and Distance: Distance between sender and receiver can
cause hindrance in communication. It is not audible if sender
speaks from far space. In present time, email, telephone, and
videoconferencing can help to lessen the effects of time and space
barriers, particularly for people who are communicating on global
level.

6.2.3 Cultural Barrier

In the era of globalization, a person can work for an organization
in any part of the world, sitting in any corner of the world. Being
a communicator, you come in contact with many people who
belong to different culture, region, state and country. Different
cultures have a different meaning for several things. When
culturally different people communicate with each other, there is
possibility of misunderstanding and conflict. Each culture has an
independent language and symbol of communication. Style of
dressing, religions, food, drinks, and the general behaviour will be
different drastically from one culture to another. In many
multinational companies, special courses are offered at the
orientation stages so that people know about other cultures.
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This image shows that how greeting is different in every culture. In USA
its Hello, French- Bonjour, Spanish- Hole, China- Ni Hao and in Japan it
is Konnichiwa.

6.2.4 Linguistic Barrier

Language is needed for communication. Communication becomes tough
if people don‘t understand language of others. This is known as a
linguistics/language barrier to communication. It is one of the main
barriers that limit effective communication. Each region has its own
dialect and language. Sometimes, difference in dialect creates
misunderstanding between sender and receiver and can become a
hindrance in communication. The dialects of every two regions change
within a few kilometres. Even at the workplace, different employees have
different linguistic skills and speak different dialects.

Source: https://images.app.goo.gl/BXmQxCraS5fBzfxUb9
Travelling linguistic barrier: Being a human, we love to travel and
explore different places. When we travel from one place to another place,
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region or country, we encounter new people. It is obvious that, their
language is different from our native language. In this situation, we find
difficulty in communication. For example, when we travel in south India,
we find difficulties in communicating with the local people if we do not
know their language. If we go to France, Germany we need to hire
mediator who can translate both languages.

Linguistic barrier at workplace: This barrier can occur due to
difference in spoken languages or usages of different technical terms or
jargons at work place. For example, at work place, people from the same
company but different departments or divisions may experience a
language barrier in communication due to the technicalities of the
languages they use. People of different careers may also face a language
barrier in communication. For example when a doctor talks to an
engineer, the terms and language may differ.

To overcome language barrier at workplace, use one primary language at
workplace and translate all the relevant documents in one common
language which is understood by all. It is one way to reduce the language
barrier at workplace. In meetings, seminars and conferences do not use
jargons.

An organization can hire an interpreter to translate and pass the required
information to the employees. Include visual methods to avoid language
barrier in communication. Illustrations and demonstrations, graphical
presentation, poster presentation can go a long way to convey information
and message.

Emphasize on repetition. Repetition of one thing again and again allows
people to grasp the things to those who failed to understand it at the first
time. Repetition gives the employees ample time to hear, internalize and
understand the topic and message.

6.2.5 Psychological barrier.

The psychological barrier in communication takes place due to the
influence of psychological state of sender and receiver. This barrier takes
place due to emotional and mental limitations of human beings. The
result of this barrier can be absent-mindedness, the fear of expressing
one‘s ideas to others, excitement and emotional instability, anxiety,
confused state of mind, etc. For example, when you are upset and sad,
you can‘t concentrate on listening.



Source: https://images.app.goo.gl/C{ZjTqLmdYw4MMBPA

Poor Attention: When a person is pre-occupied by some other
thoughts and cannot concentrate what the other person is speaking,
there arises the psychological barrier in communication. This may
take place due to emotional disturbance; fight or quarrel with
someone and other personal problems. Due to poor attention, he/she
cannot comprehend the message of speaker and after sometime they
have to ask for the repetition of the message. Due to poor attention,
you cannot give your best output in the meeting and sometimes it
affects your image.

False Assumption: Communication may fail due to poor and false
assumption. For example, sender fails to communicate instructions
well because he/she assumes that the receiver has understood the
message, but the fact could be that the receiver partially understood
what was communicated or didn‘t understand at all. These both
situations can cause communication breakdown. To prevent this
barrier, one should always double check the instruction and message
given by both sender and receiver.

Poor Retention: Retention is the capacity of the memory of the
brain to store the information. The Brain does not store all the
information which is provided to it, but can store only that
information which seems useful in future. So, half the information is
lost in the retention process. For example, your friend has told you
for meeting after a month and also conveyed the date and place of
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meeting, but it may happen that, you forget the place and only
remember the date of the meeting.

Anger: Anger in communication can harm anyone. If the sender is
angry when he/she sends a message, it will affect the way in which
the receiver interprets and perceives the message.

Early Evaluation: Some people have tendency to jump into
conclusion so early without considering all the aspects of a message
and information. These kinds of people are always in hurry by
nature. For example, a person who is in a hurry and is talking on the
phone does not listen to half the message of the sender and makes
the decision on half thing.

Personal Baggage: If a person carries personal baggage at the time
of professional communication and meeting, he/she may not
concentrate in the meeting. The consequences of this barrier are that
sometime the speaker and receiver cannot control their personal
though process and also keep on thinking at the workplace. This
does not allow them to concentrate on work and cause
communication barrier.

Closed Mind: Man is a social animal and sometimes works
according to the mood and gathers information which is helpful to
him only. This mostly happens in conferences and seminars where
audience do not concentrate on all the speaker and their speeches,
but only concentrate on them which will brings benefit to them in
future. For example, when a person is close minded, the person will
have fixed opinions on many things, and will interpret any
information in a negative way.

Distrust: Trust is the most important aspect in communication. To
have effective communication, both sender and receiver should trust
each other. Lack of trust may lead to misunderstanding in
communication. If the receiver has no trust, then he will not listen to
whatever is being told by the sender, and this will result in a
meaningless communication and interaction.

6.2.6 Organizational Barrier

This barrier refers to the hindrances in the flow of information among the
employees that might result in communication breakdown and
communication failure in an organization. Organization is designed on
the basis of formal hierarchical structure. To do goal oriented task free
flow of communication is required. Let us discuss organizational barriers.

e Hierarchy: Numerous hierarchical levels may result into the loss
of information. Due to this, communication may get delayed and



does not reach to the receiver or sender on time. This particularly
happens in upward communication, i.e., communication from
subordinates to superiors, and junior to senior.

Rules and policies: In most of the organization, rules and
regulations are designed for communication. Rules and policies
define the relationship between the employees and the way they
shall communicate with higher authorities. For example, in an
organization, if policy is that all the communication should be
done in written mode of communication, then even for a small
message and single message the medium used should be written.
If policy is that all the communication should be done through e-
mail only, then all the communication should be done via email
only. Due to this, the message may not reach on time as a result
feedback gets delayed in communication.

Facilities in organization: Telephones, printing machine, paper,
computer, etc. are basic requirements in any organization. Due to
the absence of these equipments in an organization,
communication gets delayed. For example, if printing machine is
not available where one is working in an organization, it will time
taking process to take print out for any employee, and thus he/she
cannot send reports, printed documents and message on time to
higher authority. If these facilities are sufficiently offered to the
employees, communication will take place on time and according
to the need.

6.3 LET US SUM UP

In this unit, you have learnt,
Barriers to communication and how to deal with them.

6.4 KEY WORDS

Barrier a fence or other obstacle that prevents movement or
access

Eradicate destroy completely; put an end to.

Ventilation the provision of fresh air to a room, building, etc.

Communicator a person who is able to convey or exchange

Dialect

Jargon

information, news, or ideas, especially one who is
eloquent or skilled
a particular form of a language which is peculiar to a
specific region or social group.

s special words or expressions used by a profession or
group that are difficult for others to understand.

Interpreter a person who interprets, especially one who

translates speech orally or into sign language.

Comprehend grasp mentally; understand.
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6.5 CHECK YOUR PROGRESS

Answer the following questions:

1) What is Noise? Discuss.

2) How poor ventilation causes barrier in communication. Discuss.

3) What is Organizational Barrier? Discuss.

4) —Before you assume, try a method of askingl- discuss this with a
view to psychological barrier

5) Discuss any two elements of Physical barrier in detail.

Choose the correct option from given below.
1) Traffic noiseisapartof............ ... ... ... ..o,
a) Noise barrier
b) Communication
c¢) Linguistic barrier
2) Poor ventilationisapartof......................
a) Physical barrier
b) Linguistic barrier
c) Psychological barrier



3) Konnichiwa is way of greetingin..................
a) Japan
b) India
¢) China

4) Difference in spoken language fallsin....................
a) Physical barrier

b) Linguistic barrier

c) Psychological barrier

5) Poor attentionisapartof........................
a) Physical barrier
b) Linguistic barrier
c¢) Psychological barrier
Write Short Notes on:
1. Linguistics Barrier in Communication

2. Physical Barrier

3. Cultural Barrier in Communication
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UNIT: 7 FORMAL AND INFORMAL

COMMUNICATIONS

:: STRUCTURE::

7.0 Objectives
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7.8 Let Us Sum Up

7.9 Key Words

7.10 Check Your Progress

7.11 Books Suggested

7.0 OBJECTIVES

In this unit, you shall be learning about
e Meaning of Communication,
e Formal and Informal communication.

7.1 INTRODUCTION

Communication is a part of our day today life and routine. It takes place
at every single moment, from the moment we wake up till the moment we
go to sleep. It is an inseparable part of our daily activities. Your daily
activity, news watching, news reading, saying sayonara to your beloved,
working in an organization, etc. all these activities require
communication. The term Communication is derived from Latin word
communicare, meaning "to share is the act of conveying meanings from
one entity or group to another through the use of mutually understood
signs, symbols, and semiotic rules. It also includes sharing of ideas,
concepts, imaginations, behaviours and written content from one person
to another. Cambridge Dictionary defines communication as the process
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of sharing information, especially it increases understanding between
people or groups. —Communication is defined as the process of
understanding and sharing meaningl (Pearson & Nelson, 2000). If we try
to interpret and understand the definition, we will get clear idea about
communication and the importance of communication. Let us discuss
formal communication and informal communication.

7.2 FORMAL COMMUNICATION

Formal communication refers to the flow of formal and official
communication through proper channels and routes. Formal
communication follows a hierarchical structure and chain of commands.
Employees are bound to follow formal communication channels while
performing their duties. For example, when a manager instructs a
subordinate on some matter or when an employee brings a problem to
supervisor‘s attention, this act is known as formal communication. This
kind of communication flows in various direction i.e. Downward
communication, Upward Communication, lateral and diagonal
communication. Let us discuss them one by one.

1) Downward Communication:

—When the flow of communication moves in downward direction from
the higher level to the lower level hierarchy, is known as downward of
communication.| It flows from higher authority to subordinate employee.
For example when a HoD, informs, instructs, or advises their
subordinates, the communication flows in downward pattern. This is
generally used for routine information, task work, follow up of previous
task, etc. This kind of communication increases awareness about the
organization among subordinates and employees and enables HoD, to
evaluate the performance of their subordinates. This form of
communication may take place in the form of letters, circulars, notices,
memos etc.

President

E 8

Fig: Flow of Pownward Communieation

Source: https://images.app.goo.gl/whpMsjuPSkPTnzqX9



2) Upward Communication:
When the flow of communication moves from lower level hierarchy to
the higher level hierarchy in the organization, it is known as upward
communication. When subordinates send reports to their superiors or to
present their findings and recommendations at that time the
communication flows upward. The flow of upward communication
depends on organizational culture. In an open culture, it is possible to
create environment of trust and respect. This is mainly because
employees provide the input for managerial decision. An organization has
a well defined structure like, workers, supervisors, officers, managers,
unit head etc. When subordinates send reports to inform their seniors, the
communication flows upward. This communication may take place in the
form of reports, letters, recommendations, suggestions, grievances, etc.
/
///Production N
e Manager ™

/’/ \\
Z — / < N
/ Assnstant\\
= Production \
=)
= ,/ Manager TR
[} s -
2 /
= //
E P i Productlon N
E s Supervnsor \
s y
S Z
-
] /
g_ yd Worker \
= //'/

Source: https://images.app.goo.gl/GZSBRDBrDbiZsKJ a9

3) Lateral or Horizontal Communication:

This type of communication takes place among peer group or
hierarchically equivalent employees. When the flow of communication
moves in a lateral direction from people belongs to same hierarchical
positions, this communication is known as horizontal network of
communication. This communication is necessary to save time and to
coordinate properly. This network enables people of same designation to
communicate with each other. It enables the sharing of information with a
view to explain the peer group activities. For example, marketing
manager sends some survey results in the form of report to the quality
manager for further action is known as lateral communication.
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Source: https://images.app.goo.gl/fM4YLtTr4bsTw6E09

4) Diagonal or Crosswise Communication:

This kind of communication flows in all directions. For example, when a
sales manager communicates directly with general manager of production
department is known as diagonal communication. Usages of email
communication, encourages crosswise communication. Any employee
can communicate higher authorities via email. Since there is no specific
line of command, diagonal communication is also referred to as crosswise
communication.

Formal communication plays vital role in any organization. All
managerial and administrative activities involve communication. When
you write reports, email, give instructions, etc. you are involved in the
process of communication. Let us discuss various modes of formal
communication.

Top Management

Manager Managar Manager

Diagonal

Source: https://images.app.goo.gl/vVFxCc8yyfJmRvpSA



7.3 FORMAL WRITEN COMMUNICATION

A) Letter:

A letter is a written message that can be typed in computer, handwritten
or printed on paper. It is usually sent to the receiver via e-mail or posted
in an envelope. It can be written for any purpose, to give order for any
products, to complain, to inquire something, for complaint, etc. as it is
written mode of communication, it can be preserved as a record also for
the future. In case of discrepancy or dispute, it can be provided as a legal
proof in future.

e Formal Letter: These letters follow a certain pattern of writing. It is
professional in nature and can and directly be addressed the issues
concerned. Any type of business letter falls within this category.

e Business Letter: This letter writing is used for business
correspondence, and generally contains information such as
quotations, orders, complaints, claims, letters for collections etc. Such
letters are always strictly formal and follow a structure and pattern of
formalities. Business letter communication takes place between two
parties who want to do business with each other.

e Official Letter: This type of letter is written to inform other offices
of same company, other branches and subordinates. Official
information like rules, regulations, procedures, events, or any other
such information is shared in this written mode of communication.
Official letters are also formal in nature and follow certain structure
and decorum. An organization has its own format for official letter. It
may vary from organization to organization.

e Employment Letters: Any letter with respect to the employment
process, like joining letter, promotion letter, application letter,
relieving letter, experience letter, leave application, etc. fall into this
category.

b) Memorandum:

Memorandum or memo is a written form of communication which is used
to send any information within organization.

The purpose of memo writing is to inform, but it also includes an element
of persuasion or a call for action. It is written in certain format as it in
only send within the organization, organization can follow their own
format of memo writing. There are certain things to keep in mind while
writing a memo.

e C(Clear and Concise:

Do not use any acronym or abbreviation that is known to management
only. It may not be known by all the employees of the organization. Write
it clearly and concisely so that employees can understand and can work
accordingly.
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e Formal Tone:
The tone of writing memo should be formal. Whether it is instruction or
feedback, it should always carry formal tone.

e Emphasis on Subject:

Emphasis on subject is one of the most important aspects in memo
writing. The subject is normally written in the subject line and should be
clear and concise.

¢) Notice:

Notice is written or drafted for staff of the organization to provide some
instruction. Much care should be taken while writing notice so that staff
can easily understand and implement the instruction. It can be written for
any purpose i.e. to give instruction of vacation, to give instruction of
cultural events, weekend seminar, conference, meeting, etc. This mode of
communication can be used in any educational institution and in any
organization. The purpose of this type of communication makes
employee aware about what is happing in an organization.

d) Reports:
This written form of communication is used to share result of research,

data analysis which has been compiled. It can cover a wide range of
topics, but usually focuses on transmitting information with a clear
purpose, to a specific audience and specific receiver.

The report is often recognized by its primary purpose or function. There
are many types of reports such as an accident report, a laboratory report, a
sales report, etc. It is frequently analytical, and involves the rational
analysis of information. For example, laboratory report contains the
procedures and results of laboratory activities, research report contains
study problems scientifically by developing hypotheses, collecting data,
analyzing data, and indicating findings or conclusions and progress
report contains monitor of production, sales, shipping, service, or related
business process.

f) E-mail:
It is one of the professional written forms of communication. This form
can be used to communicate within organization and outside of the
organization as well. Some standard should be followed while writing an
email. Grammar and spelling should be checked before sending an email
to anyone.

7.4 FORMAL ORAL COMMUNICATION

Interviews:

Interview is also one type of formal face to face communication. It
mostly takes place for job purpose. In interview, an interviewer asks
questions and interviewee responds to the questions with answers. Body



language and appearance matters the most in an interview. As it is said,
_People see you before they hear you‘. In an interview, through good
appearance you can impress the interviewers. There is rarely any scope
for informal talk in an interview. It is highly formal type of
communication.

Interview

Source: https://images.app.goo.gl/e8YyJHfKu9fA1sS96

Seminar:

A seminar is a form of instruction. It can be conducted by an academic
institution or offered by a commercial or professional organization. It is
conducted to share informational and ideas from one to many. It is an
example of highly formal communication as speaker is allowed to speak
only in formal tone.

Source: https://images.app.g00.gl/'y9RZ9xNjeLnhtB2m9
Apart from above mentioned example, group discussion, conference,
meeting, etc. are some other examples of formal oral communication.

7.5 INFORMAL COMMUNICATION

Informal face to face communication is the casual and unofficial form of
communication wherein the information is exchanged spontaneously
between two or more persons without any formalities, rules, processes,
system, and chain of command. The informal communications are based
on the personal or informal relations such as friends, peers, family
members, neighbors, intimates etc. and so it is free from the
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organizational conventional rules and other formalities. For example, two
friends meeting at the canteen and discussing about their movie plan is an
example of informal communication.

7.6 INFORMAL WRITTEN COMMUNICATION

Letter Writing:
An informal letter is a letter that is written in a casual manner. It can be

written to cousins, relatives, friends or family members. An informal
letter can be written even to your formal contacts if you share a friendly
relationship with them. Format of informal letter is bit different than
formal letter. In terms of language, you can use informal language. You
can call the person by name only in the informal letter. Let us try to
understand the structure of informal letter.

e Address:

We usually write the address on the top, on left-hand side of the page.
The address should be accurate and complete.

e Date:

Next just below the address we write the date. This allows the reader to
have a reference as to when the informal letter was written. The date
should be written in the format i.e. 12" December 2015 or December 12
2015.

e Salutation/Greetings:

As you know the person you are writing to, the greeting can be informal.
If it is a friend or someone close to you can write _Dear Meena“ or only
_Meena“ If you are writing to your relative like your aunt, uncle etc, you
may greet them as for example, _Dear Uncle‘.

e Body of the Letter:

Informal letter, as it is written to friends and relatives should maintain a
friendly tone. If you are writing to a friend, you can be very casual but if
you are writing to your uncle and aunt you must be extremely respectful
and considerate.

e Conclusion:

In a paragraph you can sum up the reason for writing the letter. You can
say a meaningful and affectionate goodbye to the reader. You can invite
the reader to write back to you or reply to your letter.

e Complimentary close/Signature:

There is no need to sign off informal letters. Some commonly used
phrases are, _Best wishes, _Regards‘, _With Love* _Kindly*, etc.

Social Media Communication:

Many times we communicate with our friends through various social
media platforms like, Watsapp, Facebook, Instagram, etc. we use very
informal language, and sometimes we talk in code languages like _IDK-
means I don‘t know*‘, _TC- Take care‘ _Lol- Laugh out loud®, etc. We use
this kind of language to save time and to give quick reply. However while
communicating with elder and senior we need to use proper language.



7.7 INFORMAL ORAL COMMUNICATION

Informal oral communication can take place at any time, while walking
on road, talking with friends, gossiping with neighbours, etc. For
example, while talking to our neighbours, we can talk on any random
topic regarding decoration of Navratri to winter evening party. Informal
oral communication does not require any channel of communication to be
followed. It does not require message to be formatted properly and

accurately.

7.8 LET US SUM UP

In this unit, you have learnt about,
e Formal Communication,
e Formal Written and Oral Communication

Informal Communication and
Informal Written and Oral Communication.

7.9 KEY WORDS

Certain
Previously
Interact
Facilitate
Casual
Spontaneously

Appearance
Produce

Gestures

Oriented

specific but not explicitly named or stated.

at a previous or earlier time; before.

communicate or be involved directly.

make an action or process easy or easier.

relaxed and unconcerned.

as a result of a sudden impulse and without
premeditation.

the way that someone or something looks.

make or manufacture from components or raw
materials.

Gestures are a form of nonverbal communication in
which visible bodily actions are used to
communicate important messages, either in place of
speech or together and in parallel with spoken
words.

align or position (something) relative to the points
of a compass or other specified positions.

7.10 CHECK YOUR PROGRESS

Answer the following questions
1) What is Downward Communication? Explain
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2) Discuss various aspects of writing Memorandum.

3) Explain various aspects of informal letter writing.

4) Discuss various parts of Informal Communication

Choose the correct option from given below.
1) The term _communicare* is derived from

term.

a.Greek.

b.Latin.

c. French

d.Spanish

2) . Lateral communication takes place between

a.Superior and subordinate.
b.Same cadre of personal.
c.Subordinate and superior.
d. None of these

3) Informal communication is known as
a.Grapevine.

b.Lateral.

c.Extrapersonal

d.Horizontal.

4) Communication starts with

a. Decoding

b. Sender

c. Channel

d. Feedback

5) Letter is a part of

communication.



a) Written Communication
b) Oral communication

c) Bothaand b

d) none of the above

Write Short Notes on:
1. Formal Communication

2. Informal Oral Communication

3. Formal Oral Communication
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