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Business Communication:
Nature, Process and Basic Forms

'] Llnmducﬁon

The changing environment and mcreasing complexity of the 2lst
century work place essentially necessitates learning of communication skills
all the more important. The autocratic management model of past
generation is increasingly being replaced by participatory management
in which effective communication is the key to build trust, promote
understanding and empower and motivate others.
An organisation can no longer assume that its employee constituencies
are homogencous. Employees reflect differences in age, ethnic heritage,
race, physical abilities, gender and sexual orientation. Diversity is not just
a matter of social responsibility, it is also an economic issue. Companies
are realizing the advantage of making full use of the creativity,
knowledge, talents, experiences and perspective of a diverse employee
base. The collaboration that allows organisations to capitalize on the
creative potential of a diverse work force depends on communication. The
ability to compete in the global economy is the single greatest challenge
that businesses face today. Organisations will want to negotiate, buy and
sell overseas, consider joint ventures, market and adopt products for an
international market and improve their expatriates, success rate, All
these activities demand effective business communication skills. Therefore,
effective communication is extremely crucial to business. Specialized
business knowledge is important, but not enough to guarantee success.
Honing of communication skills is vital and cannot be 1g.nore.d.
Pey According to Judy Thomas, a bus.iness mmlfaunlcgnon mstrucwr—--
o “Depending on the job, communication might be the primary task or it might be the
Wmmammwrmgfmwmlﬂaﬁhqwmm
effectively is the biggest reason employees fail to get promoted.” i
So, to communicate effectively means better coordination, and ‘act ofjt
means disruption. Business is not possible without communication, it is

the life line of every business. L
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@nﬁ monaunc? thoughts a:a requirements 3..:5
_Eo%:. Ooaacs_nm:o:. therefore, is nrn excha

cord g L » Theo Haimann, “Communication is the process of
E_h«wkhq&.:m from ome person to another..... It is
deas and making oneself understood by others.”

cording Newman and Summer, “Conununicalion is an ﬁ&.ﬁ.ﬁ
. opinions or emolions by two or more persons.”

Louis A. Allen, “Communication is the sum of all 1
serson does when he wants to creale understanding m th
‘:. volues a systematic and continous process of telli

wd unders _RSW
ns that there are five aspects of communication:|

..&.» message.

,.oawm special type of communication- Int
cts of business communication-

ess Communication: Nature, Process q
. Types of Communication

The classifications

participatory. nrm =.%E.=Em
types of communicatio ;
AHV ﬁﬂﬁl‘@ﬂgﬂ.—

implies Em-ﬁm:& nnnn_ncoa. Baﬁaw_ncﬂ: w-..&.ﬁ-&.u:c?
of this is transcendental mediation. According to the exper
communication encompasses BEuEESu!w.awm. the divine
spirits in the form of prayers and rites and rituals.

(2) Interpersonal Communication: This is direct, mnno.no.»wnn
cation that occurs between two persons. It is e ally a m
conversation between two or more people. It is personal, st
as well as intimate and permits maximum interaction .m:.oum_wi .
gestures. Interpersonal communications may be:

(i) Focused Interactions: .m.—:m v:g.&,&. results from an. ﬂnnzuunu

listens to persons z:r whom one is not nﬁbqnuﬂbm. m.ﬁmﬂ-ﬂ
interactions may be seen at stations and bus stops, streets, nuugnnbﬁ
etc.

limited number of Erm_.u. s..o_,,r to share Emo—.Bu.ﬂo,:. .mnﬁ C
make decisions, solve problems or simply for amusement.

(4) Public Communication: Through public communication yo
and persuade the members of an audience to hold certain
values or beliefs so that they think, believe or act in a certain y
(5) Non-verbal Communication: This includes .ﬁv,nnu suc
language, gestures, facial expressions, eye contact, elc
become a part of the communication process; as well as the v
types modes of communications.
(6) Mass Communication: This
modern mass media, which ...n?&nm vpa_ﬁ_ !
radio, etc. Itis a means of _
No matter what type of

Riddhi Vijay



s organisation has its
processing  and
srmation. This is the

wﬁuﬁ_ .nnan_ nm.nnc__,n zroﬁ r,
.Em. receiver. Simply sta

. when a concise
red well, received
‘ fully. The
on _-E the following

ﬁ—a«ﬂ& through the
iessage whether oral
an idea. Every idea
Context is a broad

idea. The source of this action may
”n.nnnm_ etc. As :...u source of the meé!

I  message is called sender. The |
wﬁn.nu idea occurs in his mind.

another person or organisation (0 ac i

individual, m group or an O

transmitted ri_i i
?n:?.. A_nu to m&

uacﬂvnoﬂm. and BEEm .. )
audience: Failure to understand w
probably result in miscommunication.

(5) Medium and Channel: The method and

transmitted by a sender to the receiver are
respectively. For instance, letter is a medium

a channel. If a message is communicated by v
is a medium and telephone a nvnubn—._.u._.ﬁ..

sy SR Y

medium and channel. oia
Different channels have mnm.ﬁo...n st
example, it's not particularly .
verbally. These better be given
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ﬁa‘&. . _E,nﬁn_ n_..n Ea&»mn. > Ena_.wm
a—ﬁﬁu ing, is known as negative message,
cates that the receiver _u 13

g% et b i

To facilitate and «iw_.@ .

nicate effectively, it is helpful to ::mn_ﬁ:a .
.:..“. ; om BBE:ESE: e vmm_n forme Advantages of Non-verbal Cor

orm (1) Reliability: One a%muﬁmn

reliability. Most people can _mnnn.._a with their
with their body F:n:nmn. Words are
language, facial expressions and vocal
y _ attention to these non-verbal hints, we

Y
Verbal Communication | | mwumrn_. s ronnmnw

as well. It can be efficient mo_u _uo.._. the
«. | standpoint. You can wransmit a non-ve
e , thinking about it and your audience can
unconsciously.\

you can _n..:.= to Bwﬁu,ma &nwbww.

" communication is non-verbal. The term

to understand e:._nq vnou“
_En..v..an 52.. E.mn_.a::m ».EEma _

R A ES T

wr adied ._&Efﬂ.«mﬂ..g,
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(4) Economic 8
_ the message is
ﬁn _ | pieces of information. (3) Gestures sides S: __....__n_,-snﬁ
! zwa.aua__ no_z._.. agu_ h the parties to face .nwaz sation takes place
roof, (6) More difficult to study. (7) Fails 1o confidence and und,

(6) Effecti
receiver. It is said that sometimes a thing can be commus
. .Q. symbols that generally have effectively with the help of some signs. The Ennhl.ﬂ_!nn
communication involves the use art in the process. It may be h opy e e o oral communication.
E e who are taking p (7) Removal of Misunderstanding: 1
clarification or doubt if any can be removed instanty. :
. | of communication in which message Eu. Motivation: Ap element of instant motivation or enco urageme
: that nw.nbbn o .no-.uu. OB yiing pertaining B exists during oral conversation which can be used o an advantage.
rﬂ-.,».ﬁ? The S—.ﬁeﬁ“—- B cmmnusication. ) (9) Increase in Efficiency: This form of communication Eﬂ_ﬂ
q.rﬁ.n e !M Mﬁ“ﬂ the receiver exchange their ideas | tike S enitior |
non. ﬂ”-m .‘“nh ﬁ“ face talk or through some mechanical or _,_, Limitations or Disadvantages of Oral Communication

e. Thus, there are two levels of verbal communication. |

Whereas on the one hand oral communication has certain ac vant:

ighest level of communication nrm”n_m.“ is .%H”_MMM_M %n %Enn hand, it has its limitations and suffers from the follo o

. Thi nel rates high because, besides im . isadvantages: |
s tmnmu.L.awM:nﬂu:mmmam omm body language. . r (1) Unfit for Lengthy Message: Oiaﬂﬂgu in |

i ...n....,rw_,..ncEE:umnmme: includes noa__u:._n_. M,U_Mm .HM_“ _ having a _u_._amaxnruﬂwa _ow ideas only. It is gmaﬁ!&.ﬂ&uﬂﬂﬂ@ﬂﬂ
R s as completely effe to convey or remember long messages.

e Fﬂuﬂnﬂwhﬁwﬂﬁwwm body _mﬂmzmmn. But they (2) Unfit for Policy Matters: Where polices, rules or other important .
S N of messages are to be communicated, oral communication is of litde or no |
ints a use. 1l

(3) Lack of Written Proof: In case of oral communication, no written '

proof is available for future reference if required. There ) =
re described as follows: : have to face difficult situations at times. B0

cha f Ideas; Ideas can be conveyed even (o (4) Expensive Method: When less important information is |
distant places thorugh telephone, etc. oral communication proves c a5
(5) Lack of Clarity: Lack of clarity takes place when there is li 1

conversation. Something may be altered in a hurry which can lead
negative results, y
(6) Misuse of Time: Oral _aa_..__:&&m%mn
time especially when during meetings, 90 3=¢,d~.mﬂ
unnecessarily. Parties involved waste their time in useless
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%s ﬂas.nﬁ form to the information,

u?ab to a large group of people,
have to be | rn!..mon futiire n
communication.

(3) Clear Message: A message n
understandable in a written comr

places and there is no Emnﬂ...w

through this method. But if the mi
quickly, this method is not useful.

(5) Time wnﬁnm In case a_.:ﬂnn.u

(7) True and Effective: Written Bg is !Rﬁnﬂn
effective. A sender sends the gﬂ?ﬂ careful ¢
because of the written proof it carries with it.

(8) Communication at Different Places: When
nﬂﬁﬂ:« plan our words. When .,..4. to different places, written communication proves to be s
.% h ve a conscious purpose~We think about Limitations of Written 02....:.5.2&!.
for a moment. But when we communicate The limitations or defects of written cor
nsciously. We have no control over it ang (1) Unfit for Uneducated Per
we 53:& to communicate. icance for the uneducated m.nﬂﬂﬁm.
= orally.
(2) Lack of Secrecy: Because of “Enf:#aa

secrel.

i ..m&nbnnﬁ_w considered the mono._

tten communication is that communk

nged in the written or printed n.onmf

%v& of communication. With g
; itten communication

and fax. The written f m
ess firm to keep a ﬂmnoi_.",.“.”
: any, contact
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| Immediate feedback. Delayed feedback
- Word: ge: We are aware thy 2. | Shorter sentences; shorter sentences; longer
; -u used in various contexts. ?mmwrmzﬁ words. ﬁn
it me o :aouusom in the right context o 3. | Conversational. More formal.
; .Bn. «G. LS M Mon:m on personal relations. Focus on content.
a9 T D — i -
_ lanation Possible: This perhaps i 6. Fmﬁmﬁhmﬂ_“.onraﬂ_ More detailed technical
om itten 859::550: We need to await | information, information. 3
i _.n._nnnu..- of the matter/ideas conveyed. , 7. | More personal pronouns, Fewer personal pronouns.
Ce 8. | Unfit for long messages. Suitable for long messages.
9. | Lack of written evidence: Useful for permanent
not suitable in future context. record; detailed documentation.
10. | More use of imperative, Less use of imperative,
interrogative, and interrogative, and
By exclamatory sentences. exclamatory sentences.
o7 5 - | No possibilities of review. Possibility of review.
u" viewpoint—always give importance to others fo B

W 6. What is Business oo.:....::...mommo: 7

construction and paragraph sequencing. A Every business firm whether a sole proprietorship, part
company undertakes business with the objective to earn profits. ME
Is an economic activity undertaken to procure man, machine, material
and money to produce goods and services with the objective to sell them
to the customers to earn profits. During the course of this process, a
businessman consults sellers, buyers, engineers or an accountant and
other people; he collects information and also exchanges facts. The
specific communication undertaken by the business firm is known as
business communication. In fact, business communication is a nm.nnﬁ_
type of communication undertaken to meet the needs of the org

Definition
In the words of R. Ludlow, “Business comamunicalion is a process of transfer of
information and understanding between different parts and people of a g
organisation. It consists of various modes and media involved in co
interchanges.”
According to Dr. Heinz Goldmann, “Effective communication i?@ni
around .z.%& foundation and realization: communication is a dic !




oonn_.._n,ﬁu work within a business

function. It helps increase job E.._,.._,nn_..c_...
ofits and decreases. absenteeism, grievances
: o_.ésa:«n_ communication are as

Employees make available to the
ns, facts, etc. It is one the basis of such
nent takes those decisions which are

o

h—o! a particular sk is 0 _un
( E_uw it how the n_dqu.?.m will b

communication Enpucm._urﬂ- are FE&EI . - mater:
.da:-”“_ and when, in irn—ag!n&{_! } Blll
requi

(ii) Sale aas._.-&uo:ra;riili.fi
customer equipped with information regarding n- —Ihtu.
importance, quality, etc., all through business 2
(iii) Report to Owner-Shareholder: gsﬁ.iﬁ.ﬁu
business and so must be kept informed about each and every information
of the business. This function is performed effidentdy by business
communication,

(iv) Report to Government: Business communication is also us
render necessary reports to the government and to render (ll_nn
returns as per requirement of existing law.

(v) To Create Goodwill for the Business: Every business survives and
progresses on its goodwill. Business communication performs an
important function to create and maintain goodwill for the business.

QUESTIONS

b_.oﬁm._n om an employee improves only

I Very Short Questions with their Answers

L
Ans.

| part of the business. Business
H____.nww efficiently.

2,
i Ans,

s and al the iﬂahﬁn. it decreases absenteeism,

..a business does with people u:.__
xternal function. Every business it
».Q. its success. And because ﬁ_. A

What is communication?

Itis a process through in which two or more elements of a system interact in order 3

achieve a desired outcome or goal.
What are different types of communication?

(iy Intra-personal communication, (ii) Interpersonal communication, ﬁ_b ng

communication, (iv) Public communication, (v) Non-verbal naﬂ.n_ean»ag
communication.
What is the difference between internal and external functions nm
communication?

All the communication that occurs in conduction of work within a rﬁ_sm.wuf« ﬂ—f.ur

internal function. The work-related communication that a business
people and groups outside the business is called external function.
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Business Communice

g communication to supp|e.
| communication COMmunicg

transmitted aloud. Generally, th

. to anﬁwnn that are

s R R in the written or printed wc_.ﬁ.w
£ ﬁ%ﬁnﬂo:ﬁnﬁ?@@nmﬁww&. W yﬁ

communication is primarily

‘the communication rocess? B
the rpm.““ﬁ%nnnnm ‘each message. The mﬂmnceﬂ

the source how the receiver
2 sensitive to feedback and
4 ..—.nnnm.___ni.

constantly modifies his or her message

(H.P.U. 2007

Siimaweg 4 LR

e

Role of Communication
Skills in Business

# 1. Introduction

e chief functions of business communicatio
* ~ (M.D.U.2007, H.PU. 2008)

aton; Explain basic forms of communication process,|
P (M.D.U. 2004, K.U. 2007}

S -

communication process. In which phases of the communicatiof
coded and decoded?

e

wverbal forms of communication. Give advantage
forms of communication.

There is no doubt that communication is so fundamental that without it
no organisation can exist and function effectively towards achieving its
objectives. Communication is the principal means by which members of
an organisation work together. It helps to bind them together, enabling
them to react o and influence each other. It flows in different directions
within the organisation: downward, upward, roauo.“.ﬂu_w and diagonally.
No manager can be effective in his job unless he is able to communicate.
It is therefore apt to call communication the “life blood” of an organi-
zation, As Sir John Harvey-Jones says, “Communication is the single most
essential skill”". Professional and result-oriented organisations are always
looking for managers who can communicate persuasively and
competently. It has been pointed out that about nine-tenths of a
manager'’s ime is spent in communicating, one way or the other. It lies at
the very heart of management. Powerful concepts in management such
as participation, empowerment and involvement revolve around
communication, Given below are some of the factors responsible for the
growing importance of communication:
(1) Growth in the Size and Multiple Locations of Organisations: Most of
the organisations are growing larger and larger in size. The people
working in these organisations may be spread over different states of a
country or over different countries. Keeping in touch, sending directions
across and getting feedback is possible only when communication lines
are kept working effectively.
(2) Growth of Trade Unions: Over the last so many decades trade unions
have been growing strong. No management can be successful without
taking the trade unions into confidence. Only through effective
communication can a meaningful relationship be built between the
management and the workers.

E
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e all as sensitive human b
with them which effeq

2 has a sodial ..nuﬂonu?g_
7 .‘., and the ﬁﬁ_un-n at Fu“ﬂ.

.c: Modern management is n_nnm._w_
B&o in behavioural sciences like'

awre Vn—v in developing a _uom.ch 3
ingful relationships. And Q:n

exity and individual needs can
cation. Effective communication
understanding of the
¢ interpersonal skills and
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To ::agn how rﬂﬂg " ,

much aﬂaﬁsg_ggﬂﬁ._. iple
manufacturer. Throughout the company employees
information. They process information through computers, wrie
messages, fill out forms, u—«a..nﬂagﬂﬁﬂ!nﬂ—&inrn

telephone. More specifically, sales people receive i g
information from the home office and send back orders and s
of their activities. Executives use letters and telephone calls uﬂ g
business with customers and other companies and ...uvo.ﬂ_ S_Ein
letters and calls. Production supervisors receive work orders, .Iiu
instructions, and submit production summaries. Reserach spe .
receive problems to investigate and later communicate their E E
the management. Similar activities occur in every niche of the cos
Everywhere employees receive and send information as they % |
their work. el
Oral communication is a major part of this information flow. So. 100, are
various types of forms and records, as well as the storage and u.nn-.!unw_
facilities provided by computers. Yet mbo.vn... Bn.uon m.D-... SISLS.
various forms of written communicatis e
memorandums, and reports. All of this communicating mdﬂ on in
business because communication is essential to the nmmﬁ.n.
involved in business. Communication enables nﬁv_ou.ann w© toﬂr
together. In a business, it is the vehicle through which Buunmnnﬁnn
performs its basic functions. Mangers direct through communicatio
coordinate through communication, and plan various unng.
Communication is the life blood of any r:u.b.um activity and is an integra
part of daily life.

10

W 4. Benefit to Business s

Many industrialists strongly believe in the importance c
833:20:3 c.uESm ho_. :E.:Zwa vﬂﬁ_ﬁ..ﬁacﬁmoﬁ have

nEm._owu:nun w%wus..mn uﬁm.zﬁﬁm S&ohm—c /e n
have a better chance of promotion,



w_.,._wsn business became mo
ers and suppliers becam
1g business letters, repor
ﬂ_u.n:... And communicating

- w mnoE .m.._ Industrial Age to ;
wm Dbm industry, nOB_u:nn..m an

&-m_ﬁﬂ among machines, cellular
», the choices of communicati

tenance, and so on. It inclu :
orts that nn__u_omnnm s:.:n

(2) External no:.:.:..__un

Much of n_..u..

Per convenience, A :&Eﬁw
the communication can

outside the business is term
business's communication
report to ernonuﬁ. ..nm.o:... waqaﬁ..ﬂnu o

present a favourable image of the n. This takes the ms.ﬂ. ﬁ.
brochures, telephone conversation follow up service ca
ments in papers, magazines and the media.

The importance of external-operational communication E
hardly requires supporting comment, mmm.%ﬂ:g is dep:
outside people and groups for its success. And because the !5
business depends on its ability to satisfy ¢ :
communicate effectively with its customers. In Snpw s Su.v_nu‘
society, businesses depend on each other in the production n.mnm i
bution of goods and services. ..—;EPESE%«EFIR n..H—E..nm communi-
cation. Like internal ncEE_._Ennzcn. external communication is vital to.
business success.

(3) Personal Communication

Not all the communication that occurs in business is omnﬁmonnw In fact,
much of it is without purpose as far as the business is concerned. Such
communication is called personal. .
Personal communication is the exchange of .Ewoas :
which we human beings engage whenever we come Swn&nn 2.
social animals. We have a need to communicate, and we will communicate
even when we have little or :on:bm to say.

We spend much of our time with friends in communical

strangers are likely to communicate when they are placed together ,wwa“@
an airplane flight, in a waiting room, or at a ball game. E..w. m, i
communication also occurs at the .Miaurv#aa“ and il
communication. activity of any business. Alth
business'’s mu“mb. of o—umacg... ﬂnﬂmcbﬂ_,
significant effect on the success of that
influence that personal ‘communication
workers.

Riddhi Vijay
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”uprnnﬁiﬁ ii
and unambigousy. 1t is also about receiving
convey with no distortion a all. This calls for effort from both ic., the
sender and the receiver. The | process is u—&ggg with
messages muddled by the sender or mi hﬂ

the receipient. If not taken care of, Eig.anﬂ; i
effort and even a missed opportunity.

In order to maintain healthy communication, the oo must go through
this process,

From the sender’s perspective one needs to have the following skills:

Skills to compose the message

Skills to send the message

From the receiver's perspective one needs to have the following skills:

The skill of receiving A message:
— without assumptions, o
— placing biases aside, &

: onal communication could .. d
s ar our right to communijey,,

— active listening. 1
Thus, the elements of nmnnsn_BEE:Eﬂno# are:
Listening
Verbal skills
Non-verbal skills -
Therefore, it is essential for both the sender and the receiver o
understand fully the contents of the message for it to be effective. u.. .uu.a-.

this reason that employers today seek and stress upon their ¢
cultivate and hone their communication skills.

-.En:n Each has __._E_:m_
, varying combinations of
communication.

B 7.1 Importance of Communication Skills in Business

Unfortunately, in organisations, need for employees with good ¢ communi-
cation skills is all too often not fulfilled. Results of extensive studies done
in this area are not encouraging. It is observed that wn&znnna EK_ a.ﬁn
post graduates are weak in both oral and espedially, .snEBBE

The 855:-:9:0: urcqnngsm of employees uu.& the impo

your noBE.p:_nwn_on.uw_HF i—.uﬂenﬂ m.om...nos.woc .E;-n in w:n_#a .
performance will be Judged largely _3. your ability to Bﬁ_ﬂim%
cffectively,

Improving Eﬁ.no_aagﬁﬂ:_mpwr___._mﬁm@_ﬂ, your ch

Tt . e
not only in your official capacity but life in general, . ..

Riddhi Vijay
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n, one needs o ruaw
ﬂ. vn considered adepy |

E_@ znﬁ an impact on their owy
S n nﬁ.nn_.. on others. .H_u.umn i

m_.. person is talking, mo‘..ﬁ. ;
. Listen until the person h

6belonging, and re
Ask, Don’t Tell-Demong
advice or asking a person 0 do x
person that hesshe is r ted a
implics  superior/subordinge
Nun—-..ﬁo_.nn!.un“ Do not e
is extremely important 1o learn to make ‘
about ideas, people, and sitautions. You are makin :
Judgment when you attach your values, beliefs, or bnlts
appraisal,

Offer Advice, Don’t Give Advice: Learn to offer ; ights, advice,
and expertise EEoﬁ.vnEw forceful. Itis t.ﬁnmwuln...rl ;
you should handle it” or “this is what you should do.” It Itisbe
say “what do you _&5__.._. about this way.” or “I sugg
However, sometimes it is notappropriate to even mﬂﬂgg
You should offer it only when asked for.

Develop Trust: Trust _u.En. vqomcﬁ.on open and gg
cation. So it is important that good communication cha

Also, trust is an essential ingredient of teamwork. Hn .ﬂuﬂ ﬁnﬂ.w

among business associates, teamwork and tion are much
easier 1o achieve.

Create Feelings of Equality: People share a sense of nﬁlﬂw if n=
parties are informed, tust exists, and “work is

cooperation, For business ventures to succeed, all the _usnnnw Hﬁ-.
feel that they are equals. If one party feels left o
subordinate, success becomes less likely.
Develop Comfortable Relations: Tensions and
in any relationship. However, the level of ten
reduced in families that aoqu_cm_ teamwork ..:.ﬁ‘
and honest communication,

Become Genuinely Interested in Others: Ew..&. @m«gﬁ ‘
feel important and be understood. One of the ways #m
important is if others are interested in us. So.
other persons’ interests and try to understand h
view. If we expect others to .c:mﬂ.mshm us, _emm‘ﬁl
understand them. :

Motivate Others: There are several ways | ,(

=mmmc<n. Eﬁ_ _uo...Eﬁ .nn_:ms,naau:

n.zﬂnrgo..m mwﬁn.

Riddhi Vijay
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gst their staff not only helps
r with clients, but alsg
at the workplace, ._.__-B.P
-chn working n:e:da T

unable o communicate
verbal or written formag.

. e %nnmﬂnmm_o:-
s therefore essential if you ant
. Eumn understand #.wbn _‘

ss firm is known as busine

o

W Long Answer Type Questions

1 iﬁmaﬂnﬁnﬂnoqugnhng_nmoﬂ&u
2. Why does business need to communicates Howis
3. What is business communication? Explain diff
4. What is effective communication skillz How

skills?
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it to function. Through __n_.
‘o the corporate organisation
n system of symbols, that result at legg
: meaning of the message among
nﬂu two important functions _ux.
people to exchange necessary.
iembers of the organisation apar

.g..BBB_._EB:o:S»nnoEv
y communication varies from one organi.

only five or six employees, much:
and directly. However in a gian|

ands of employees scattered around:

on to right people at the right

communication: .
: Formal channel of communi-

Horizontal ﬂ 7 _
Communicauon |

e - \ | 3
ry. Communication is the bgng

or decreases depending on the nature and size of the organisation. A
large organisation will have more number of heirarchical levels while 2
small organisation will have less number of hierarchical levels.

In every organisation there is a formal communication channel based on
clearly defined rights, duties and responsibilities. Different levels and
stages through which communication passes in an organisation is called
communication channel. This channel is formed by the rules of the
company. Knowledge of the nature and flow of formal communication
can be had from the structural pattern of business organisation. This
golden formula of communication can be expressed by the clause
"Through Proper Channel”.

Definition
(1) In the words of Thill and Bovee, “Formal communication is th

of information which follows an official chain of command.*

(2) “Formal commiunication is @ way of communication which passe
formal and definite metwork.” :

L s L

AT 4]
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vantages:
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vnmnom easily.

formal communication
defined. There is no

n scope. Branches and
be .n»um_u.‘ contacted |

(5 Filtering of Compn

cation iy nc.&nﬁ:..a P

deleted E.&_mnna:. S s

underiigart - Thus, co
Limitations

(1) Increased Workload: It increases the
because all communications are (ra
consumes much of the time of the
time to perform other organisatior gt&—.

(2) Possibility of Leakage and Distortion of Communication: There is 2
long line of superiors in formal cor nic o aﬂﬂﬂw i &*
increases the possibility of _nnw.wnn and distortion of communication.

(3) Dilution of Accuracy of Message: In formal communication there isa
chance that accuracy of information stvn diluted. It is because onnﬂ
chances of filtering of the information at a large hierarchical level of
communication network.

(4) Overlooking by the Officers: There are more chances of red-tapis
and delay tactics in this method because nxnncmcnu.m.nnn.umq overlook
the interest of the subordinates. Any information upward or downward
favouring subordinates is more often suppressed or delayed by the

superiors,

B 2.1 Downward Communication

Downward communication is a network of ication where flow of
information is from top to bottom. For instance, when a manager transmits
information to a subordinate, communication is flowing downward. The
message might take the form of a casual conversation or a formal
interview between a supervisor and an individual employee, or it might
be discussed with a group through a meeting, workshop, or video tape.
On other occasions, the message might be a written memo, a trainin
manual, newsletter or bulletin board.
Merits ;

(1) Explanation of Policies and Procedures to the Subordinates:
Downward communication helps in explaining policies and procedures
to the members of the organisation, The superiors perform this job with
letters, circulars, house journals, manuals, memorandums, etc.

(2) Control: Downward communication helps in controlling the activities.

of subordinates. Subordinates are Fmo..ﬂ_.nm.aw their superiors at regular ,

intervals about the former’s performance. If there is any shortcoming
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% they can plan the

can m.,..n <n€. N 3....5... -:um...-noa-

improve production proces: .

! (3) Greater m.-E.Bonw and Cohesi Gﬂtﬂ.& g
confidence among subordi tha
grievances, BEEE:R. sugg

ment. This makes the o

n.dv_o*mnu Ennnnm in _.animqmﬁm,.nwnﬁ .N...&q nce
When the managers listen to their grievances _.qu
solutions of the same, then the employees are 1 mﬂ_-n.unm o—. their g
and feel satisfied. As a consequence, they work hard and
(5) Change: When employees communicate freely with their !._ﬁ.ﬁ\
officers, they do not oppose new ideas. They adopt positive
They not only accept new plans but also endeavour to Bnrh nrnn.-
successful.
Limitations
(1) Possibility of Distorted Message: In the :m.ima eoBE:E.uoﬁ pwn
information is sought by top Bm:wmninnﬂ from lower a_n_. \
The lower level management, for its own benefit may b
distorted message to top management.
(2) Proper Channel of Communication is not nn_unﬁnn.
©  communication, managers seek information from low
In the process, managers may leave one or two hi
o nat following the proper channel of communicati
(3) Lack of Free Expression: Often subrodinate nEwEwﬂm
converse freely with their superior officers.

_ _26“ it is nozu
it reaches the re

communication ne
from lower lev

M 2.3 Horizontal Communication
In addition to transmitting messages up and down the or
formal communication network also carri 58
one department (o another, For nxu_sm_nn. the mar
write a memo Lo the v_dm_._nﬂo: a:.onﬁg_.. o:@ézm m»—nu fo

coming period.
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Merits

Business Commup;,

~ ication that occurs through f

t of horizontal communicaten gh fo
.qw_nrnan “Mma._”__.n”.“% on the degree of interdependence among dep,
S e -mnsm_q.a.. anz_m:.a& action by its Organizatjoy
i horizontl communication may be frequent and intense, gy,
H%&uvﬂnw.mg Oﬁnﬂﬁu ?mnwﬂ:mnnnw. official horizontal COmmyy
cation is minimal.

(1) Co-ordination: Horizontal communication helps in coordinagjpg

business activities in an organisation. Two managers at the same level spw"
communicate with each other to ensure the success of _ucm._smmm ACtivities,
(2) Faster Communication: Due L0 the uvmu:nn n..m m:_un_,_o?wc_uc_.&:mnn”
relationship, communication flows faster in ,_._o:nc:m: communicatigy
network. The existence: of equal level of hierarchy makes the whole.
communication process smoother and faster.

Limitations

(1) Difference in Approach: In horizontal communication, every
member involved may have different approaches. They advocate things
on the basis of their own thinking. This affects the productivity ang

efficiency of the organisation adversely. j
(2) Lack of usomqmma.." Due to the absence of superior-subordinage

wn_mmoam_mv. there is no authoritative figure to control and operate the
communication system. This causes lack of motivation among employees

and they communicate only when they wish to.

(3) Presence of Physical Barriers: In horizontal communication,

physical barriers like noise are always present. Communication being at

the same level, these barriers are very difficult to remove and thus
distortion of the message is possible.

B 3. Informal Communication

m.l..-_._o_ to the ne:u-_ network lies the informal network, a secondary
network consisting primarily of personal communication. It comprises

thousands upon ﬁorwwwn.w” of personal communications that occur in a

wsmin_..w.._ organtsation. Such communications follow no set pattern; they
orm an mﬁ.?&..up@:x and __...?_zn_x complex structure linking all the

L .._.v_....cvun_.mo about their work they have

ﬁa_aa_aina:a: Networks

travels along the info
._..._m_unﬂm_n_w created

37

rmal communication network is not & planned or
Fonld channel of communication. It is free from all
ormalities. No formal organisational chart is followed to convey

messages. It is completely based on the informal relations of the sender

_unwmu..smnn or an end.

Definition

(1) In the words of Thill and Bovee, “The informal communication

network carries mformiation the Sation” ial lines o
activity and power” along S rpumstion’ meffiol Bacs of
(2). “Informal communication network is a nexwtork swhich works outside the official

and formal lines of communication. It is spontaneous and unplanned. No
set of rules and regulations are followed in this communication netwerk.”

Advantages

(1) Speedy Communication: Communication travels at a faster speed
because there is no formal line of communication. People interact in
formal groups which makes it possible 1o spread the message very fast.
(2) Multi-Dimensional: It is multi-dimensional. As the communication
takes place in an informal group comprising individuals of varied nature,
the topic of communication varies a lot. The communication may OO
any extent. All limits with regard to direction and degree of communi-
cation are sell-imposed.

(3) Dynamic: This system of communication is dynamic and reacts
quickly because information channels have their say in the group and
developed within the organisation.

(4) Supplementary to Formal Channels: At times. informal channel
supplements the formal channel. Certain matters which cannot be
communicated through formal channels, are effectively communicated
through informal channels. There are various instances where top
management has used informal channels of communication to clarify its
point of view to the employees which otherwise were creating confusion
or were not appealing to the employees,

Limitations

(1) Distorted Communication: This system of communication often
carries half-truths, rumours and distorted facts at a very fast pace. This is
due to the reason that there is no system of checking the genuineness of
the message,

(2) Erratic Message: Informal communication normally carries the
erratic messages and thus no action can be taken on the basis of these
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tells all.
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exercise.

3) Probability Chain: In
chain, one individual
information random ly. He
no particular interest
individual. A’ may tell to
well as to ‘D’ as shown in

chain is 1

others do not
(4) Cluster Chain: In |
information is passed on |

in. These individuals again pass
information to those whom they have
in and the informaton {lows.

W 4.3 Importance of the Grapevine

(1) A Safety Valve: .

very fact n.ﬁn_a_:% com
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M 4.5 How to Use the Grapevine Effectively?

uE_ cohesion. The morale of employees
ine is used appropriately. :
: ission; The information flows in 3 g\ 0
%3."_ ﬁﬂu.ngg normally use a grapevine i they
ssage instantly.
&5 1o other Channels: Grapevine channe| -
rmal communication. Formal communicatigy,
om nrn% different levels. The same commy
gnun_ﬂ_.ﬁsun\%a& rapidly in the organisation. _
s of Grapevine Communication
T H—-n._n ' _J jon: Grapevine communication is b
| efore an incomplete communication, It ma
differently by different persons. o

ﬁw.. e S communication is the source of m:naa_u
communication. It travels through innumerable persons. Every
may add to it something of his own or cut it short. As a result the news

&u__..u._..”ﬁ&
(3) anran Resy ility: Nobody is prepared to own responsibily
rumours. Most of the people deny their oral communi
Ooaﬁan»:&.%%ﬂ&ﬁggcnﬁga has no reliability.

(4) U.__B-n....,n« Incomplete communication can sometimes P
damaging 10 the organisation. Incorrect and confusing communicalion
may S &m._n:_.cﬂ_.o_.nrnnﬂvpowonawﬁ_ the managers. As a r n
many gﬁ_oﬂ._.r.ﬁmm.iw*aw&m.wroi the organisation. N Q.._F

. i wn_uas_:n_. mm capable of _uqoacn.na.._m
grapevine, some managers are highi. ..n‘.s. .n_:u damaging effect of the
completely.They do this despite Ene.ﬁ_nsﬁ B nd van: co sy
stopped. One manager cannot _._.E Erapevine can never be
out of their workplace. ?ﬂnﬂ_ . |
grapevine in the organisation’s inte
used for the benefir of the uqmw:-«n
(1) The manager should Y 165 E_p&:m.#nwh
grapevine is one who has a wﬁoﬁ Ee
cation channel. He need noy |
labourer. Spotting the lead

€% A leader in the
Efapevine communi

Communication Networks 41

rumours can be stopped, (b) messages which are to be spread
instantly can be spread with the help of a leader,

(2) The grapevine can be used (o understand the feelings of the
employees. el g

(3) If management has come to know about any false rumour spread
by the grapevine it should immediately clarify its stand by using
official channel.

(4) The management should include all levels of employees in
decision making process. The rumour mongers will not be able o
spread the false rumours as every level of the organisation is
involved in decision making. In this manner, the harmful effect of
the grapevine will be successfully counteracted.

(5) Management should make it clear to all employees that they may
enjoy their personal chatting but not at the cost of work. Work isof
paramount importance and no personal feeling should come in
the way. Regular formal and informal get-togethers may be
encouraged in this regard.

B 5. Significance cf Corporate Communication

The significance of corporate communication becomes dear from the
following points:

(1) Setting goals and objectives: Most organisations have a variety of
formal and informal ebjectives to accomplish. These goals are established
by thinking and talking about them and then committing them to paper.
The objective might be defined in terms of financial results, product
quality, market dominance, employee satisfaction or service to customers.
But regardless of the goal, the fact that someone has thought about it and
communicated it, enables every employee to work towards a common
purpose.

(2) Making and implementing decisions: To achieve their goals, people
in business must make and implement many decisions. They must collect
facts and evaluate alternatives and they do so by reading, asking
questions, talking things over with one another and just plain thinking.
Ofiten their deliberations depend on reports that are prepared by others.
Then, once a decision has been made, it has to be implemented and this
requires more communication. Business people have to explain what
needs to bée done and in order to implement their decesion they need
help and support of the other people.

(3) Measuring results: As the decisions are translated into action,
management needs to determine whether the mnm_.:_nm outcome is rn.E.m
reached. Statistics on such factors as costs, sales, market share, produc-
tivity, employee turnover and inventory levels are compiled. In larger

companies, the data may be put together using a computerized
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ok ent inform jon system that prepares reports E:o:_m:na_v._
DRgES o ement may obtain the required informg

th lower-level employees or in the form

smaller companies, MANAEETY
through face-to-fice contact Wi
hand-prepared memos Or TEPOTLS.

(4) Hiring and dev loping staff: If a company, wants 1o hire someope

must first n.—&.ﬂw.m..&n..umﬂ:m:m. screen resumes, interview applicay

i aﬁaﬁuw make a job offer. Then the new person myg
 eoduced to the urganiation, inscruicied about the responsibilities gf
the \poitioniand el perform. As ume goes on, the uey

employee B:neow_ﬁﬂ_.aan_g on her or his performance, whicy

(5) Dealing with customers : All of an organization's interactions with
customers involye communication in one form or another. Even the price
tags on products are 2 form of communication. Sales letters and
brochures, advertisements, personal sales-calls, telephone solicitations
and gvé@ﬂ-mﬁn&rﬁﬂn 1o sumulate the customer's ::n_lnm-”.
Communication also plays a part in such customer-related functions ag
credit checking, billing and handling complaints and questions.
(6) Negotiating with suppliers and financiers: To obtain necessary
u_._v_wmnm and services. companies develop written specifications that
outline their qnnﬂ:wnn-znnm_. di_u—mmn orders for materials and bargain
to get the best price. Haﬂ.ﬂumn financing, they negotiate with lenders
w.z_ fill out wous.%m__aaoav or they sell stock to the public, which
involves communication. .
““u:._ ”ﬂhﬂn“ﬂhﬁnhﬂﬁmn Qnﬁ””nmn: ..E.nw mo..,‘..u new product out of
S # pushung Ik theg nr.wﬁn..chn_:ﬂcc: process and finall
getting the product out of the door also requires con icatiold
Designers draw plans, Bu..ﬂ_.naﬂm.ﬂw people conduct stud; im M__ :_n. :Mo?
managers develop sale noEmmmw...ﬁ...sa._n: Eﬂﬂan " e " ProG
Srodacion. the company _unnvunﬁ...w.wﬁggw on”nm qu F__.,,mmm_a
get instructions and pass them on 5?&:95 s..“_ﬂnv Ao .mzﬁn_.f.;,a;
gets underway, workers report un«.._.:m ey -k _,u.., e productian
kept regarding raw materials, magwmg. IR i Records are
Finally, arrangements are made by phone or in and product quality.
product. All these activities require commi
(8) Interacting with regulatory unn.wnm .
between businesses and government. Wi
public, government agencies formulate rules
protect companies and ensure that they ope
Often, companies must then demonstr
regulations by preparing reports that dese
goals as cleaning up the environment or hiring wi

Comn

unication Netwarky
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: . S .—UA..:{_.A.: _ﬁ,,.-._-u.-— dn — ior r E
:—:ﬂ ) n-q.:._»..’ [ _.._HQ :-._._ commun WALn m ‘
Are 5&.& ﬁ.r“ﬂ ¥

schedule:
— Nature of Difference Formal Commu Informal Communication
1. Communication Formal Communication | i :
o ikt unication is uams.auu Communication is
2. Chain ol Formal Communication § = Communication i
Communication according to anm__:._.._whaﬂ_. ,_.ﬁ_a“:”w guﬂn.m?ﬁu =
g Nawreof Based on indirect written | Based on m_n..-c. u_.i erbal
Communication documents. talk e i
4. Evidence Record regarding des N .aB...
cga patch of | No despatch
. communication is kept. ocEnH:EMMMe: s rn?nl
5. Relation Itis a—.n.wn.ua_- of rights and It is the result of employees
e duties given by the employers. | internal refations
6. Possibility of Written clearly no possibilit i ; .HQH‘ possibilit
misunderstanding or of m._,u_uﬁ.,:mw s & MMEW ¢nw.,_“-an_. <
Grapevine b
7. Types May be of different types i.e. Cannot be divided into
downward or upward. different types.

QUESTIONS

B Very Short Questions with their Answers

1. Whatis formal communication?

Ans.
It functions through rules, regulations and pr

“formalized” channels of communication.
2.  What is informal communication?

Ans,

(H.PU. 2008)

Formal communication is that communication which flows along a prescribed aetwork.
ocedures and is characterized by more

The informal communication is created wherever and whenever people meet and

hich works outside the official and formal lines of communi-
nd regulations are followed in

interact, It is a network w
cation. It is spontaneous and unplanned. No set of rulesa
this communication network.
3. What is downward communication?
Downward communication is a network of comm unication where flow of information 1
from top o bottom.
4, What is upward communication?
Upward communication is a netw
from bottom to top.
5. What is horizontal communication?

It is a network where messages carried

ork of communication s__._nqﬂmoio:.ﬁuawnoaww

horizontally from one department to another:

Ans.
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" Aus. Grapevine meansaninformal system of communication which has n by

W Short Answer Type Questions

8. How is grapevine used for the benefit of the organization?

Business ¢,
How many types of grapevine chain, explained by Keith Daviss .
: H&- Eigggﬂmﬂ&%ﬁn chains: (1) Single strand chain. @) .
(3) Probability chain; (4) Cluster chain. il

Grapevine is a potential source of distortion, organizations can limit its negagy, |
by supplementing it with a free flow of official information. g

B Long Answer Type Questions

2. Whatdo you understand by grapevine?

1. What is corporate communication? Explain the main channels of corporate it
communication. & A
U3

Is of fore

2, What is meant by formal communication network? Explain the channe

communication.

8. What do you think are the main objecti ._

. | ves of ation? Give g

advantages and limitations of upward S.J“.:..aﬁ_m”ww fif oo cnicuioly 4

“. M.w_uﬁa 851:19..5__ is very useful but very difficult. Discuss .__

5 ine i ively i _
. _n.wzm_.n“WﬁeSQ. How nﬂb.—vu used nm.un_.:.n—u in the interest of the organisations

plain corporate communication, What is the significance of co 3 Il

communication? e
7 ._,"

Distinguish between formal and informal ication
8,  Explain types of grapevine chains, i il . R

(H.PU. 208

1. What is informal communication? Discuss the u |

organisation. What are its adva and i :_E. of informal communication m.i,
i ,

T Vanous types. What is its importans
Or (M.D.U. 2008

What do you understand by Grapesi Process of _
importance in our organisation. e of Communication> What is

in an organisation?

3, .h.m”“u”ro:_a feed, water and cultivate the £rapevine raik ﬂ-ﬂ”r 2007, H.PU. 2008
: 2 ok Eseqramﬂd—iuw

4, ..Ey_m.p do you mean by .mo:.m..m_ and informal T (M.D.U. mg__
and informal communicton. N stingyich between formd

5. What is grapevine? How does it operate? Is it necessa My s > 9008
organisation? f&fﬁﬂ.ﬂ“ﬂﬂiﬂﬂ wim

s 5 € m an i

= - r |

0 (K.U. Mﬁg

[, £

._‘- F "- N ‘._.. hoa

Barriers to Communication or
Miscommunication

# 1. Introduction

————————

Problems with communication can pop up at every stage of the communi-
cation process. For our understanding we will term them as barriers 10
effective communication. These barriers can be either sender oriented or
receiver oriented or both. All efforts must be made to ensure that these
barriers are removed to achieve effective communication. Let's haye a
look at some of these barriers, their effects and their remedial measures.
These barriers or miscommunications can occur in verbal and written
communication,

Definition

“Miscommunication 15 a ruined form of communication. What is to be
communicaled, does not get conmunicaled and an obstructed form of the message is
transmilled.”

B 2. How does Miscommunication or a Barrier Arise?

The following are the main sources of miscommunication or barriers;

(1) Problems in Developing the Message: The first potential source of
trouble is formulation of the message. Problems arise due to indecision
ahout the subject-matter of message, lack of familiarity with the subject
matter or difficulty in expressing ideas.

(2) Difficulty in Expressing Ideas: Lack of experience in writing or
a person from developing effective messages.
limited vocabulary or may be uncertain about
ation and style. Or perhaps they are simply
saying or Wriling something. This barrier is at

speaking can also prevent
Some ﬂﬂﬁ_—.v—n may have a
use of grammar, punctu
frightened by the idea of

sender’s level. L
(3) Problems in Transmitting the Message: Communication may also

breakdown due to physical barriers, €& telephone going out of order;
defective telephone connection, dim voice, illegible copy, etc. .:1.. baryier
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messages have conflicting m::__..vqﬁﬁng
: simultaneously. The barrier
d through several Persong,
message in his own way and explains

the Message: Reception problegys
The receiver may be distracted by diffe
le chain of communication, poork

ton. In some cases, the barrier B&._.
th. Hearing or visual h.aﬁm?_.:m:r ou
ith the reception of a message. Perhane

on is simply lack of auention on the,

. er: The biggest P
eiver. In business, we ofien com
i ice. Even when we know ¢
b €rences in function, status
Bces make communication ye ry n:m,_n::_.

Semantic is the stud
are those barriers which
The chief semantic or Jang,
(1) Wrongly Expressed

there is always a Possibility ¢
barrier is created because f th
wrong sequence of senten:

._Nchmmn. one word may have
term “run” has 110 meanings in & i

Barriers to Communication or Miscommunicaion P

45 _:.a.._a:a-!..-??.?.til{r-

_n_ﬁnwn:. aﬂnm:ui-ti.rﬂ.r gﬂiiil‘u

saArrier,
(2) ?!Q§>§ilgrit"
*upenors and subordinates and he wanslates &k for the concermed
employees according (o their level of undersanding  Hence, the
information has 1o be moulded according o the undersanding of the
receiver. If there is Eﬂgﬁfgﬂngi
can be a barrier in the Communication,
3) Unclarified Assumptions: It has been observed thar sometimes a
sender takes it for granted that the receiver knows some basic things and
therefore, it is enough to tell him about the major subject matter This
point of view of the sender is correct to some extent with reference w the
daily communication, but it is absolutely wrong in case of some special
message. Special messages should be made absolotely dear otherwise
there is a possibility of some wrong action in the absence of clarsfication.
(4) Use of Technical Language: Some people like engineers, quality
controllers, etc. do technical work. They have their separate technical
language. Their communication is not so simple as 1 be understood
everybody. Hence, technical language can be a barrier to communication.
These technical groups include industrial engineers. produc managers,
quality controllers and laboratory technicians etc.

(2) Organisational Barriers

Organisational structure greatly affects the capabilicy of the employees

far as communication is concerned. Some major
hindrances in the way of communication are as under :
(1) Organisational Policies: Organisational policies determine the

relationship among all the persons working in the enterprise. For

example, it can be the policy of the organisation that communication will

be in the written form. If this message can be expressed ina few word. it
will take litle time. 1f the message is transmitted in writing it takes some
ime, Consequently, work gets delayed.

(2) Organisational Rules: Organisational rules become barriers in
communication by determining the subject-matter, medium, etc, of
communication. Annoyed by the definite rules, the senders hesitate
send some of the messages, "

(3) .m.BEu Relationship: In an oqmﬂa.mmno? all nﬁnﬁquaﬂﬂng
into many categories on the basis of their level. This moi nE acts
as a barrier in communication especially when the communication moves
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r- ‘Iﬂu!h‘!ﬁlﬁ:ﬂwk&iﬂﬁi F]
ngohggunug.g.i%.
(2) Barriers Related 1o Subordinates: Subordinases related barriers are
as under : . E
(i) Unwillingness to Communicate: Sometimes the subordinates do mot
want to send any information to their superiors. When the subordinates
feel that the information is of negative nature and will adverscly affect
them, an effort is made to conceal that information. If it becomes
imperative to send this information, it is sent in 2 modified or amended
form. Thus, the subordinates, by not stating the facts, become 3

hindrance in communication.

creates 2 hindrance in communication. EW&E&.’E?

ignore the subordinates, they become indifferent wowards any exchange
of ideas in future.

(4) Emotional or Perceptional Barriers
The imporiance of communication depends on the mental condition of

both the parties. A mentally disturbed party can be a hindrance in
communication. Following are the emotional barriers in the way of
communication :

(1) Premature Evaluation: Sometimes the receiver of information ixies o
dig out meanings without much thinking at the time of receiving or even
before receiving information, which can be wrong This type of
evaluation is a hindrance in the exchange of informauon 2nd the
enthusiasm of the sender gets dampened.

(2) Emotional Attitude: Some people are emotional by nature and lose

agitated quickly, his communication, howsoever authentic it may be,
remains ineffective. Similarly, if a receiver of the message is mentally

upset or disturbed he will not be able to draw the desired inference out if

it. Unfavourable meaning in it.
ﬁuuzgom%nuﬂggmg&wﬁoﬁgﬁgm
that with every transfer of information its reality gets reduced. According

to an estimate, in oral communication there is a loss of 30% in every
ransfer of information. This is because of our carelessness. Hence,
transfer of information being not in its actual reality is a big hindrance m
communication-

(ii) Lack of Proper Incentive: Lack of incentives 1o the subordinates .

their suggestions or ideas are not given any impostance. If the supenors 5

their mental balance quickly and easily. If a superior happens to get -



1 ?IEE jers are those bartiers which are caused due n—.a._
. al conditions. These batriers cause a lot of noise, Thege &
ph e : _ 4 rooms from outside noises such as those of .

il - hrough, poor lighting, a typewriter dattering away in 4 nea

office and such like things as frequent movement of body pog

fiddling with a pen in the hand or even the arrival of coffee at 5

stage of an on going communication.

Or

_How to Remove Barriers to Communication?

It is essential to remove barriers in'the way of communication rnn.&zmw_ﬂ
view the importance of communication in a business organisation, I
these barriers are not removed, the enterprise will be deprived n.._.. 9«
advantages of communicati _

made to remove these E..
cation can be establi Following steps are worth taking for the
removal of barriers o communication: k.
(1) Think About Purpose and s
communicating. You mu
readers from their Eﬂni
of course, you have S_c._o: sam
(2) Tell the Audience What You Expect:
readers’ or listeners’ needs, ou i oo
Ezﬁ%. e e i n.n.mm them on :in.gccﬁaﬁ
providing them with a map of the 5.: avel, you must be their guide,
the outset what they can e : e.:__ cover. Tell them at
purpose of the message (thus ._mnfu, i n.ﬁhnn them know the
among the ideas you hope to 334“%@_% Enize the relationship
they will encounter on the way (50 v what main points
ratonal framework). Even if wm.n. don ize them into a
at the beginning of the Message, you can
the topics you plan to cover, "

he first step is to define goalin
_o._..wo.iu that leads listeners or
Fpoint. Before you can do this,
ut their current position.

After you have defined your

way to do this is to balance the general n@.annmﬁ.
At the w.nm_.:nma.w.. state the overall idea; then m..

. | o .hnﬁo.uhr complete communicatigs
(hindrance-free communication) is not possible, yet efforts should be
{03 large extent so that perfect commupi.

El‘__.na.
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vivid, concrete exaunples, The mose words are the thua
r anes

create i picture in the receiver's mind describung colors, objess.
scents, sounds ane tastes, Specific gh alsr b very a!_..l

(5) .nnnunn- New Information to Existing Ideas: By il =
““:n__.a:nn how new ideas relate to Bamiliar ones, you mcrease the
likelihood that your message will be undersiood correctly. The meaning
of the new concept is clarified by its relationship to the old The receiver
already has a wealth of information on the subject; all she or be has o do

is apply it to the new idea.

Most of us approach anything unfamiliar with caution. When we discover
that it is similar to something familiar, we become more confident We
accept this new idea and work on it more carefully.

(6) Emphasize and Review Key Points: Call awention is the most
important points of the message. You can do this with your words, your
format and your body language. Underscore key poinis by clling
attention (o them visually. Use headlines, body type, and intended fists to
emphasize major ideas. Re-inforce the text of your message by using
charts, graphs, maps, diagrams and illustrations. If you are defivering
the message orally, use your body and voice to highlight important
concepts.

Before you conclude your message, review one or two of its essential
points. Restate the purpose and then show how the main ideas relate w0
it

Itisa good idea to provide summaries at the end of major sections of a
long message as well as at the end of a document or presentation. Such
summaries not only refresh people's memories but also help simphify the
overall meaning o_.noam.._nu material.

(7) Minimize Noise: To the extent possible, you should try to eliminate
potential sources of interference that stand between you yb_a your
audience. The key to getting through to the receiver often lies in the
choice of communication channels and media. You should 902... the
method that will mast likely attract the receiver’s attention and enable

him or her to concentrate on the message,
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pealing Written Document: .._r:.J:n:a.L ..
e 3. to make it physically appealing
T GE an attractive, convenient formay and pgy o
such details as the choice of paper and quality of type. If possik
i trn_.;de know the reader will have time 5#_..
E Environmental Competition: If the _.Hnmmww.n
Ru_m_. uy o minimise environmental difficulties. .:.n
_.._ur_nwn._ quiet with sufficient lighting and g
woﬁonwbq should be attractive to the a
Eﬂu .-._ua more people who interfere in your me
m_..u.ﬂ. are the chances of its getting distorted. Thus, org] e
rnﬁgﬁﬁ._.ﬂuuﬁ on the part of the people.
2 Feedback: Give the receiver a chance to Provide feade
the EEmu making business communication n__mmncw
En%g If you are talking face- .?_wnm:ﬁ_. 3
: ) G.Bﬂon_mﬁ and clear. But if you are ..:.En.mm
memo or H—Sﬂ that will be read by several people, feedback s
...—nu»w& .._Em Euﬁmﬂ.aan a ma_.E of communication that Uity

—,pﬁ.wnu. wantto send our message a_.:nr_u,
Hace or by phone. If feedback i is

-Evo..n..: Ewﬁiﬁnn E; written document or give a prepan

speech.

Your is to -

::n_n_.nmo&uon_ and an 9—“ whether the people in your audience b
do not lose 35. tem message. If you find that they _.s._,...
Instead of saying the ﬂﬂn « he fault s ar leas partially

to find the source of the Q.m_.»mm:u only louder this uSn. i

B Then revise your me
18 written or oral, you ha
Ethem 15 te]) you what they ré

Whether the response nn_
encourage people to be open
think and feel.

In short, business comn

psychological or social n_mn:u..
To overcome communicatio,
them know what to expect, use
connects new ideas to familiar o
minimize noise, and provide opp;

m
m
2l your audience m

10 the point tha
" feview key point

garriers (0 Communication or Miscommunication

@ conclusion
g

s look at the table given hereunder will facilitate understanding of the various barriers through =

.,.c._av_n format.

Sender Oriented Barriers
ll..llllw!iﬂn Effects ,i_ = .H., =
%ﬂwmuam message Loss in impact ..—HEF a_-..an o -m._nnrﬁu or
Loss in transmission Ineffective grasp of message nn_aa_.d physical noise
Semantic problem Misunderstood or not Use simple language
understood statement
Over/under Grouping for the right Make the quantum of
commumication message communication just right
Lack of collaborative effort Minimise use of '’

1 attitude”

Biased communication

Formulate message with an

Prejudices Fous
Receiver Oriented Barriers ;
o9 Barrier it Remedi
tention Difficulty in remembering | Don't leave w memory, it
REREEE details down m.nsbﬁ
Inattentive listening Partial grasp of topic MM%:»EE« and keepan
i i ion, d
Tendency to evaluate Distancing from the speaker WMWWMM&.MMH M.u&ﬂ.mﬂb
Differences in interests & Lack of interest in what is Listen nnwam....b% ‘and find an
attitudes being said area of E.B.Qa N :
Conflicting information Mental wrbulence Check reliability and ém“q
- * E
Differing status/position/ | Superior attitude ”MWM. -5 1deas they may
self experience _
Mental block Resistance to change | Beopen tochanges .
Enter into healthy discussions

Refutations and arguments

Lack of provision of correct

feedback

o o ————
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QUESTIONS

B Very Short Questions with their Answers ' '

5
Ans.

.

Define miscommunication. '
It is a ruined form of communication. What is to be communicated d_oe-s:;‘

communicated and an obstructed form of the message is transmitted. :

Give two reasons of arising miscommunication.
Firstly, many times material is complex and controversial and both the sender ang

receiver may face distractions and divert their attention. F
Secondly, problems in formulating your message get communication off to a
What are the different types of barriers?

Barriers of communication can be classified as (1) Semantic barrier, (2) Organizati
barrier, (3) Personal barrier, (4) Emotional or Perceptional barrier, (5) Physical
How does physical barrier arise?

Physical barriers are caused due to the faulty physical conditions such as , 3
typewriters clattering, etc. <
How can we overcome from the problems of communication? 7
To overcome from communication barriers, you should think about your audience,|
them know what to expect, use vivid language; stick to the point that connects n

to familiar ones, emphasises and review by points, minimize noise and provide oppori
nities for feedback. '

B Short Answer Type Questions

L

B Long Answer Type Questions

What is meant by miscommunication How does miscommunication or barriers

(H.PU. 2006, K.U.

Explain the main barriers to effective communication

“Communication with similar mental filte

Discuss.

How does language act as a barrier to effective communication?
2 : s o

Explain semantic barriers. 5

1.

Explain the principal barriers to man
improvements,
What are the barriers to communication? Gjye suggestions tc, .

*> l0 overcome these

ageme N
gement ‘oMmunication anq suggest meas

Discuss the --methods-to"rﬁmgv.qib"":fﬁ;ie;_sg;gf,cﬁmmm S (H.PU. 2
: e i Lo mastation:
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need to practice and acquire skills to be good Hm Decau '-'
cannot throw information at you in the same manner M‘ art g layer

tosses a dart at a passive dartboard. Information is an intang
substance that must be sent by the

listener. | =

For a common man, listening is same as hearing. But in fact lis

not only hearing, but something more. Hearing whilﬂl'lﬂf .

the listening process refers to physical act of receiving sounds

hearing is a physical process. Listening is both physical

series of interrelated processes that includes atte ing,

interpreting, assessing and responding. In other words, listen

decoding and interpreting sounds correctly, TN nx

Listening provides managers with most of the information they ne
- do their jobs. In addition, lack of listening ability at all levels is a major
~ source of mrkvrclued vpl'ﬂhlm i o

or losing a client, motivating or disce
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(3)
of the ne.:_uuuﬂt hear ir

quickly mo_ﬁan mos t
nn:..qua::w oiw n_x.:

M 4. Types of Listening

Various situations call for
_._mnnE...m differ not only in va..ﬁomn
interaction, They n:.n_r e
(1) Content Listening: The main
understand and retain E».U-.Eucﬁﬂ .
questions, but basically, info

jobis to in:&..n—.uknw_v&nﬁ :
listen for clues to its structure: P
enumerated points, In your mind,
remarks; mm.nnsuau._.

matter trnn_n_. you ww_.go 3&33.
you E..n_nquﬁ.:_

judgement untl the
involves interaction
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._.a:m.nzim is the most importan;

ck what has been said (o indicage
en understood. By mirroring what
 climate in which we can be accepy,

nww_ﬁ. than from speakers.

ErTors cost us one of our most valuable resources,
e you found yourself in the wrong restaurant,

Y€ are supposed to meet friends rather than

. oﬁun?n-@.mn::ﬁ a number that was just

of us have gﬁﬁns

ions most often asked by children, teenagers, and REE ]
ey're. _.n&._‘ asking is: ..S::: s in it for me, _2

‘well we incur costs through loss of time, money and

times because of past associations we make
.bnh. 3 ._._ugﬂ..b,.ﬂ% Even when we think we are.

"getting directions and getting lost in 2
use .&.ﬁoﬂ, _R-.n:—um habits, we Ewun‘“

is money. We earn it, save it
invest and spend our money

.:E_:En OF mirig ning culpr
have 0 be ¥, ed shipments 1
restocked, all gﬁe :

time and money, p
roﬁ.w.n_unoumﬁm.-.
in both personal and professional relatior
others that demonstrate we are valued
attention or listen to out requests,
personally. It is difficult 1o

follow i _Epwﬁ:gu.i cal

One __mnnu_zm mistake can r!_ﬁ Bo..n than ¢

only do we subotage our relatic

our time, but we also lose our most pre
we do realize that we have w«Ss& ,
difficult time accepting the mistake and m

B 7. Poor Listening Habits

b I8

Listening well requires clear ESrEm.
hard work. To listen well, people need to

to improvement. Often we do not
assume that our communication c
people. And those other people, not
communication problems. We are mu
think we are.

As with other skills, our listening hz
and reinforced through the year

change.

ARl
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ements in En communication se

aly on Easy-to-remember Facts ang Mi
listen with an intent to understand the

v_.nmnunubu: or conversation, we _.an
incorrect perception of what the speaker wag

1o 145 words per minute, we can listen :
can speak. When a person speaks too .
.&uw n__.nthnm or n_oon__:._w rather a._uu

Unfortunately, most of us prefer talking to li
ot talking, we are inclined to concentrate on W
than on listening to others. So, the first factor of
F:c.am before you can listen. .
at Ease: If you make the speaker feel at case, he.
talking. Then you will have better inform
Nillingness to Listen: If you can convince the
to understand rather than oppose, you }
r information exchange. You should look
ings like reading, looking at your watch an

e -.-._Sm« you do can also distract ti
I .___._E.wu_.:. pencil, shuffle vmwnqm or En

tening Skillx e
! o

o limate of nderanding tha can sl in a e exchangs of
_eua?asii&ﬁ&s&i?&nia Remember
E»QREnQnEgnns.ra;!a&&in%;;
do not interrupt. tions are barriers o the exchange of

information.

(7) Hold Your Temper: From our knowledge of the wroking of our
Bs%.sng.rﬂnﬁniﬂ_ mmunication Anger people build
walls amongst them.

(B) Go Easy on Argument and Crificism: Argument and criticism tend 0
put the talker on the defensive. He or she then tends w “dam up” or get
angry.

(9) Ask Questions: By frequently asking questions, you displsy an opent
mind and show that you are listening. You are in this way, i.’
uﬂnurn_..snnqn_a_:amvnoqrﬂiﬂﬂﬁnll—i. roving the
correctness of meaning.

From the preceeding review it should be dear that 1o improve your
listening ability you must set your mind to the task. Poor listening habits
are a part of our nature. We can change these habits only through
conscious effort,

M 9. Principles of Effective Listening
Effective listening is based on three principles: X
(a) Comprehension, (b) Appreciation, (c) Evaluation.

B 9.1 Comprehension

The first principle of effective listening is cor
to pay attention (o the communication.

Good listening is more than merely E.Eﬂ speaker. -u mcludes
grasping and understanding. To achive this, we must:

(i) Make eye contact with the speaker
(i) Concentrate on the spe
(iii) Concentration on the spe
the noise.

(iv) Likewise, focusing nﬁ.”g.mripoﬁ.._vﬂ,@nng expressed ideas

“help us to manv nﬁs n_ﬂ.#, s

),
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@ 9.3 Evaluation

.

| _ ._. r w listen for the idea siructuse
elations g&nﬂ.—.o.rﬂ. ..... Y points, ..
. _“.-. u_.. a to your own knowceldge
y ' r . we hear 1o what we already know =
q..“,._ pmp . However, we have o avoid I

i .. us ?g listening 10 new ideas I
i&l attitude s most conductive ﬂ

Snnh.sw.bcqs.._bmmfeu_:ﬂﬁ.
.—:muﬁm the speaker’s toﬁ-— -a_ _._..n il

 principle of effecitve listening o 10 have & pos
tive mtitnde. Some people listen 1o find mistak

COntras, are most generous. In fact, good listcning £

de q._ the other individual or the situation.

0n a ney ._.; ve bass can be counter-productve 10 & g

o _._._._mmitsul_.ii_ 10 the ongoing e

n:.@ﬁﬂﬁﬁsizué_ﬂ
say when the other wnno....._ﬂ.uiw?w .
extra mental time w0 determine the true n
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Judges contey,
delivery err

Does not jud
mo_.uv rehen wﬁ

body state

Fights or avoi
toleratesbad
to concentrate

ifficulc material; Uses heavier maier
recreational exercise for the mjj

s eacts 1o emotional words Interprets emoti
i does not ge

daydream with slow | Challenges,

your listening behaviour, it is importan
istener. The goal is to help you see
nd habits. Habits are importan
ly that you often fail to notice
ir awareness is to identify yi
__,zﬂ::..m activities and habits

Liscning habis and %tiittll warys fox 48
people. Some people prefer w hear from only credihe sources. oy
wiant o be entertained, some focus on the other persos's meeds, snd
others want a speaker -ﬂ“?}_'i'l;
preferences develop over a lifetime s & funcuon of socakeaton wnd
reinforcement patterms.

Based on our preferences. unknowingly, we make dgements and
decisons that may hinder our communication effectivencss. Smilarly, owr
own preferences influence how we present information 1o others. The
following paragraphs proivde general descriptions of the four sener
preferences: content-, action-, n.!ﬁtc and time-oriented.
Content-Oriented: fisteners have a tendency 0 anucaliy
evaluate nég_uﬁw._ﬁwrnﬁ iiﬂlil\iﬂlnflﬂu
microscope 1o determine weaknesses or inconsistencies in miormaton.
While they willingly give time 10 listening. they prefer o listen o experts
and highly credible sources. Content-oriented listeners have the abiliry 10
see both sides of issues, enjoy listening o challenging or complex
information, and elict high-quality ideas Because content-oriented
listeners carefully question information, in exwreme cases, they may
intimidate other people. Used in roles of anthority, such as parents,
teachers, or bosses, this hstening style may hinder spomt-ancous
discussions and creative exchanges of ideas.

Action-Oriented: Action-oriented listeners are very time-conscious when
listening and encourage others to be time<onscious as well. They often
prefer to listen in outline form and find it difficult w Esten to speakers
who are disorganized. Action-oriented listencrs are apprecated members
of most meetings because they encourage others to stay on Gsk. to keep
meeting time to a minimum, and to present information in a logical,
organized way. At tmes, however, because .rnw appear to be in a rush,
action-oriented listeners come across as im tand not very interested
in building relationships with others.

People-Oriented: People-oriented listeners are most concerned with how
their listening influences their relationships with others. They listen
understand both the content and emotional states of EE take
time to listen, and usually remain non-judgmental. ir_n.. confronted
with personal problems or crises, we seek out pe i listeners.
Since they are open to all types of people and topics. they can getoverly
involved with others. In fact, at imes people-oriented listeners can lose
their objectiveity when listening.
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involving both speaker

errelated process that

the er.

upportive behaviour.

-

ings, needs and 1

What do you mea
What are the essential

What is meant by effecti
What six habits can
What are the guidelines fo

What is meant by eff
Explain the term * Listes
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- During Reading

Alter Reading

(ii) Establish |
wo:._nnum:m..

reading.
(iv) Preread: Pr

nonﬁm:u ubn_ _.?o .

to the qnmnﬁm.non.
read. It's that simp

great deal abo
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Businesy Compmyni

(3) Respond

Preparing before you read is just as important as responding afier
have read. The best response is to both reflect and reviey, = oy
(i) Reflect: Some readers like to reflect as they read, slopping ch_.u.m.&_
to time to have a conyersation with themselves about the materig|, 9__

prefer to complete an article or material and then reflect on (he zoﬁm.h,..
stk |

whole. If you can connect to what you are reading to something i your

life, the matenal will not seem random. By relating the informagig, ¥
something important, you can improve your chances of Sﬂng_....m_._f :
what you have read. 8
(ii) Review: The time you spend reflecting is also time spent ..ns.nt_.am
Reviewing what you have read can take a variety of forms. Wha iy 3:&
is that you review imimediately and then periodically. 1t is the bess r.u:.n...
ensure remembering.

N 5. What are Reading Skills?

Reading skills enable readers to furn writing into meaning and achieye
the goals of independence, comprehension and fluency.
Reading skills are specific abilities which enable a reader-
— toread the written form as meaningful lan guage.
— o read anything written with independence, comprehension and
fluency, and
— Lo mentally interact with the message.
Here are some kinds of reading skills:

(1) Word Attack Skills let the reader figure out new words.

(2) Comprehension Skills help the reader predict the next word, phrase
~ or sentence quickly m:o:ms to speed recognition.
(3) Fluency Skills help the readers see larger segments, phrases, and
groups of words as wholes,
(4) Critical _anﬁ_.mw.u mr..:.u help the reader see the relationship of ideas:
and use these in reading with meaning and fluency,

(1) Word Attack Skills

Developing word attack skills 15 ne inni
e Ennmnunmrm.maa Mn““””w 10 help beginning readers and
Word attack skills also 9

graphic symbols inte o g decoding skills are the ability 1o convert

Erﬁ!n langua

R cading Skills

- WMMMM&M_EBEEE of ideas and the ability 10 infer. evaluate, and
The o_..n_.,.i of recognition for a fluen; reader may go back and forth from
recognizing letters (o recognizing words, phrases, or even Larger
segments. For new readers, whether recognition begins St
the word depends on the way they learned to read. As fluency s gained.
cach reader develops his or her own strategies and interplay of skills.
Proficiency in one skill aids proficiency in another.

(2) Comprehension Skills

Everybody in the civilised world reads but not everyone undersiands
what he reads. Communication and information would be much more
useful and meaningful if reading comprehension skills are enhanced. In
this day and age, when there is a glut of information simultaneously
going on around from a wide variety of sources anyone who masters this
skill would do well to advance and develop.

Reading comprehension skills lead to being informed correctly.
Information is available but the difference lies in the use of information
that will benefit the reader most. What could otherwise be useful
information is practically nothing if the reader does not grasp it fully.

Reading requires understanding, or comprehending, the meaning of
print. Readers must develop certain skills that will help them

comprehend what they read and use this as an aid to reading,
Comprehensibility in writing is related to comprehension in reading.

Comiprehension skills are the ability to use context and prior knowledge

to aid reading and to make sense of what one reads and hears.
Comprehension is based on:
— knowledge that reading makes sense,

— readers' prior knowledge,
information presented in the text, and !
— the use of context to assist recognition of words and meaning.

How to Improve Reading Comprehension?

Reading com
holding ideas, conce
suggestions:

prehension requires motivation, mental framework for
ntration and good study techniques. Here are some

Riddhi Vijay
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Businesy Cop

Develop a broad background. k.
W R your b ackground knowledge by reading neye o
s oasines and books. Become interested in world evenyy, e,
Know the structure of paragraphs. R
 construct paragraphs that have a _unmw:_.._.zn.

g _ Often, the first sentence will give an NVerviey “_
§ % ovide a framework for adding details, Alsg _o&. X
= .._....,.._ words, phrases or paragraphs that change the o, #._
Does the another use cause and effect TEASONINg, hymor «
Bﬂc—eﬂu...—maw induction or deduction, systems thinkings
ggiﬂﬂmg to anticipate the author and preditt f. .
ideas and questions. If you are right this qn_.i.oinm..u.w_mﬁ;
tanding. If not, you make quick adjustments. b
— Look for the method of organisation.
Is the material organised chronologically, serially, logiaf
[unctionally or spatially? Ogicall,
— Create motivation and interest.
Preview material, ask questions, discuss ideas with others. The
stronger yourinterest, the greater your comprehension.
— Pay attention to supporting cues.
Ewgwﬂw#«. n_.mmmﬁE:m and headings. Read the firstapd
g?«ﬂw h .u.u.mrnvﬂn_ or the first sentence in each section,
USt reading 3 book once is not enough. - :
Ry e gh. To develop a deeper
En_.nnb&nw. you need to highlight, summarise and recal

important ideas, |
mowaoan.m-_ﬂa& People, this mu alifeime project, The best way lo
angﬁoanﬁg 15 to use dictionary regularly. While reading
— Use a system,
o lematic reading technique Jiye SQ3R.
Ay feading style like the SQ3R method and
J .#&M_um_.a&:m.crcz Priorities and purpos

A, we diee, Y Question, Read, Recite and
— Monitor * HEABUSS further in chis chapter.)

as a text book on nudear physics or an article in 3 medacal journal
There are Eua&oqgﬁlgi
Repeated and monitored oral reading s the first approach. In ths, the
reader is motivated to read passages aloud several times in the presence
of his peers/friends or even family members and receives gusdance and
feedback from them. Following this pracuce they become betzer readers.
Repeated oral reading substantially improves word recogmition., speed.
accuracy and of course fluency. In the second approach. the reader reads
silently and independently on his own. The reader reads and reveads a
text a number of times untl a certain level of fluency is achieved.
Fluency should be the aim of every reading and writing leson It should
increase as learners progress from beginning to advanced readers and
writers. Fluency enables learners to read and write with more
understanding. They gain this skill through practice and observasion.
Fluency skills are the ability to see larger segment and phrases as wholes
as an aid to reading and writing more quickly.

(4) Critical Reading Skills
A reader who is constantly looking for new information and inspiration
encounters a text with an open mind, but at the same time questions the
purpose and content of the text by testing it against his or her previous
knowledge and experience. A critical reader also tries to discover the
hidden message in the text to find out how the information accords with
his or her opinions, values and objectives. A self-improving reader
discusses what he or she has read iﬁrﬂrﬁrgsgvgﬂ.
view and finds that their interpretation reveals new dimensions to the

~ Riddhi Vijay
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ing Groups of Words
———= TOUps of Words

.H.vn rﬂn | 1_3_ S ..mi_..u_.,_n,.. & critical ._....ﬁ&:m, skills is by, well,
‘rial reading means you read with 2 Purpose—you reag o
Eof:n smething. You read paying attention 10 the e
o ons that good literature Q&.Sm.. As you read be clear that ..E.s _
that happens in a book-especially fiction-had to be there, had ¢y hi _f“
..n_..“_ﬁu.zww it happened. in the place it happened. All stories, al) eSSy oy,
A L% s o choices 2 writer makes. Critical read ery i__.f.
asking few questions in their heads while reading viz. :
— Why did the author make this choice and not some oth
— Why did the character do that and not this?
— Why did this inadent happen in this particul
point in the story?:
— This word/phrase/sentence/paragraph/scene/ch
Place—why? What is being emphasised here.
— What are you not being told/shown? W
concealing this information from you?
Critical reading implies that you do not take any
word, seene, character and action depicted was
do something in the piece. A critical reader asks
made and what they contribute 1
As reader makes senseig
ideas to aid recognition
ability to evaluate ideas
Critical reading skills are the umEG to analyze, evaluyate

what one reads, They are the ability to see rely
them as an aid n readi .

e n.ﬂ

nw.ﬁ.aﬁm
ar location ang A thyy
APICr seems oy of
hy might the authey be

thing for m_,m_.:nn_l.nﬁ:
chosen by the author 1y

why those choices Wwere
o the'story. .

fwhat they read, they ‘
and fluency. Gritical reading

. as a goal includes the
socially or Ppolitically,

. and synthesize
mcsa_&tm of ideas and use

Y verify thi e St cﬁ.qgn_-aa,_.n-ﬁu_u-..nmm

face with 4 partner,

minimize the number of stops by m, i
see at each stop as shown in the figu i

The person who uses the first e
every word, one at a time. The Person who uses the second is stll looking
Person who uses the third eye
movement pattern “notices” only a few key words and does so by reading
both horizontally and vertically at the same time.

“Some may be thinking that the first reader is going to comprehend the
material much better than the third!” you may be thinking. If the third
reader actually uses all three eye movement patterns, using the slower
patterns very selectively, then he has a better chance of investing his
mental energies on the material of most relevance to him.

The smart reader is one who uses the third technique to scan the entire
book (overview) or chapter (preview), and then comes back and uses
some combination of the first two techniques to further explore the
sections of most relevance.

Getting to both the second and third levels requires a visual reading
strategy. You must silence subvocalization and learn to “trust your eyes™.
This involves shifting your mental reading process from “see->say->
understand” 1o just “see->understand®. . .
One way 10 stop subvocalizing (saying words in your head while reading)
is to increase the rate at which your eyes move across the page to the
point where it is impossible to subvocalize. This means mw.ﬁmnweo:w
reading strategy to a point whereby you notice gulps of words «:..onn_... eye
resting point. These gulps somelimes involve pulling words from
multiple lines.

Another way to look at the issue of subvocalisation is that you should

develop multiple reading strategies, some of which may include'

Riddhi Vijay
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(2) Skimming: Skimming is a strae : : ;
particular piece of writing, S”M:Hw Y 0 get an idea contained in 2
information; when you skim

: ARt ! * You overlook sperifics obtain
._:un. -_..n. “Bist" or basic poin of Die texe Mok = and -.nnr a-_.u?n
notng important information. Uise Rt o cyes over the text.
table of contents, the preface and the index M.n:a_u.nw_ﬂ_ «oﬂ nmﬂ-“

80 Business ng:i.a&..?

subvocalisation and some do not. You would not want a car thay runs oy
on one speed. You want to have multiple gears (reading styles) thay gy, h
applied based on unique demands of each situation.

] ~,_manra_nu&_mm Strategy

Efficient reading is about reading in a way that allows you to under ; :
n._..n writer's message without spending too much time in the ﬁ_.onnuuu.nﬂa “ WMMMHWWMM“MHM“NMW“ the m.:amaa Iast paragraphs and perhaps
also about reading with a clear purpose in mind so that you only reaq pm——— cM_M.rﬂ : .
material that is relevant. Efficient reading starts with choosing a Strateg this and yoo s Em: et Bet about 50% .on—va meaning from all
10 suit the kind of text you are to read because your purpose in reading deailed e a m. position o see a.wo: need 1o carry out
and the nature of text to be read will determine your strategy. = i...m:.mrm :M.i: um..“m:_::m. It is not essential 1o understand each
The main purpose of reading is not to be able 1o recall whole of the text B sniﬁ»tn”a.“ﬂﬁ“v—ﬂ& ey
A ) ¥ 10 get the general news of the day)

in your mind, but to be able to extract information that you need. Having ; :
an efficient reading strategy will enable you to: = BuMwm_:nm (quickly o discover which articles you would like to
read in more detail)

() Select important material and recall it when required. : :
0 doires et e — business and wavel brochures {quickly to get informed).
(3) Extensive Reading: In everyday life, 1o read extensively means to

(iii) . Make deductions from what you have read. z : : oy !
o) Arine o Renedl ot o read wid a_v.. and in .a:m::sﬁ It is generally associated with reading large
amounts with the aim of getting an overal) understanding of the subject.

Riddhi Vijay

(V) Relate knowledge 1o experience.
(vi) Think critically,
(vii) Increase level of concentration,
All the above can be improved by practice.
Smart _.n.sn_...a use different strategies depending on what and why they
are ...nwn_.nm. Ask yourself this question: Do [ read every word, when I am
.ghhun»&g.. suimary, or other outlining documents? The m.u.msﬁq is: No!
This means that it is not always ficcessary 1o read and understand ....un_u.
...:.,.m every word. Four methods for eflicient readin
mm_z.ss.w. extensive reading and intensive reading. :
(1) Scanning: Scanning involves sear
‘Particular piece of information,

g are scanning,

Readers are more concerned with the meaning of the text than the
meaning of individual words and sentences. The success of extensive
reading depends largely on motivating the student to read. To awaken or
encourage a desire (o read the texts made available should ideally be as
varied as the learners who read them and the purpose for which they

want to read. These can be books, magazines, newspapers, fiction, non -

fiction texts that inform, texts that entertain and general knowledge
material. Varied reading material not only encourages reading, it also
encourages a flexible approach to reading. Learners are led to read for
different reasons e.g., entertainment, information or to pass time.

(4) Intensive Reading: Intensive reading is the practice of reading short
1o medium length passages with the aim of focussing on specfic text

based elements such as comprehension, vocabulary, etc. 1t is basically a

study technique for organizing reading that will have to be understood

and remembered. o
Intensive reading follows a set of principles which are:

(i) Overview: There are two methods to obtain an overview—surveying

and skimming. Both are concerned with reading only the more

14

5 €5 mm!: th : : “h either. vou would start with the summary, if one
ex N the . . With either, y il RIS e
pressions in chapter headings or sub headings owmmMn F_”unr.:n mow_ _.n..nmn _E.v_o”.._-m:w M“q”_”a e ckimming with its greater attention to

i : € text itself existed, 1 A
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ary sentences. The principle to guide you is 1o spend gy

topic and summary

Jeast amount of time to secure these elements.
_Ev : g uvﬁ._.gn. It implies that you take a few seconds by efore o

give you the most useful ‘mental set’ for getting the informatiop you

T ur
.M.,E D-ﬂﬂmaﬂu} good time to record a:.,.um:.c:m is after overviey and
planning purpose. The question should be in the Same sequence as they
appear in the material. This does not prevent adding new questions, by
it does prevent forgetting about an important question that occurs 1o you
#ﬁﬁbm the overview.
(iv) hmn&..wn The most important principle and the heart of intensive
reading is to read carefully and thoughtfully. This reading is guided by
our purpose and questions. Also be sure and read the material yoy
covered while obtaining an overview.
(v) msﬂaulumnhm An important part of summarising is organising the
_..n_ummﬁmsumuucmﬁ...oﬂmbm points. This organising should begin in the reading
but should be finalised and expressed in the notes. Another technique
~commonly used is underlining. This should be resorted to clear, concise
‘definitions or statements.
(vi) .—,nmmnm“ The PEXC SLEp s testing yourself. It is vital that vou regall
er_mmw_wn_wmomw_? the m.m;sn........, This can be done by an essay or ‘fill in

- ank Lype ol test. This testing fives the information mare firmly in
your mind 50 that you retain it beiter.
H.w.w Mﬂaﬂﬂﬂuﬂ%ﬂﬂ_mﬂhﬂ ﬁ“ﬁ.n....uﬁ?ﬁl&%» reading is to be sure
wﬂﬁmf.vm your u._._a.a..w:.m:m. quwnm..wonﬁnﬁ n_n:.__.. You may do this by

G Es O by re-reading parts that are not

It is emphasised that intensive readine -
i 1tensive reading is reqy:
ith exa . S ired
With exact understanding of the text. Y .:Mq to be done carefully

.. n .‘ :
contracts, legal documents, application form. reading is necessary for

ele, 3

B 8. SQ3R Reading Method

.m@.uﬁ is a useful nnn—:._mn__.:.w. m.o.w.mz.:% HE«O-.E:.N - 2

helps you to create a good mental frameygry. .E:..:..@.: information. It
<an fit facts correctly. It helps you (o | : ﬁw m_EEaﬂ into which you
to _:.«_n the review techniques that i,.u..t 3 $ u...E. also pr ompts you
mind. By using this method, you nw.._mnﬁ fx S?-..E..m._mcz in your
reading time. - M benefiy o your

begin _.nua_:m 0 _..Ea_uﬁ.& what you wish to get from the reading, This:

b

" s
n!%ﬁ Ski

g 81 How

to use SQ3R Method?

SQAR stands for arrying out readin r.._nq:n‘u. L survey, question

read, recall and __.ﬁ.mn!._.rn-n:i“-ﬁ explai ”-!. .

(1) Survey: The first step in this iy 0 read En.n.-rawﬂlgtrnr
will help you to focus on the topic. Read the introduction andior

Read the headings and sub-headings to create 2 f % !qo.-l!l
before you _unmm: 5 read. Read charrs. graphs, maps, di . 28
these form a significant part of the text. Briefly go through i 4
and concluding paragraphs and the summary.
(2) Question: Turn the ule, headings and sub headings into questions
and write them down and keep them handy as to read as you will be
looking for the answers (o your questions. For example, i you are
reading a chapter to help you improve your study skills and the heading
is “use a regular study area,” the questions you might ask are “why should
[ have a regular study area”, and “where should my regular study area be
located”, etc.? When your mind is actively searching for answers w
questions, it becomes engaged in the learning process.
(3) Read: As you read the text, look for answers to your questions and jot
them down. Note down more questions if necessary, which may crop up
in your mind during reading. Well written textbooks ofien provide
examples to further explain the main ideas. As you read the section, uy
to separate the details from the main idea but you may use the detail 1o
help you understand the idea beuer.
(4) Recall: As you finish reading each section aq..-on?m_uﬁ..nﬂu__ in your
mind what you read and also look at the questions which you wrote
down. See if you can answer those questions which you rnn—.moﬂnm down
while reading without looking at the answers. In case you are not Jv_ﬂ o
recall the answers then re-read the section or the part of the section or
the part of the section that deals with that question. -
(5) Review: The review stage helps you to c..mnhwﬂ.a_.-.n Bm.ﬁ:w_. in your
memory. This stage provides muaprn.,_u.wm.&.uw:m.nﬂ for repetition _e_..-..n
material and hence will help to recull the s ation. .ﬁ...-u.m mou.aw,n.h_.
you have finished reading the entire chapter g the survey, qu s
read, recall stages; go back over all your questions.

Cover the answers to

ions you h: | and written down and see if you can
the questions you have developed ndinaitien Cowm ane. e .
still recall them. In case you still find it difficult ﬁ_o....a.ﬁ: EM Huwers. u.M—___
need to re-read that section to refresh your memory and contnue

such time you feel perfect and satisfied.
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SQSR s an excellent technique to use with text books thag pr
,:..m..._ m_ i%ﬂ’.& 1o learn the matenal in degai).
Ehits %ﬂ!ﬂ_ as biology. psychology and sociology
l-h...‘ ; Am.wtu&u!_ﬂu s fess uscful ,..,E, texthbooks thiyg ..on!.l

amount of work dhat the readery T Rae god b osem mmtewss S
A poor readet will become bogped domw, spending s of S sensing
small blocks of words. He or M el g ek liwn g e o et
structure of the (ext, and confusing s or ber ool weborssding of
the subject. This irreguler ey movement mukes sualing Srg Poe
readers SR_S?}.I&’!!!‘I
concentrate. and undertand wrnten mformases

g 9.1 How to Use Tool?
B e

norm in fast-moving professonal environments
technique to learn if you suffer from “informadon over -
helps you 0 become much more discriminating a 1

The most important trick about speed reading is
“information you want from a document before you start reading it yoy
only want an cutline of the issue that the document discusses, then you

o know whay

can skim the document quickly and extract only the essential facis If you
need to understand the real detail of the document, then you need 1o
read it slowly encugh (o gain the full understanding you need.
You will get the greatest time savings from speed reading by learning
skim excessively detailed documents, although the techniques you'll
learn will help you improve the speed of all the reading you do
Technical Issues
Even when you know how 10 ignore irrelevant detail, there are other
technical improvements you can make 10 your reading style which will
increase your reading speed,
Most people learn 1 read the way uﬂih children read - either
letter-by-leuer or !_eqn_'ww.!aﬁ_b:b&:w.?u probably not the wa
4o nu.umm i ‘_:.!. dok U—X-E. ggeg AIC Moving as you
read this, You will probably find n..!.ﬂn...wﬂa mu—-.a Your eyes on ane
g €Y€2 10 the next block of words, and so
on, You are reading blocks of iﬂn&hﬂh_hmﬂh. not individual wo
one-by-one. You may also notice that ) ;
block 1o the nexe: sometimes you ma
you are unsure about something,
A skilled reades will read many words in
dwell on each biock for an instant, and w,
the reader's eyes skip back 10 a previous Eonro_.t i

block of words, then moving your

.—ﬁ«_bﬂg uul.nu.v go Giom el

n@&_xrnnﬁ._a will anly

This needs 2 conscious effort. Try 1 expand (e sumier of wonds
that you read at a Gme: With pracscr. you find yo mead e
You may zlso find that you can iscresse the T .
cach block by holding the text ke furdser from your eves. The
more words you can read in each bliock. the fumer you will sead’
® Reducing fixation time, that is, the leagth of Gme spent reading
T cach bisck »
The mimmum length of ome needed © read cach |
probably only a quarter of a secnnd. By pusing yourself 1 redwce
%E«Sﬂl.wﬂ.-ﬁ-ﬂil}‘i
quickly. Again, this is 3 masier of practice and confidence.
@ Reducing skip-back i previous seatence(s) =
To reduce the numbes tl.illi:i.-ﬂt
wﬁgfca%ﬁ.ﬂﬂuiifrlﬂtlﬁ
could be a finger, or a pen or peacl Your eyes will e
your vﬂaﬁﬂiﬂrﬁ-ir of your reading -n..r»‘l&
at which you move the pointes.
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block and reduce the length of time spent reading each block, Remegy

to use a pointer to smooth the way your eyes move and reduce skiphagy

| 10.3C's of Reading Skill

The ideal reader is the engaged reader. The engaged reader gels top
marks for nwm...on the “3C's" as given below:

Commitment: An active desire to read well and benefit from reading
Attitude matters. .
Concentration: Active atiention to reading, using specific strategies fo,
concentration.

Cognition: Active use of language and reasoning skills to folloy the
writer's ideas.

(1) Commitment: Reading is a skill, just like driving a car or Em&__m.»
sport, You can improve any skill with the same three ingredients: a degire
to improve, some good instruction or advice, and practice, practice.
practice! If you seize the opportunity because your commitment 1
improve is strong, you will succeed. ;
Commitment is not something you either have or don't have. There are
degrees of commitment. Commitment must show itself each day in E.n
way that tme and energy and thought are used 1o produce success. Your
commitment to improve reading skills will be measured in how much
more time you spend reading. Commiunent needs to show itself in
action.

(2) Concentration: Concentration is also an essential trait of the engaged
_.asaaq.. I you do not concentrate well when you read, then achieving
greater concentration will be a necessary step (o imp roving your reading
skills. The desire to be more focused s part of the equation, but desire
alone s.ow_... do the job. Concentration, like commitment requires action.
_A.”ww._ ﬂ“ﬂﬂﬂﬂuﬂ“ﬂ“ﬂ”ﬂnﬂumgw H,w you are committed to improving
use your cognitive ...#.E._mn.q. full st s ten you vill bg m_u__,”. 2
rels o b iy to A..o:_m rehend what you read. Cognition

You know or perceive and th . :
learning. So your cognitive abilities refe, ol wnoﬁwm.m oF r:os_um‘oa
understanding and 1o follow the i 0 il o el
passage.
Much of the time you read and reason :
e
ind, you indicate how et e
.E:an.x When given M”M“Hn_““xu_uﬁw ..._.n.ua do n,:u without even
think about how to complete it G mSm or complex job, you need to
me for metacognition,

development of ideas in a written

Zﬁuﬁ.ﬂ::ﬁ:ii&uﬁ.oﬁ?otg!ii. Siata. 3 Caneh
word means, ‘beyond or behind' or “show’ The suggestion s of 3
higher or more general fevel of copnic = :
cognition. In other words, Eﬂ _.._. _blr-h‘i i&
cognition, (o knowing what jou n_ ; i& _.ot- *uuran!rn‘,
understanding the procesy of & - know =—w0
QUESTIONS
-
g Very short Questions with their Answers
—
{. Whatis reading?
Ans. Reading is the process of obtaining or constructing meaning from a word or a duster of
words.
9. Whatare the three steps in reading process?
Ans. (i) Prepare, (i1) Read, (iiii) Response.
3, Whatare reading skills? |
Ans. Reading skills enable readers to turn wriling into meaning and achieve the goals of
independence, comprehension and fuency.
4.  What is word attack skill? .;. i >
Ans, Word attack skill is the ability to convert graphic symbols inw language.
5. What are comprehension skills? 7 . . — ;
Ans. Comprehension skills are the ability to use context and prior knowledge to aid reading
and make sense of what one reads and hears.
6. What is fluency skill? :
Ans.  Fluency is the ability to read text accurately and quickly.

B Short Answer Type Questions

What is reading? Which elements you nieed to think about before reading in the

contextr 2 .
What are the various steps of reading process

Explain briefly reading skills.
Write short notes on:
(i) Word attack skills
(ii) Comprehension skills
(1i1) Fluency skills
(iv) Critical reading skills
(v) Extensive reading
(vi) Intensive reading

Riddhi Vijay
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Speech introducti b..e
to determine when

trying to persuad
All of these will di
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Appropriate will also refer to what is socially and culturally mnnnv_umr
within the audience, If you are going to talk t© a group of parenyy gy,
nwma_n&._.uh.m_.e:u. more mature in age or high school studens, the Subjece
content of the introduction needs to be socially acceptable (o the 3p4 5.
group. ;
Appropriate in subject maiter is also important. If the theme js op dea
and dieing, a lively and up beat introduction would not necessarily b,
___uun_u”mﬂm._mb.. fitting to the purpose or point of the speech.
(iv) Arouse and Capture the Attention of the Audience
The speech introduction needs to arouse and capture the interest of the
audience in the subject.
This goal can be attined by showing the audience what's in it for them,
Why is the subject of value to your audience? Why should they listen;
Sometimes the benefit is obvious by subject or title, It is still necessary
arouse interest. We have our minds occupied by many things, so iry
answering why the audience should give their valuable mind time g you
(the speaker) in the speech.
The solution was well stated by Dale Carnegie, author of How fo Win
Friends and Influence People, said, “The only way to influence someone isto
find out what they want, and show them how 1o get i.”
(3) Time
Limiting public speaking time is one of the more obscure speaker skills, It
will separate the seasoned professionals from the rookic.
Most programs will have time schedules to follow. No speaker is so
important that they should take liberty of the audiences time. So timing is
an essential public speaking skill.
(i) Timing and the Introduction: The length of the introduction needs o
be appropriate to the length of the talk, The timing of the introduction is
determined by the length.
For 45 to 6 minute talk, the introduction needs only be about a minute. A
5 e B.F could be 2 minutes; A 45 to 60 minute talk could streich
oul to 5-6 minutes.
(ii) Timing and the Conclusion:

BE ang

i ng Cor The length of the conclusion is usually
slightly less than that of the introduction; So a 5-6 minute introduction
will have a four to five minute conclusion,

M.”umwa._”““” H—“mbn“ Il our walk is 45 minutes, the introduction and
On 1ake up a combined . : s 36

minutes for the bo i total of 10 minutes. This leaves

: % . 4

(iv) How to Manage Timing: When practicing, most speakers find that

€Y Aave too much material to convey. The easiest solution they resort 1

is to talk faster, but this i »
effectivences of their .enQFn:&u ....rfx-.l they cousmiy thas comprises
assimilate the Enaq:.w:o:gﬂrﬁ.ga gr‘..‘tﬂ!
The very first step .us.!.aim_._bﬂ.g o El.n.

the point. Make the tak edit ughdy g ot 8 €xtra and nok o
most wanted response_ 3 s 08 your theme and your
Check your timing. You m be -

edit some more. i "ight 0n or a bit over 12 bt more than

Like the concept of white space in art and o
silent space in your tlk. Time i i

you are saying. Time 1o absorb what you share. S &
Your pauses need only be a few seconds each. Speak with 2 slower pace,

and you may still have too much material. Edit some more.

Now practice, practice, practice. Practice it to Tt it in your head. More
importantly, practice is for getting it in your heart. Practice speaking
from your heart to reach the heart of the audience. And for the sake of
this skill, practice for limiting public speaking time o the amount alloted
for your talk,

(4) Accurate Pronunciation
Proper pronunciation requires use of the right sounds when vocalizing a
word and stressing the right syllable, It rquires knowing the proper way
of saying a word in the region where it is used and accepted by the
majority of native speakers.
Proper articulation involves the correct use of sounds for each letter or
grouping of letters. The challenge arises when common rules are ignored
due to local custom, slang or uneducated pronuncation:
Certain expressions including their mispronunciation become accepted
in local language. Since these expressions have a relationship to the way
we pronounce words, the question becomes what consideration should be
given (o using colloquialisms. .
Speaking skill requires knowing %ﬁﬁg ._Bﬂ._ ﬁﬁﬂg vﬂl
ways of pronouncing words. It requires r:éi_s.m Enup M m#ﬁ &E.ﬂr
them, the ability to communicate with them may have

yOu may never say

a profound significance.
(5) Clear Speech . = : : 5

Clear speech is the resultof m?.»ﬁﬁﬁﬂ&&ﬁ vocal cords. 1t ﬁnﬂﬂﬁ&
[’s also important in our every day Buﬁanﬂoﬂ.
it is the proper use of vocal cords, mouth,
Indistinct speech can result from slurring

when giving a lecture.

Related to pronunciation, it s
tongue, lungs and mind. Indi

i —
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A w—mrﬂ. .?anrum voice. .ﬁ_.mﬁ_._wu-
ﬂ_.-ﬂ tension when felt 7@. the au
2 age. A tensed voice will sound

f %Bun_.uqnuunn_ﬁznn moﬂa_.dau
s -h__. a %ﬂ-ﬂﬁ& {ﬁ-—.ﬂﬂ as vN.H.H Gm.

with the throat muscles tensed and
r in the neck. It happens when there js

i aﬁn they are going to be used
‘muscle memory. The mind/muscle

like a singer warming up, practice
, you will use words and letiers.
rogress to brief phrases or sayings.

Fluency is the &._u_mq of spea
your Bo_.._.__ ina mn.:_o :

learning control.
Speaking skills would require. rg.sgﬁaﬂ&i&nﬂl and
the way we present our message.
Lack of control can be described I
with brief interruptions
be lost for words when
to say or how 1o say it It
of this quality develops int
impossibility.

(i) Lack of Flow

The cause of a lack of flow can be divided i
(i) Mental v_dv»n.:us. eu.@ mvnon_-. reparati

if you were ur_n 5-».#52_5:“ .wuﬂ.n;,_uﬁnm.__... _

and then state it in one sente -

At other umes you !Egn_mnnﬁm

They unfortunately are eutin

Ev-.oﬂ-.ﬂﬂ them n!u_un r
programming. ﬂ.rn.n_.u_—nuun._

point while na_wnauﬂaw
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and think of how you
g what you were saying, |
ungn.ﬁ_ causes that could

vn&nﬁu often stem from the
n&:nﬁﬂ or .amuqo—vnw use of Hu
“or misuse of the 8 parts of
. An—v lack of clear E.SW-BN (e)

\ngu nwhr Hu.-ﬂ.v.ﬂ ﬂr&hﬂnmﬂm are ums

speech, the ability to be fluent.
o (a) not developing the material

mﬂ.@.ﬂmﬁ»ﬁ terminology, (c) weak eOnmmE_H.w

e m:..-.& of sense stress, (d) word w
ution again lies in better preparation (practice

are like flies in the soup of your fluid sm
d by many names. How can you eli
your vocabulary?

xtra little phrases like little whiskers that
¢ ﬂnvonn_._ Words like ‘uh’, ‘an uh,’ ‘now
mnn..nﬁ:h_u..ﬁ the common word whiskers.
onsciously added to each sentence or p
om the substance of the speech and the effectivene

Eu basic wool cause of why we do it. €
ing. Actually it is a mental progrd
the time. It is like our brain sa
 be wrong. Therefore, 1 must walk,

ogrammed to do, be fluent, ends uf
flow of thou ght within our speech .

The slowing down and/or using p.
the uh's, and uh, and o_.._.n.‘. ST e
when you find «o:-.-&.:sﬂrﬁl_ 3 : 4 .y
It is physical in that we use muscles of ilanlﬂ theoat and
mavr_.mma They wo E.n.»....".._.,n._.~ : for Ei w flow
E.omﬂ::ﬁ:n Practice Bﬂﬂu‘gi rnl-. gﬂi
yourself coming to the end of the phrase or sentence and when you stop.
the transition will be a pause where a deep breath is taken.
That pause and deep breath can replace lﬁ.ll-—u.il!ln when
practicing. Simply stop, rewind the script in your mind, and play it back.
The only thing, that code in your brain needs 1o be read as pause, deep
breath. The pause and deep breath do something for the brain. It makes
it feel good. e :
(8) Pausing
Pausing in a presentation is like a pit stop for the mind. It is a stop. for both
your mind and the mind of your listeners. It allows you to puncusaie
what you are saying, transition into new iﬂ.ill‘
drama. It is a way to deal with circumstances and most of all for the
audience to have time to mentally respond.

Imagine going on a coast Lo coast trip, H.».uﬂ:n qar, never i -

stretch your legs, eat or other necessities. You would not be a very happy
wraveller. Those breaks, keep you alert and fresh. They —iiv-nim
clots from prolonged sitting without moyement.
When we deliver our speech, we ake our audience on a mental trip.

(i) A Break for the Mind
A break for the mind could .-Hﬂinﬁuiqﬂﬂ—wnnnamnuiaﬁ into a

E:.E:._..L our goal is to mo
words. We want to B—.:Eﬂ__.. ey
Remember to €at is not to digest B..... ;
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The wap—a general human Psonkr &
mEm:n.n we E”F EH»E&!H!&”” “ ”ﬂ - D, b
allow time for it to sink in. ?Ewi u!..ﬂ@ !“lt{l
with ou adequate pausing is usually g o 100 ok mil ©
(vii) For Emphasis and Drama P
This is a really a long pause. It will be himited 10 truly sgnificant
2&553-“. Thisis gn“ﬂ”——-mbm ._.—“ﬂo”nﬁan i”“i‘
give. It allows ?ﬂ?&_amoﬂrmﬁﬂn&w:ﬂ.?q;"l I
also allows the audience to take in what has been said,
(viii) Pausing for Audience to Mentally Respond

The biggest aspect of motivational and persuasive speaking is power
statements and power questions. To enhance the informational speech.
questions are included to open the storage bins of the fisteners mind for

the information you wish to place inside. Questions need answess. I you
want to give answers, they need to be ready to receive them. You need to
allow time for them to process the question. If you give an answer, they
need time to process and decide what they will do with it. If we remember
159% of what we hear, of the 400 words we can process a minute, only 60
will be remembered. Allow some time for that to sink in their memory.
(ix) Pausing for Circumstances .
You may face interruptions that will require a pause. To keep aiking
would often be useless as the audience will be .Bum-ﬂnﬂn é
Interruptions may be ug in .rfﬁ—ﬁﬁr o ﬂ!ﬁgn&n
flying u<nqrnn&>_§=w_—§§§ g &0% w—.uﬂs ﬂ.rﬂa
raise your voice 1o compensate, then i is time (0 panse: Anorbes il
interruption can be cross %1%%35% -

(9) Volume e

pause should set them off. Many e
- gesturing air quotes. Rather th

iould be few so, these should be

will appear as if you don’t kno

0uld suffice. You want to gett
dience and feel what they feel s
e sure you do not do it too often.

Without proper. yolume your audience w!
much will be Eﬂ?ngﬂﬁawﬂ B
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mcamm is .avo:..:.; o Eu
keep speech from being
 the right words or phrases
wish to deliver.

«_._n example given below Notige
each time you say jt.

You should know how to provide v:
r voice, You should be fluent

Generally %ﬁmﬁn
volume and powel

Anger, fear, urger
and m:n.dmm_m_,?...ea _
the volume and effec ely
and fast rules, the j important thing is e
For curiosity/interest uaa:..._._ﬂ
anticipation.
Disgust might call for increased power a
statement or decreased power and high
Sadness may call for a lower ton
Surprise could call no_..s.__zw. n_..u..oa»_..aﬂw_..ﬂ.
enthusiasm felt. o
(12) Enthusiasm

Enthusiasm is an exceptional excit
through u:..._ in —rn 5»«.!.2.& ;

Your audience gets u‘.ionmnqwﬁ. nn_.vn:oenn 3
meet or exceed objective oa_‘oﬁ.vmn_wwnﬂag T
makes this all possible. -
So how do you achieve something
First consider your audience. A
— Why does the audience n
— What'sin it for them?
— How will it help them?
If it is relevant, real, and can _ﬁnnmn.ﬁn_...uu&n:nn then :
emotional connection with the subject will m.enio:.uhumw& o share ar
tell them with passion and excitement.
Enthusiasm is reflected in :
— facial expressions
— voice
— gestures
the words Mo: use,

Riddhi Vijay

24



“Something that is a part of or
ymething inherent, something nop

¢ meant 10 give approval to use slap
ion is still required.
balance. Balance of spontaneity,
familiar. Balance being alive and
yroper decorum.

rds in the presentation is important to
e TP giving so much mznzmu:.”o...rw%.

rmalistic. It results in some ne
rompter. The resulting loss of soun

f some of the audience. The solution
concept and thoughts and not the exact
1 outline instead of a Hw::ﬂ.,m.—u...
nay create. If the areas of your :
ds are few, being natural will be easier o
of artificiality, affectation. So if you do s
conversation, don't do it during your sp
¢ in every day speech, then learn
public speaking. It may imp

e. If you want to attain perfection, it i
cult. The rewards will be immense: 4

rn up the enthusiasm and incr
may need to raise the volume. Pe
ht even have to drop a verbal

this rarely and effeciye
from a long day of lect
ol Mgy e e e
e cention Gyl i e G
view ﬂomsr..m...u..» muu-_ /o “%B AR g m—.ﬂ!nﬁolnﬂ-..:lh&n Jn_

: Sadc? Lo RLLlY 81 : at your audience and give
yourself w....E.....Ew. you will receive far more than you could ever imagine
or dream of. ¢

(14) Gestures
Some gestures have one mearing in one country and entirely different
meaning in o_&n..n 3::53 moﬁncaﬂgwn_qnﬁnﬂu- meanings for
each country. Users beware, not only could you alienate and lose your
audience, you could lose your life in some countries. It might be good 0
consider the power of this unique body language. They @an move
audience and improve your ability to speak. They can enhance your
ability to attain rapport with your audience. They can make the words
you use have even Bogvaiﬁ.gﬁvn &ns—masne E@-:.Eu_wur
(1) Most Used Hand-Gestures: Some of the most common hand signals
can have catastrophic consequences in other countries. A basic rule af
skilled speaker is there is never a need to use obscene or foul speech.- The:
same goes for speaking with our hands, . .
(2) Other Nonverbal-Gesture: Not all is said with our hands. We can also
speak with our arins, face, feet and eyes. As a mater of fact, without even
knowing it, you could inadvertently dishonour someone with a very
common body posturing. .
(15) Public m.uo.nz:mr:n::o.ﬁ:ﬁ
Public speaking mannerisms arc defined as Lt Slen G
way of speaking or an idiosynerasy. It could be a behaviour o ¥=y OF
thought that others would think peculiar. You may have read studies that
say it is impossible to do more than one thing at the same Hme. Sur
brains process and perform only thing at a time. You may feel you
cannot do two things at the same tme,
Here is the problem with this _.,“.vmaﬁn_._m...u..._mw;o.ﬂy e
once. I %Q__u count —w—ﬂmﬁ—-&ﬂ_\ i
actually do five things at Once:
15:.—15“ .»—in.w. sﬂ&ﬁ—ﬂ Hﬁ E =
Soif you want to think you cAnno
further. Be positive and think
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ent and comfortable. Looki
ne stress if you are feeling uptight
‘of the matter is that when you
r. our audience will appreicatei

nd thought, but you should look appr
our best judgement of proper att
n us has to do with the force that actua
zed with the feeling you get
um,on. the way you perform..

speech word for word, an ¢

most common excu

Outline Principles

to ensure that you oﬂw aco
is a blue _ia_...wa.._
i.e.,, what points are
also_the key structy
stories, perso
a sequence for smooth flow n—. -u-n
speech from an u:n:.ﬂ... allo
prevents the nvnnrnq : ... ;

(19) Rapport

(i) Theme: A theme or subject is the . Wwant (o convey

your speech. A theme may be given or _qeﬂ.”nuﬁ_.- ”onlﬁtd!ﬂ-—ﬂ Enll.-“
your own. ?:Engsﬂ. the theme requires thinking of the audience.
After all, it is _,2. their f:nm-ﬁx_ ...g.EIGnEilﬁ

(ii) Research: With nvﬂo..ar..mnngﬂ .uun_ .:nnms.:— E.m research u_!q
topic. Gather relevant information. Remember, you are not looki
colourful points to share, you are looking to be:
fulfilling your purpose. % :._Er_..um.nrn

theme. mo::.._ .an ..va.. supp¢ : ]
interesting. A few may be main ..__x.E_F .mn_na separate main and
Evvo_._._qn points, E-ann_ at .&:._B_._.:. wos.n_ﬂ E.-innn E BBD.B—

could be in =n.=qw~.uan—:n==uu.aan.... :
(iii) The Introduction: Next, create an introductio Etﬁ%&n
attention of your Ei_nnon. caﬁnu&wm oa.wo:_. H.E.mﬁn. you would use

audience what wan want a..na_ S.mn E-r ) _smoq_swuuﬂ!onén&nﬂ
to test and sce for themselves E.tr»._«s.uﬁ% indeed works.

Rapport is a process of building :
harmony and ==aﬂm§u§6 Rappe
be on the same wa:
persons. Building a rappc
o.._..an,. Enﬂw Lsﬁuﬁ. but it nnma

?R.ﬁz in mmﬁmnw

understand them
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. Don’t use words s_uo.,__n or
evel. Talk NUA use -uun io_iu as &. YOu we

usc 1o _ur:_n_ nmvvaz sﬁv an mca: k-
E don’t over do it so much th,

e commonality of snz_uc_na This is |
Lt r:nt your audience.

train, you =nnn_ to run the same speed ...,d.
then jump on it. In the event your speed
n,itis likely that you'd fall ofT. Rapport building
ind is extremely valuable in both your personal

wrough Connectives
QE_.._WQ of a text which hangs together in
oherent text, it becomes clear how each part is

cally connected and to cause or (o 10
S -.o_.n. is defined as the orderly ©

 two n_u_.mnu or sentences. They rn

conjunctions: but, and, or
conjunctions: if; because, until, etc-
nevertheless, then, meanwhile, etc-

For the mind E. n..n
connectives is n__n
one thread to th ne
bump for the m >m1
thought o the :ﬁ.r ..
This thought transition prevents ray
to the next. If a u_-n_ﬂ_
conclusion will be u_u__hoa
to end.

The thread i.__ have the main poi
end. Even individual senten
expressions or Socm_.._n. The o
thought process. Coherence can be atained 3. :
expressions or words and by !,Emﬁ o—.:wg i .

When More than Words are Required

society, now these can be heard froi ..p—_.ﬁnmn&. .

Sometimes more is required than transitional :oam.....mouxcﬁa a rﬂman
is required to 3::2_. Snﬂn::& ozwg. ._._E”_nﬁ. w..s_wn uwmen that
gets from one thought 1o the next. The transitional | bridge can be
accomplished in two ways.

The first may require expressing the transition in a sentence or an entire.
thought.

The second way of 5==-5==_u can result from making the application.
of the preceding thought a Eﬁ,&. the introduction of the next thought.
Don't just limit it to consecutive thoughts, Remember, coherence: aﬁ.:mr
connectives implies a connection from beginning (o end,

Then make the end tie into. Sa.fmﬁﬁn_.n.umu.ﬁ coherence from
beginning to end and tying them together.

(21) Profanity

The use of abusive, vulgar or i.qqnu.osn words in our communicatio act
or even in our body language is termed. nu._u%_.w.. Hm is :u&ﬂb
our standards of code amooam:n_.ua.ﬂgnm..ﬁ P-E.un nu..nun ..i

second ..roamrr Use of __ﬁnn....taa.u... oes e
model. In the past these were used by the _u

and children, Originally prof
or using God's name in vain _
and racist expressions. It can be ref
dirty words, four ”_En_..%o:._r
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in the world around us, i-—w
e u_unnnr E:_ nmvnn.muﬂ in

BW_&E,E*BEHQ to _un
the same conclusion. _u-ﬁ_.-

dull, slow m
n:::ﬂucam

is just gettin
power.

Repeat the process

pace, fast, slow and th

Next add _nm.—m —vn.i.n

Learn to use power ¥

your ..oau_ B:mn‘_
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Buziness cp

through the progression of range of véles g .
_ it g,

is only by working ;
1t 15 onty DY Jarynx, and diaphragin can ...ma::n.:r.r ;
8h g,

musles in the mouth,

difference and start to learn muscle memory.
Yes, your muscles have a memory. Once they are rained, yoy, il
be almost subconscous. This does not 5.25 you do not have (g : Jﬂ”_
“This does not exclude you from warming up and geiting (he EE."_..
fecling normal as they go through the paces. 5
Learning the speech is not enough. Warm up is essential bet]
speech you give. ey

This is what will separate the good from the great.

B Conclusion

In short. speaking is an important method for communicagy
knowledge and expressing ideas. It is a primary medium for v_.mmn_._mam
and selling product and ideas. Being able to verbally communicae
effectively to other individuals or to groups is essental in schaols
colleges, business as well as your personal life, :

. QUESTIONS

B Very Short Questions with their Answers

I
Ans.

2

What are the four basic criteria of a speech introduction?

(i) Appropriate in Length.

(i) Appropriate to the Audience’s Understanding and Knowledge.

(1i1) Appropriate to the Theme.

(iv) Arouse and Capture the Attention of the Audience.

Define fluency.

Fluency is the quality of speaking so that words and thoughts flow from your mouth itsa
gentle stream,

What are word whiskers?

Word whiskers are the extra little phrases like ‘ub’, ‘an’, ‘ub’, ‘now", etc, that need 0 be
shaved off from our speech.

What is pausing in a presentation?

It is .m.kn a .t: stop for the mind. It allows you to punctuate what you are saying
transition into new thoughts, emphasize and add drama.

uﬁ
Ans.
6.
Ans

o b WA =

s m__-ﬁ .m’.‘:_-

I

Riddhi Vijay

What is sense stress in speaking?
Sense stress is the adding of increased or decr g

What is profanity? treased onal inflection when .vﬂr!nu
The use of abusive, vulgar or irreverent words i .

: n el 4
body language is termed as profanity. DUF Lommunication, act or even in our

ghort Answer Type Questions
S ———

Why it is necessary (o know your audience be e .
How time is a major factor in public spe urm””.\&n you are delivering a speech?
What are ‘word whiskers' in speaking?
“Naturalness” is an art in public speaking. Explain.
Write short notes on

(a) Pronunciation in public speaking

{ii) Sense stress

(iii) Enthusiasm

(iv) Public speaking mannerisms

(v) Dress, while public speaking

@ Long Answer Type Questions

S e WS

Speech introduction is one of the major step of speaking skill. Discuss.
How fluency effect your speaking skill?

Explain why pausing is so important lo your delivery.

What do you mean by voice modulation?

What is the significant role of ‘gestures’ in public speaking.

Explain the phrase “coherence through connectives™.

Public speaking dynamic range involves mastering five skills. What are these skillsz

29

Explain
Write an essay on speaking skills.




motivating people to act, to simply
change the emotions of thejr

ay, who you want
this, ask yoursell: Who

their interests, presu
on with others? How are

‘Uncomfortable Phase
Believe it or not b
fear not spiders.
Your body will do

voice. Your
stomach.
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[ Eca_cnu -._..n B..:nﬂn.
b an ozﬁ.no aaﬂz us,

e g n n_.-n__a:nn is terrifying. I;
m._.. audience is rated the most fp:

Superficial % _

audience's attention.
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2]

mEm_zn.w.u

It s very important to make sure tha the delivery is app ropriz I
cation. Thda this, you must first consider the oceasion of e .._#
You should also consider the setung .aoq. the speech. Your go:«a@ﬁ#n
Emznﬁaon by whether the setting is .5 a small conference 39__#
u:m_—a::a. or a large outdoor mﬁvr_nas::.,. Your volume muy e
. | the acoustics of the setting, S vay

according to the size or
Unm_m&...w el c.u..v.._u.m..nnmmﬁ to the %uﬁrﬁ,.m personal style o Manne
The key here is to know your own personality and behave napyrap
remember that being a speaker does not mean being an actor, Ajg g, -
&n?..na_. style that is consistent with your own personality, i
EU&Z& Read from Notes: Reading from notes for any EXtendeg
length of time takes the interest of audiences away, aEEcm: itis a._m__.,..”
Hnnnm_ﬁv_n Lo glance at your notes infrequently. Speak loudly and n.n_&
i m n._o..z_.&man... Do not mumble. If you made an error, correq it 5_
continue, No need to make excuses or apologize profusely. .
(6) EHEB Eye Contact: Having a sincere eye contact with your
audience can make a world of a difference to your speech. Use e
3-second method, e.g., look straight into the eyes of a person in he
audience for 3 seconds at a time. Have direct eye contact with a number
‘of people in the audience, and every now and then glance at the whole
‘audience while speaking. Use your eye contact to make everyone in your
audience feel involved.
(7) Speak, Listen, Respond, Adjust and Adapt: Speak to your audience,
listen to their questions, respond to their reactions, adjust and adapt If
what you have prepared is obviously not getting across to your audience
change your strategy mid-stream if you are well prepared to dos
Remember that communication is the key to a successfu! presentation If
you are short of time, know what can be safely left out. If you have exta
time, know what could be effectively added. Always be prepared for
‘unexpected.
(8) Pause: Allow yourself and your audience a litle time to reflect and
think, Don't race through your presentation and leave your audience, 8
well as yourself, feeling out of breath. .
(9) Humour: Add appropriate humour wherever possible. Keep the.
audience interested throughout your entire presentation. mnagn__m_m.\.
that an interesting speech makes time fly, but a boring speech is alwap
Ec long to endure even if the presentation time is the same. -
(10) Audio-visual aids: When using audio-visual aids to enhance your
presentation, be sure all necessary equipment is set up and ,amo&
working order prior to the presentation. If possible, have an emergeis.

o.\%&:m Voice Modulation and Body Language

B 5. Ways of Delivering the Message

5

backup system read) i
numc..w .ou“‘.w..mzm a“.&hﬂmn““”u_v”moowa%n— e rﬁbﬂﬂ phead %mi o
lighting, locaton of oo e e D
s Jection screen, sound system, eic. are suitable for
your presentation,
(11) Ewwao.msn Have handouts ready and give them out at the
APPLORIS A Tell audience ahead of time that you will be giving out
an outline of your presentation so that they will not waste time taking
unnecessary notes during your presentation.
(12) Establish Rapport: If a speaker fails 1o develop and maintain a
positive relatonship with the audience throughout the presentation, the
purpose of the speech will be lost. Rapport is entrely the result of
delivery. It is important because a good speaker-audience relationship
can overshadow weak spots in the message itsell. Entertainers devote
much energy and talent to projecting a feeling of identification with their
audience,
(13) Stopping and Concluding: Know when to stop talking. Use 3 timer
or the micrawave oven dock to time your presentation when prepasing it
at home. Just as you don't use unnecessary words in your wrilien paper,
you don't bore your audience with repetitious or unnecessary words in
your oral presentation. To end your presentation, summarize your main
points in the same way as you normally do in the conclusion of a written
paper. Remember, however, that there is sﬁ_ﬂnnnsﬂvn«iﬂbuvoron
words appropriate for the ear and formally written t..u.ﬁw n.»ﬁ.&nn o
reading. Conclude your presentation with an _E.nﬂucsmﬂnﬁ-r o au
appropriate punchline. Leave your listeners with 3 PRIgvC INYPrESSION
and a sense of completion. Do not belabor your closing remarks. Thank

your audience and sit down.

i

goes beyond maintaining audience interest.
—. Bl ~ - &
i : dibility, message comprehension an
Delivery affects speaker’s creciuity - )
persuasiveness. A speaker’s credibility can be nﬂ_ﬁwrurna or mﬁﬂa«_wn
: n of a %nﬁ?..?n.»cai:ﬁx perception of a

during the presentato : audi .
mwa.m_rm., as trustworthy and sincere, is greatly influenced by delivery.

These audience perceptions i g
speaker's Appearance: facial expressions, posture and ge

Delivery also enhances message Su“...ﬂ“ar”
0 by eliminating many of e !
rimarily by eliminaung mamy, = =

w;ﬁnaq from the messiage. A speaker has four op!

message:

The importance of delivery,

are changed by non-verbal cues such as the

nsion and retention. It docs so
Jements that can distract the
tions, how 1o deliver the

Riddhi Vijay

32



Busineys ¢

) Ex . us: Itallows a speaker 1o use notes of - azE._..._ :
rethod .w_-xl— referred by audience and speaker. 1y allows” ne,

: iﬁu:&naﬂ. permits you to establish rappart, and 2 _.L_u!”.w
3 i . %wﬁca and others who do nop wait 1
Bwﬂrnﬂi a manuscripl. Today n speaker on television ohe ”Br A
_g h &nﬂnﬁﬂvﬁﬂ a device allowing them to read their o ..._”al_ -

from & script passing in Front of the camera lens. High profile . Ted)

o Hﬂﬁ!:h Vaalce Madulation and Body rn:_uknnn

favour this method. Peogle H.%“.".JH“. Mshuw_ﬁmcﬂgf technique s smply t0 tak in
B : .. + Few hﬁ.ﬂu’ﬂ;.n&ﬂ% memonze ﬂoav_ﬂ—.ﬂ uﬁ 3, ﬂﬂ.n.__mu—&“o-.__ﬁn .}h—gc .—.nﬂ.—g-. wnes do much o ‘-ﬁ an .—a of
nmnwoﬂun%__mo: is forgetting your predise words; Nﬁo—u._.aﬂ for 1 Ly voice, the .95 mmﬁmmh_. P vakke e e ek
in front of an audience decreases your credibility. worgy + they can use ent yolume.

(4) Impromptu: Many of us are called upon at the last moment 1 o,
| O ivou speak, “off the cuff ", without ?&u»ﬂno&.. 59:?
a forewarning that you will speak, you are speaking imprompyy, |

W 6. Consideration of Personal Aspects

>_=.n_=u—m=n.d. 1o good speech making is to analyze yourself as 5 speaker
1In oral presentations you, the speaker, are a very real part of the mesgg
Hrﬂ..ﬁnirmﬂ of your audience take in not only the words h
Saua:amﬂ.nrc:_uc what they see in you. And what they seein “_aqa_.
significandy aflect the meanings that develop in their minds. Thu, yo,
should carefully evaluate your personal effect on your message. You
should do whatever you can to detect and overcome your uro_.ﬁ_.usu_
; .man to _.m_.ﬁ-.vn:. your strengths. And you should follow the COnvention
and practices of good business etiquette in meeting the expectations of
your listeners.
The following summary of characteristics that should help you asz
speaker.
(1) Confidence: A primary characteristic of effective oral reporung i
awammnnﬂlma:_. confidence in yourself and the confidence a_.._aﬁ
mu&.nann..m: you. The two are complementary, for your confidence in
.m.ﬁunm.nw.._ns% to produce an image that gives your audience confidenc
Eqﬁﬁi your audience’s confidence in you can give you a sense of
security that increases your confidence in yourself.

(2) Sincerity: Your listeners are quick to detect insinceriy. And if they
detectitin you, they are likely to give little weight to what you s23. On the
other hand, sincerity is valuable 1o conviction, especially if the audience
has confidence in your ability. The way to project an image of smceriny is
clear and simple: You must be sincere. Pretense of sincerity i rarely
successful.
(3) Thoroughness: Generally, a thorough presentation is better received
than a scanty or hurried presentation. Thorough coverage gives the
impression that time and care have been taken, and this tends 10 make
the presentation believable. But thoroughness can be overdone. Too
much detail can drown your listeners in a sea of informaton The secret
is 1o leave out unimportant information. This, of course, requires good
judgement. You must ask yourself just what your listeners need o know
and what they do not need to know. Suiking such a balance is the secret
to achieving good etiquette in your presentaton.
{4) Friendliness: A speaker who projects an image of m._%__.v-u
significant advantage in communicating. People like simple and friendly
people, and they are generally receptive to what such people say. Jﬂﬁ
sincerity, friendliness is hard o feign and must eu honest to be effective.
Both are parts of the conventions of wEEnm etiquette. Most m.nem._n are
genuinely friendly. Some, however, are just not able fo projeet. 8
With a litte self-analysis and a hule mirror

genuinely friendly image. : i
watching as you practice speaking, you can find ways of improving your
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.-w..xﬁ_? you earn your audience's confidence over periodi o
“”_g.__“ﬁ:an But there are things you can do to project an image e |
uilds confidence, For example, preparing your presentation diligent

”Mmhmaon m m-..:z.:dﬁmaw gives you confidence in yourselfl Thit
: dence leads to more effective communication, which increases your

projection of your friendliness.




120
W 7. Audience Anal

ysis
One requirement of good speech making is to know your audiepe,

il .mEt.w._.wncn...!Erunn both before and during the Presenia: Yoy
(1) Preliminary Amalysis: Analyzing your audience before ipe s

tation requires that you size it up—that you search fg : uvﬁg..

s acteristics that could affect how you should present your m_un”“”gﬁ
m.on__ﬂ_ n uwu__u_n. the size of your u_..&na.nw is likely to influence hoy _.E.Eu_

...%.....Eu._ uuuwuvmon__ should be. As a rule, large audiences require x
i Personal characteristics of your audience, such ag u@on.o.d
education, experience, and knowledge of subject matter, shoy| m Hx
F..m_...»n..an_.... how you make your speech. They should affect the zana“_.._

illustrations, and the level of detail you use. Like writing, %ann_uﬂ.a_ﬁ..:x
be adapted to the audience ‘with every consideration given 15
business etiquette. And the more you know about the audience, the %”
you will adapt your presentation (o them. .
(2) Analysis During Presentation: Your audience analysis shoyy
continue as you make the speech. Feedback 1s information about hew .1&_.
nmi:.»ﬂ are receiving your words. Armed with this information, you
adjust your preseptation Lo improve the communication resule
Your eyes and ears will give your feedback information, For example,
i un& expressions will tell you how yor listeners are reacting to your
message. Smiles, blank stares, and movements will give you an indicaion
of whether they understand, agree with, or acceptit. You can detect from
sounds coming (or not coming) from them whether they are listening. If
questions are in order, you can learn directly how your message is coming
‘across. In general, you can learn much from your audience by being
alert; and what you learn can help you make a better speech.

H 8. Appearance and Physical Actions

As your listeners hear your words, they are looking at you. What they see
is a part of Lthe message and can affect the success of your speech. What
Enu see, of course, is you and what surrounds you. In your efforts o
E-_u.,cﬁ En effects of your oral presentations, you should understand
the communication effects of what your listencrs see.

A_.u The Communication Environment: Much of what your audience sees
are the physical things that surround you as you speak—the staff;
_Hn_:ﬂ._m' background, and so on. These things tend to create a generil
impression. Although not visual, outside noises have a related influence.

For the best communication results, the factors in your commu nication

Voice Modulation and Body Language

. 12
environment should contribute 1o detract from
! f YOur messige ¢
Your own experience as a listener will tell you trn.. £ 2 5
What factors are importane.

(2) Personal Appearance: You : =
message your audience aaﬂm._“u.-uﬂ.nn“nﬁua”a! a 1!. of the
physical traits you have, but most of us do mot ._“!._a acceph the
disadvantage in appearance. All that is r_oﬁnlw” be an a
appropriately. Specifically, you should dress i ) -_ir!.u

3 TESS I & EE%F‘
the w:a._a_._nn and the occasion. Be dean and well i
expressions and physical movements 1o your advantage.
(3) —WOuER" 19.4:..3 is likely 1o be the most obvious of the thin g that youe
u_:.n__nnnn Mn_.u“_ in you. Even listeners not dose enough 1o E.!&_
things as facial expressions and eye mov e e
of the body. TR NITEINENS o ok A et
You m:‘orsw:. think that no one needs to tell you about good posture. You
know it when you mw... it. The trouble is that you are not likely 1o see it in
wo:.nﬁ..:.. One solution is to have others tell you whether your posture
needs improvement. Another is to practice speaking before a mirror or
watch yourself on videotape.
In your efforts to improve your posture, keep in mind what must go on
within your body to form a good posture, Your body weight must be
distributed in a way consistent with the impression you want to make.
You should keep your body erect without appearing stiff and comfortable
without appearing limp. You should mainain a vaﬂn..... alert, and
communicative bearing. And you should do all this naturally. The great
danger with posture is an appearance of artificiality.
(4) Walking: Your audience also forms an impression from the way you
walk before it A strong, sure walk to the speaker’s position CONVEYs an
impression of confidence. Hesitant, awkward steps convey the opposite
impression. Walking during the presentation cn be good or bad,
depending on how you do it Some speakers use steps forward and 1o the
side to emphasize points. Too much walking, however, attracts attention
and detracts from the message. You would be wise 1o walk only when you
are reasonably sure that this will have the effect you want. You would not
want to walk away from a microphone. s :
(5) Facial Expression: The most apparent and nﬁ:ils_.ﬂcﬁ physical
movements are facial expressions. The problem, however, is that you may
unconsciously use facial expressions that convey _.waaﬁsnk_ w..nssn_.mw
o ample, ifa frightened speaker ighien the jaw unconsciousy
begins Lo grin, the effect may be an ambiguous image that detracts from

the entire communication effort. A smile, a grimace, and a puzzled frown
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Ohim fhaball _gie Speaking, Vaice Modulation and Bag ; ]

| 3ll convey clear messages. Without quesdon, you shouiq B nts and Tips for Eff Lag A
e < | mppimant cctive Persussive Spesking = B
Eye contact is important, The eyes, which have long beeq ; znﬁ.n-a?u...u few hints. : . m_ 3
e e TN 3 vt T Consigy you develo s persuasive Koy & y 1 4
“mirrors of the soul, provide most listeners with information R Ted cvelop your skills and become _n,_..«__qﬁr__ B tips and techniques 1o help b
m_uw.wwn_.w.u.:.. et m...m.uﬂ_im:. and flexibility. Some listeners teng Sc“r the | ﬂﬂcz_uﬂ_ﬂa Mistakes are all o Eann.nm.on. ive as a public speaker. n.h
speakers who do not look at them. On the other hand, discrimingg up HJ %nr hw“z..,.ﬂ.._.“:““.i w..._.uu:. Good r ﬂ_“ﬁw:m”cﬂﬂa mistakes makes w

LT d wit wo.: mare. nn-n_..nﬂnn. at 141

contact tends Lo show that you have a4 genuine interest in your a

ﬁs Cestares: [ike posture, gestures contribute to the messy < 3
communicate. Just what they contribute, however, is hard 10 say w_a. B
e o efinite oF clear-cut meanings. A clenched fist, for mﬁanﬁ
cerainly adds emphasis to a strong point. Bul it can also be used g ,N”
‘deRance, _ﬂmrnu thereat, or signify respect for a cause. And so mn_ﬁtﬁr
other gestures. They register vague meanings.

Even though gestures have vague meanings, they are strong, natirag
B speaking. It appears natural, for example, 10 emphasize 3 ﬁr.u
59 At and to show disagreement with palms down, P.._m__:._m fia
one hand and then the other reinforces a division of points. Slicing the s
with the hand shows several divisions, Although such gestures are
generally clear, we do not all use them in exacly the same way.

AH_ The Lectern: Most vnom._m find it more comforiable to stand behind
lectern when m_.u....uﬁam. io an audicnce. The key word here is stand, it
hide. Because wo& movement is an essential aspect of delivery, you muy
be " clearly visible to the audience. A speaker can use this spatil
relationship by moving away from the lectern to develop rapport with the
audience or by remaining behind it to preserve formality.

Alectern _...Hdé.mwn a space for your nolcs, or ou dine. An extemporaneous
speech, might require notes, especially if the speech is long or
complicated. When a speech is to be read, the complete Lext must be
available to the speaker.

In summary, it should be clear that physical movements can help your
speaking. Just about which physical movements you should use, howeves,
is hard to say. The appropriateness of physical movements is related o

.ﬂnnmoawma.. physical makeup, and the size and nature of the audience A

speaker appearing before a formal group should generally use relatively

fey physical movements. A speaker appearing before an informal group.
should use more. Which physical movements you should use ona given

occasion is a matter for your best judgment.

B 10. Use of Voice

————————

(2) Humour: Tell 2 P
; ’ ppropriate jokes if you' 2
aren't good, best to leave .,_&ba._,mn. _:.E: Bnoﬁ._ at telling jokes. If you
punch line that has no punch. naurnwhﬁ__n : . ._,rﬂ.nmua.r.m:m worse than 2
Seif deprécaionis Sie ._. umour 1 good in place of jokes.
(3) Tell Stori » uLLry not to lay it on 100 thick.
) 1 Stories: Swories make o dieal : g
informaton. Use . RO i A geeer o)
n. Use personal experiences (o bri :
matter how dry your material is, you St
interesting. . " Byou anatvays find & vay.to make i
(4) How to Use the Publi 4 ;
one place. Use all ublic Speaking Eavironment: Try riot to get stuck in
place. Use all the space that's available to Movt
way 1o do this is to leav i et e
your space .u.nn fi nn_ru b .._c..mu.:u oue place and moye 10 anothes, 1t
space is confined (say a meeting room or even presentng at a table),
Use stronger body language to convey your message.
(5) Technology: Speak 1o your audience and not your slides. Your slides
are there (o support you not the other way around. Ideally, slides should
be graphics and not words (people read faster than they hear and will be
impatient for you to get to the next point). Ifall the technology on wfer
fails, it's still you they've come to hear. You can learn Lo enjoy public
speaking and become far more effective at standing in front of a group of
people and delivering a potent message. .
When it comes to improving your public speaking skills we have three
words practise, practise, practise!

Good voice is an obvious requirement of good speaking. Like physical
the voice should not hinder the listener's concentration on
it should not detract attention from the
difficulties generally fall into these areas
of fault: lack of pitch variation, Jack of variation in %n& lack of vocal
emphasis and unpleasant voice quality, We will examine them here
because of their key significance (o formal oral communication.

(1) Lack of Pitch Variation: Speakers who talk in monotones are Not
i i . fisteners for long. Since most voices are
likely to hold the interest of their listeners for 1ong: 317 :
capable of wide variations in pitch. the problem can usually be corrected.

movements,
the message. More specifically,
message. Voices that cause such

-
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s lly is 4 matter of habit—gf
oftalkin t being aware of .

Buﬂb: is _ﬂ...ﬁ_.-_..m. _3:_
; E_n_uﬂﬁ...n_

s Eum.rn!un upcoming a:r._ﬂn_. 3»:3 an
ALt co: But :.3:.5_ Pauses _.9, ¢

5t .} secret of good speaking is 1o ws.n
_..n 5& manner of u_ua.._c:m Yo

ing, Voice Modulation and Body Eﬁlﬁt

(1) Vocalization

talk. Since you know g
E_E_u.dc.u w.oﬂ.. v

whao m..__du you an 310»8::*. bﬂ-_.uq - th eaker
works for them and what does . Imitate ..si
you think to:E help w_g...u..:_ the bad ones.

Vocal delivery involves the mechanics of vocaliza
and pronundation. Inexperienced speakers often g
their vocal delivery, incorrectly r&ﬁﬁuﬂi ' .,

in any way.

Voice and speech depend on m.wgﬁni.r “Phon
which air is pushed through the i 3...&!...
produce sound. The sound or E...ﬁv Do
articulation. ?énc.»:o: is the w.ERﬂ B v e
recognizable um.ﬂnnr sounds. The gﬁ.”i.i.ﬂn i
when sound are produced in the articulators. These include the fips,
teeth, jaw, gum ridge and vn_u_ns.u&gﬁ_&u.ﬁnﬂ..gﬁ oral
cavities,

Poor articulation is usually the re
Sometimes the problem is not one
person with a defective .E.%EEE.S_-.E_-F problems

speech sounds. With patience and practice, Bﬂu_uan-..._u with
problems can improve their articulation to the point that their fault is
negligible,

(2) Vocal Characteristics

Vocal delivery involves four vocal char
(i) Pitch: It refers to how high or |
pitch adds colour na.__..s.uba. Sn €
means of nEvEEm

o wocq csua: u.ﬂunu_no?..
,mn_uv_u.u.ﬂ_ main

pace. On the _og_.ﬁi..,_w.w%ﬁ_ P

Riddhi Vijay

36



C wmay bowe oneevent Rate abso aflexs an audbence’s PeTCeptions of ey ki
C 9 Qualit relen w the timbee of the vowe, the characygpg
Ny dstngushes ishes ane vouce from another. Vowes that are 1og E_r. ..a&_..._f..__. |
li. breathy, sound unplessant and should be impy

exercises can improve vocl quality, but it takes time 1o chap 3&:}. owever, modulating }I-I}I'
i . 8 Something YO Pk e g it
that feeks natural o you. | engaged. Develop your pich by peaicm T T —
ml.llli . . ”ﬂan«sﬁqaﬁilﬁiill"l
Standards of pronunciation are often determined Emaan_,av_:ﬂ__!ﬂ nsqacea-!}l!lnl'll‘ltl
8 iwppascel by occeion oc sducation. There are several way yo, o8 riuuation is different]. Try te way ot e appeopsions selune oughons
iﬁlg% .-:..E are unsure of the :n:.-n.___p . your speech.
Ngs.tar # upon the dictionary or specch therapisy cap i ”m_....-a“unn.-l.un ucl_.ll._r.”_”“llftll W
) youu. Guickly, pevple cany u iy poagle
i ARG 5 = will lose inserent giiﬂh‘ﬂli
. In addwion to voice cxerdises, other factors can influence the sound of (4) )u.dnu-.-.ﬁ._.l CYAZEETAUN Your e movemens w seduce mumbling

1) Physical makeup: This factor involves the various parts of the yorg

vowel sounds. Become an expert at articulating somgue swasers as quackly
mechanisms—namely, the tongue, vocal cord, larynx and resonating

and crisply as possible. Focus on the ones you fnd difliesl
(5) Practice your speech in advance and determine where you want w
pause for a breath: For mote emphasia, pause for moss s one boesd.

chambers,

ai Factors: When you are anxious or excited the tensing
may localize in the vocal cords, creating a higher pitch than normal. iy
you are relaxed and at ease, your voice will sound much more pleaant.

s Eavi at: Members of the same family often seem to have similar |

Mark your breathing poteits in your notes.

(6) Loosen up before you begin: Look wde 1o wde Roll your bosd =
half-circles and roll your shoulders back. Shilh youe oib cage from wde =
side. Yawn. Suretch. Touch your wes while complewely relioung yous

&?Eﬂiﬂﬂg&w genetic and partially environment. You upper body, then slowly stand up. one verebn at & e, =g your
1:*5. inflections from the people around you, including family head last. Repeat as needed. . .
-members, peers, and members of the same ethnic group. Stand :vnusﬁgiiﬁifn:ild

(4) Regional dialects: Different regions of a country have varying speech @ Hnn.._z_ u_““. ..ati vopeatlly Wing Y. wape .

and voice patierns that make their use of voice and language unique, ””_ﬁu.s ﬂr Eﬁ!ﬂ.ﬁla.-g- and whilk yon calele,

5 K y RASA ce E'iw "
Regional differences usually affect pronunciation more than voice count to 10 (or recite the months or duys of the weeki, Try gradually
L (el _ increasing  your voline 3 YO COUNL usRg yous
- /to Improve Your Voice? muscles—not your throat—for volume. Don ket yous laryny wense wp.
One of the most important components of public speaking is the sound of M 11. Adapting the Style of Delivery e s
your yoice, It influences the impact of your message, and might even In sinple terms, shyle is the way aa wdivdual speakes e
make or break the success of : ; particula brand of verbal expresson and
ozt success of your speech. Fortunately, for many people, meaning through bis or her pas g T

iggg g—n!.._vﬂs—. delivery W—u.r_ deals with both the ld-i

: of
‘_ message. 1t ..Erx—ao_.rnutarﬂ/%ﬁra?.rni anguags-
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sehtence scructure and the characteristics of delivery, By, o
made up of 30 many variables, each speaker’s style is S.:ni;..&”za_r
e .. ; hﬁ%ﬁw— for different %ﬁhrmﬂm a_w_mn.:...-. —H.O..:. a—mmﬂﬂn—%
w are %N’gﬂmﬂﬂﬂm fw. ﬁuub_qwmﬁ mﬂ- edn..u-_u_..—ﬂ-.v.. ‘_.Gmn.ﬁ ﬁ..m i a
E cpressive Style: It is spontancous, Bz,ﬁ__r,&o:m_ and uninpj,
We use it when we are expressing our feelings, joking, Sa_,Ea#ﬁ
socilizing. 3
(@) Directive Style: It s authorittive and judgmental. We use thig gy
give orders, exertleadership, pass judgement or state our opinign,
(3) Problem-solving Style: 1t is rational, objective, unbiased and blng

.:..un the style most commonly used in business dealing. We yse j .s..w.s
we are solving problems and conveying routine information,
) Meaal Style: ft is used to discuss the communication process itself
Metal language enables us o talk about our interactions. .
The speaker should aim for a style that is accurate, clear, APPropriate 1y
the oceasion and setting, economical and striking. Although thig Ba

seem a difficul task, the result will be worth the effort.

Phase

Stand Up! Speak Up! Shut Up!
(1) Stand Up: As a speaker you should stand up comfortably, firm g
your feel. showing confidence in your appearance. You should be
dressed appropriately for the occasion.
(2) Speak _ﬂw“ Speak up so that people can hear you and get your
message. This is done through many conscious efforts,
(i) Speak clearly.
(if) Speak loud enough so that everyone can hear you.
(i) ‘Speak directly to the audience by maintaining eye contact
(iv) 'Do not speak in a monotone.
(v) ‘Avoid annoying mannerisms of action or speech.
(vi) Give your audience a chance for input.
(3) Shut Up: The effectiveness of a message can be lost and public
relations damaged when a speaker drags on, reducing the audience 1
fidgering boredom, Say what you have to say and SHUT UP!
Tﬁn&gn Franklin D, Roosevelt said in this way, “Be sincere; be briefi be
seated.”

aligy ang

t# ¢ Sped king, Yoice Modulation and ey Langunge :
. In short, know the needs i

Look pleasant, enthusiasc, confident, proud, but noe arrogane.

Remain calm, appear relaxed, even if your feel nervous. Speak slowls,

enunciate clearly, and show appropriate emotion and feeling relating 10

your topic. Establish rapport with your audience. Speak 1o the peron
farthest away from you to ensure your voice is loud enough 1o project to
the back of the room or hall. Vary the tone of your voice, and dramagize if

necessary. If a microphone is available, adjust and adopt your voice
accordingly.

B 13. Body Language

The most basic, forceful, instinctive, and natural form of communication
is non-verbal communication. Non-verbal communication means all
communication that occurs without words. In the beginning of
civilization when verbal language was not yet discovered human beings
communicated with one another by using signs and signals. Today, in the
twenty-first century human cvilisation has made tremendous progress.
Several modern means of communication are available to it, yet even
today, non-verbal communication has considerable importance. That
opinion, feeling or message which could not be communicated in
hundreds for words, finds, expression in gestures, signals, pictures, etc.
in no time. In the words of Raymond and John, “All communication that
imvolues neither writlen nor spoken words but occurs withowt wse of words, are
termed as non-verbal communicalion.”

Signs of non-verbal commuIication are a_..n &Erow of rgi__&mn
opinions, attitudes, trust and aaomo:m‘ Their selection, for purpose of
communication, is made according 10 crcumstances.

b

-
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Body language is @ prominent and an important medium of 5
communication. It communicates very rapidly even the mg

O—.—.JQ.E
" 2 o5 i i 5t itak

ideas, Body language expresses internal feelings very cleayy mmhn_wr
M 1l _ of

ideas, thoughts, attitudes and feelings is reflected

S 'n bug
behaviour. &
Non-verbal means like body movement, gesture, posture, eye ¢y
e e . 3 i ; : ? LT
m_.nm_u.....@uzuco:. etc. communicate ideas and messages in ap nm.mn_rn.

wo&. _..Ew:umn is also called Kinesics. In it a person transmits message |,
the movement of different parts of his body, such as, face, eyes, a_._oim_ /
head, hands, etc. For instance, nodding head up and down 8-.,.:_

: . B DVeys
~agreement; shaking head from side to side means disagreemen.
movement of hand is a mark of greeting or good bye, affection it

» allecton g

annoyance can be expressed by eyes.

Birdwhistell .238 has embarked on a very ambitious attempt 15
construct an entire linguistics of body communication called hinesics.
Thus, kinesics is a study of body movements and gestures, Birdwhistel]
has estimated that no more than 30-35 per cent of the social meaning of 2
conversation is carried by words and 65-70 per cent by non-words,

M 13.2 Nature of Body Language

The body language is a self-acquired natural process. It is not completely
...E..E.n_ﬁn...a:nn. and it is controlled by social behaviour:
n: Acquired with No Formal Training: People acquire body language
.....a.?amn_ any formal training. We master this language very early in life.
Perhaps partly because we acquire body language unawares, we also tend.
Sw& unaware that we are using body signals or thar we are being
Smcnan&__w others’ use of such signals, the body language goes largely
unnoticed, yet has an enormous impact. _
(2) Controlled by Social Norms: Body languages are completely
E._nnsn.i_nn .O: the contrary, social norms can influence 5&.
nn_u_....uuoa .“.H_.u._, exanple, if delighted at the demise of a foe, we are unlikely 0
%ﬁ”“&oﬂﬁaw kw__.&' na&.&. ...._..wnwa are also individual and group differences,
it m.n”..bmav_m. being better than others at noticing and using body
nrw_ann_ O Instance, research shows that women are generally more
lled than men at detecting and sending body communications.

 Hlic Speaking. Vaice Modulation and Body Language

133 Types of Body Language

Body language may be classified into the following types;

(1) Postures

Physical structure of everybody i R
attractive and agile by qn_Nd_E. H“H”Haﬂ”.ﬂ““ﬂ“ﬁn&ﬂ!ﬁﬁ
nature-bestowed physical structure is not possible. ] 3
Since posture is less well con ice, i ; :
emotional states which oiﬁ”mn-?“mnﬂ:h&”&& H & &Hnr“
to some extent posture like facial, legs, o, communicate non-verbal
messages. Consider, for example, a man sitting with hes Legs stretcked owt 3&%
of his desk during an interview; a persan shifting from one leg to the &5 n
thythmic motion; or a woman pacing back and forth while speaking. Posture and
movement can convey self-confidence, status or interest A confident
executive may have a relaxed posture and yet may stand more erect than
a timid subordinate. An intérested listener may lean forward toward the
speaker; one who is bored may lean away, slump or glance at the dock.

(2) Gestures

Gestures are physical movements of our arms, legs, hands, torsos and head
nods. Through the movement of each of these body parts, we can assert
and reinforce our verbal messages. And we can observe how others
punctuate their verbal efforts with gestures.

Gestures have a role of their own in communication. In oral
communication proper co-ordination of speech and gestures render
communication eflective manifold. Ordinarily, however, gestures express
emotion or describe objects of special shape and appear to be dosely
coordinated with speech.

According to Murphy, hand and arm gestures are used for several
reasons: -

(i) To Emphasize; (i) To Point; (iii) To Reject; (iv) To Describe, !
In fact, gestures change with person and place. With change of ume or
person, meanings of gestures also undergo a change.

Some gestures have one meaning in one country and nn.mnmn.w. n_.mw.n-nu.
Sometimes entirely different meanings for

not only could you alienate and lose your
life in some countries. It might be good to
consider the power of this unique body language. .?nq 9553.”
audience and improve your ability 5_.. m._.nsr. .ﬂuﬂ\ Ewrn:”w&:h«iﬁ.mm
ability to attain rapport with your w:n__..w_.nm,. They can m : .
you use haye even more power and be significantly meaningful.

meaning in other countries.
each country. Users beware,
audience, you could lose your
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n of the face is the MOSE imbie.
E ut prn face 1o determine E:ﬁi...
inguage and non-verbal communication,
.? anger and sadness wsally require dope
obse that facial expressions are used
h © emphasize or modify meanings
rved that a listener signals his
movements of the eyebrows n.E
e, puzzlement, disagreement and
er signals through appropriate exp; |
speech is to be -:Envqﬂﬁmigw? .

an_-.ﬁlo: has largely focused on the wayin
communicate emotions, Darwin believed that
universal emotions and associated with
| facial expressions. Subsequent research gei

basic emotions (happiness, surprise, sadness, fear,
m which mare complex or blended emotions are deriy ..
s are associated with quite distinctive patterns aﬁg !

!Hm.-.rn 15 associated with raised &_g

across the qennrn;m raised upp T _

him. p_esnarn...__:l.l

the way you want it o be conveyed.

Some studies divide gare bebavious

(i) Formal Gaze: This is appropriow fo
job interviews, project i

should look at the imaginary tung
above the area between his eyes. Wit

control (he ineraction 10 an extent.

grﬁi!i .

signal the end of each furn (ough eve

gsu-ﬁh%i‘
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(B A

Business

Pum.._—auwﬂﬁuﬂa:a.mﬂ. women and men are not s
Eye movement and eye contact with complete facial €XPression o
Bodily contact_indudes hitting, pushing, holding, striking, ghay.
hands, embracing, touching and a variety of other activities, %
gﬂu with the oy of relation and situation.
.Haunr .m -K..__n? the earliest form of communication we learn,
before we learn language, we give and receive information by Eahr!nm
“There are many different types of touch (e.g. brief, enduning, Jirm, gently) o
different parts of the body. The meaning of a touch varies asa ?u&o_... of
the type of touch, the context within which the touch occyrg Fron
analysis of fifieen hundred bodily contacts between people,
Yarbrough idenuified five discarete categories of touch:
(i) Positive Affect: to communicate appreciation, affection, reassurance,
nurturance or sexual interest.
(ii) Playful: 1o communicate humour and playfulness.
(i) ..noﬂrd._... to draw attention or induce compliance.
(iv) Ritualistic: to satisfy ritualised requirements (for example, greetings
and departures).
(v) Task-related: (o accomplish tasks (for example, a nurse taking one’s
pulse, or a violin teacher positioning one’s hand).
To these can be added, negative affect (gently pushing an annoying hand
away) and aggressive louches (slaps, kicks, shoves, punches).

Their use

Jones and

Appearance conveys non-verbal impressions that affect receiver's
attitudes. Appearance may be of wo types:

(0] g Appearance: Clothing, hairstyles, neatness, jewellery,
oﬂﬂnnn.u. posture and stature are part of personal appearance. They
§ .E«z.ﬂﬂnﬂu regarding occupation, age, nationality, sodal and
oauaﬁ_ng.uo&gm and good or poor judgement, depending on

Local Aewspapers often include questions about the answers to what 0
Wearinan interview, sales meetings and social gatherings. How you look
and what you wear affects listeners.

o g

to rm«n.mwn”

environment they mean in your particular

(ii) Appearance of Surroundings: Aspecus of i 1
size, location, furnishings, machines, archit .__.n.S. 5 !E&an._ o
(carpeted or bare?), lighting, windows, view 2 o..r.nwﬂna.nn_np&g. Moot
wherever people communicate orally. mc-.wa_.ua.r.&u will vary according
to status and according 1o country and cultore.

(7) Silence

——

Silences are a natural and fundamental aspect of communication, often
ignored. Silences are not absence of communication. They are an integral
part of interpersonal communication. In fact, effeciive communicali
between people depends heavily on silences because people take nurms 21
talking and at being silent when listening. Silence forms a fasanating pari
of communication.
There are different types of silences, each with a meaning of its own and
different implications and consequences for eymmunication. For examgile:
Silence when we are worrying aboul @ problem on hand, different from silence
which occurs when we are listening attentively o @ speaker or waiching o movie.
Silences cannot be lumped all together. Each must be interpreted on its
own. Reaction to each of these silences is different because each means
something different. .
Our silence stems from different causes which is reflected in our actions,
expressions and movements. . oy
Silence may be appropriate or inappropriate mnmﬁﬂr:m on ..rnm.a.uhw?
Responding silently to a situation which requires ralking and not being
silent when we should, is inappropriate.

B 13.3 Functions of Body Language

; e
According to Peterson, body Janguage or Kinesics can serve 3 variety

purposes: . . ....
(1) They can provide information about moowumu n_-““o .”-ulﬂ”_.ﬂcﬂelmant =
example, non-verbal cues are often reliable n: hethe

someone likes you. e o
of an utterance or that someone else

(2) They can be nanm..o nnn_w.—u_u.mb
cues can mwma_..ﬁn.um_..aﬂn?uw end 0

wishes 1o nmwu_r imacy—for example, ..ocn—..Ew!._a

(3) They can be used to express i
mutual eyc contact.
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L

| gl i
.F.S_ _H_Kwn-b _.n..!..._ 3 to establish dominance or control— .. il
non-verbal threats. Mple,

(5) They can be used to facilitate goal attainment_g;, -
vo:._E.n : “Mple,
These functions will be evident in our discussion of specific 5
behaviours: gaze, facial expressions, body language,
interpersonal distance.

Uﬂ-!m_.._un_
-.D..uﬂr. iing

P 4 Significance of Body Language

Lesikar is of the opinion that the importance of body languase ;
...ﬁqnm._ ed by the fact that much of what we say to others without Ma i
words is sent through the physical movement of our body. The _.o._c.”_nm
facts reveal the importance of body language: g
(1) Reveals the Working of Emotions: When we wave Our arms 4ng
fingers, wrinkle our foreheads, stand erect, smile, gaze at another, wey;
coat and tie and so0 on, we convey certain meanings and others convey
meanings to us in return. In particular, the face and eyes, geStures
u oty e .u.sm physical appearance reflect the inner workin gs c:scmg._
in our bodies.

.H._.-o face and eyes are by far the most important features of body
language. We look to the face and eyes to determine much of ghe
meaning behind body language and non-verbal communication. fy
example, happiness, surprise, fear, anger and sadness usually require definile
facial expressions and eye palterns. Thus, you should be aware of these two
aspects of body language as you speak and listen to others.

Rugon_nn.omﬁg";n_.nnmnﬁmr.:cmoh,m:ﬁn.npu:anm:_R. ..n:
evident from body language. Higher-status individuals adopt a relaxed,
open posture with arms and legs asymmetrically positioned and a
backward lean to the body. Lower-status individuals adopt a more rigid,
closed and upright posture with arms close to the body and feet together.
3) Nu—-—-ﬁi Verbal Communication: When verbal communication
breaks down, non-verbal communication may serve as a substitute. In
mwn.. Argyle notes that in some countries, such as Greece, a gestural
language has developed which is frequendy used for everyday discourse
even when speech is possible.

(%) Sustain Verbal Conversation: Once a conversation starts, body

,_w_.,m.znmn,._..n_mm sustain it by providing a steady stream of feedback
folormation concerning the other person’s responses—whether he

..na::.:.:.a,m. 2 mm_nnn to the message being conveyed through such devices
# positive orientation and gaze, reactions, belief ¢~ disbelief and smiles

# Conclusion

voice are crudal,

(5) Reveals a Person's Attitudes and
Traits: W
Lo a person’s atttudes and traits and 1o _..W. hocy F:nssnn Provides aues

intra-cultural differences. identiy as 3 person. m:rﬂtn

(6) Reveals the Truth: Body language reveals the truth. In tha g
Nancy Austin, “When people do not ko whetler to belicye s&smm_.h
o e ek o e

gestures.” words but it is mich wore diffcull o do that with

(7) Practical Application: Body language is a very important tool of
practical application in real life. According to Marilyn Zhv—n,. “When you
can conscionsly ‘read’ what othiers are saying Eﬁ&:&&u?. ..._s- Eﬂm&& with
issue—al work and at home—before they become problems.”

(8) Proxemics or Space Language, Time Language: The proxemics is the
study of how we use space, time and surroundings in communication. .
Proxemics involves space and time and how they communicate in
speaking and listening.

One strategy for improving communication is to follow the seven
steps: (1) determine your purpose, (2) know the audience and occasion,
(3) select your main ideas, (4) collect data, (5) organize your material, (6)
plan visuals, if needed and (7) rehearse about three times.

Then determine whatever your talk has to inform Hi.......wn.. SannE._n
dear), persuade (get withing acceptance), or entertain (some form o._,
celebratory statement). Once that is determined, most likely you will
present the talk extemporancously, from notes in an outline form,
Enthusiasm is a key word in giving variety to the two main parts of
delivery. Oral communication involves variety in pitch, rate, 5,...:5"5&
pause. Nonverbal communication pertains (o posture, mMovement,

gesture and eye contact.
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1 delive
Explain.
 the characteristics of go
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message will ‘
important to keep

e of the various " . adaptaioe T
sitting across the t
mental image of
you would say it.
were speaking in

sometimes need
below your own. Or
educational —nﬁn. bu!
. , sage. Assume
en back. It is akin to the proverbial i “un“o”wnu ung.%._n
i sily to every( ALy
a skill that does not come easily to everyt h react AN

good writing skills in the business W
companies rely increasingly on

d proposal writing, etc. mu
nd even correct Emu.%m.__ C




Riddhi Vijay

chine has a -naa_nanwno ..
B :m_o symptoms when ops

. a _2 for the lavish and sumptuous |
s .R.nnan ou laid out last night
u.._wbw of us - more often than not, tend T =" vn_.cnnz.. data concludes that u
1d of being ourselves, we change character .. i i ts for the vw&_..nr
being friendly normal people, we becom f 3 avnnu:o_.: for the !.nnn&u :
g and high sounding words and copp,. ; ed with a substantial nnmnr

' .n.uw._on means of communication SEE
readers do understand

(4) Choose Short Words

n.E_um_n.Q is that the writer usually rno.! - Readability studies show th:
better than the reader. Thus the two are 1 than long words. The -

impression of some
Therefore, an effort |

.5“ instead of using ."n_.n.ilo._. )

ur’, use
utilise’, ‘do’ to ‘perform’, ‘begin’to i itiate,

ascert top’ to 'discontinue’ and ‘show’ to




_ideas as in the above nxglm. 5
or events that are available to the senses, E,
clude, spoon, table, nose ring, green,
ms refer to objects or events we can see, rn.n..
ings are pretty mSEa. Ifyou ask me what | E 5
can pick up one and show it to you. Icin.qn... o
abstract words like, love, success, freedom, good, m,
tc. Take love as ar example. You have heard and ygeq
: were three or four years old. Does it me ,

an to ‘you

you when you were five When you were fourteen: v

ts meaning from time to time, although the word remajn,

ea .E.mn.!u should not use abstract words? No - we do
ds. We need to talk about ideas and concepts and we.

epresent them. But we must understand how imprecise their
e, how easily they czn be differently understood. Here are

- Concrete

We have found that 90 per cent of those
using this technique are successful.

Your department may hire three sales
| executives.

Your order of MDF boards will be
despatched by 20 July.

| This process requires a constant
temperature of 10 degrees centigrade.

1e words appropriate to the message. If you ¥
..._ewﬁ__o the choice is concrete words. On the

Riddhi Vijay

voice. In active
sentence and tl
are active.
[Thing maw—.n action] -
Examples: Active Form
The professor
(subject doing action)
Kamla .
(subject doing action)
In passive sentences,
sentence and the thing

You can also use the p
action or if you do not w
Examples: Passive Form
The students
(subject receiving mngo;u o
The dishes
(subject receiving a
The above examples
active voice sentences ai

It is believed that the b
padded.

Your report was re
president.

made to have
to the attenti

It is ucmmn%n_m. tha

element i




The order was cangile

The change eliminated
deficit

ples you will observe that camouflaged verbs
the words are not concrete in nature. Furth

n and interest group has special terms. Ap
-al terms with people outside your field

giving a definition or by giving an
ult to use if they are placed elsewh

owever, they could mean wor
he words cerebral vascular acciden

acronyms causes
particular speciality,
Words that are so
acronyms are
doubt whether q&E.
is to spell out the wi
initials if required 1o
Acronyms that most
they are acronyms
term means.
Examples:

Laser 1

FAQ ]

Radar

CD-ROM :

AT e ated
PIN : Personal Id
Acronyms that C
recognised by few otl
not want your reader
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o-é solution would be to |
happens to the sentence

cannot be used often as it will
To solve the problem gracefully, 2

Sy _unvﬂ.u they should use the spe
lural subject “students” now inclyg
retains its meaning without
an effort to avoid expressions thy

....E& that do not offend.
pe by Age

old or young can arouse negative feelis

wok tools Eﬂ_ will
f&ﬂmﬂw—uw. -

short words have fewer &f
sily pronounceable.
What are concrete words?
Concrete words are specific words
#..-F— are acronyms in written ¢

En?ﬁ as a _c.& of short hand dl
FAQ—frequently asked n_ﬁnuﬂos._r

ort Answer Type Questions
~ Why is the use of concrete words

To make written communication ¢

~ why?

Explain the usage of technical wo
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relatives and other people. Sometimes.
es we write letters to them. In letters
ormation or even write 2 compliant
ly, businessmen also exchange ideas
nnﬁﬁ They communicate business
pliers and others and at the same Enn_

y you will be concerned u_uq_._ﬂ

n. The information you provide in

In fact it will be the most important part,
unicate certain effects - primarily effects
quette. One basic effect that you need to

- Building goodwill through written
Business people know and fully

eir business is affected by what people
r is anuannm by the services they

~ his company. The

build credibili h
nmﬁﬂ writer
document. It

reader ofa _ucumﬂwu.a._aﬁ.
settled before the decisi
used for office correspond
(a) Stationery Size: Most
inches. This size of pape : it
Sometimes a special siz
correspondence or for other spec
this paper is usually 7.5

the smaller sheets is that
accommodate standard-size
(b) Stationery Quality: T
16 to 20 pound weight, |
Lighter weight paper u
sheet underneath. Heay
bond, might be preferred
With today's growing int
increased rates for foreign

(c) Stationery Colour
standard white paper 1
tendency. Probably the
that it reduces glare.
Black ink on white paj
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n.oa a_.oﬁn_ con_: on t
-2_ should be followeq by a
dy of the letter is continued, Ty,

-a or Format of Letters
Layout or nbnln»

divritten. However, it is appropriate t5 e of typing. Layout

to a close business associate. The envelo e . appearance of the |
i too low or off-center

average line length
notations.
Today, three major I
‘he quality of the envelope is just as important to " Full Block
the quality of the stationery. In fact, mu rhea
_ indented and the p

(1) Full Block Format

This is the most mod
(1) All lines, incl

This saves the tim

= reduces the chanc
ng the Envelope: No matter what size an envelope i (2) According to the
always be typed in block form—that is, with ¢ all line _ the following types.
_ nd the lines should be single-spaced. The. (i) Mixed Punctua

-and the address on the envelope m_._o.:E :

¢ E.oem:nn and PIN Code or wo.u.aa.
letter is being sent abroad).




0. ._u»m_bn at a_w.u _.nn_.wm..: there i n,
next It is, therefore, | Necessy
. _u_—u An illustration of the Full g

n__.. m.o..amn is also not suitable for
=._.%u_.5=- details like the dage, refe

D u.mw._nﬁﬁ. writer, go into the clip of the file, 1

pen the file at every sheet to see these details.

e, do not find it convenient to use this form of layoy

entary close and signature sections begin a; the l

A

tre of the page or are placed so that they end near the

. ._uE.E.E ._.E letter _unm_b at the lefi .E:uﬁ
.... w—._.dn_..ﬂq nhom-amm:n_EmnwE..n_Enumun_uﬂ

filed, it is easy to see the data and the name of the letter ’

1g through the right side of the pages. The page also
d neat, An illustration of Modified Block Format js

ides the subject in block letters.
wFmeF.J_ closing. The signature is tnzna

"

on or =....=..m “dear”.

._,

.&:ﬁ. salutation,  paragraphs,
rnnm_ begin at the left

in n:EEﬁEm the amount mu%»
ple uses picture frame placer
s are approximately equal Ex—
also nearly equal.

of business communications.

let me know if you would —_rnqpna
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_._Bﬁ,sam You can see that like t .g
of the parts of this letter start

500 aresstill open on your account.

| |centred fiecthe letterhead typedso thatii
arrived on May 14, you wrote saying ! s E&“ EM Honm__ pe c_.m o%ﬂﬁ!
delivered to On May 29, our _ gy ; iahteidat
de m”o yoL Y 9 - |partsofthe letter begin on the right side bal
am soevery Ipt signe { style of letter, picture frame placement
letter should balance top to bottom:

| You will notice that the notation “Ene.”
below the typist's initials. [ am




The _.ap.omﬁmm i
helpful.
A blank line should

also be used as el
these parts to fu
All parts of a bu,

unpunctuated salutation and closing
because of its efficiency in

(3) Reference No:

(4) Attention Line

(5) Name and Address (of w.onoznnu
.Gv mEEm:o_..

(i) Initial Part
(ii) Main Subject Part (iii
(12) Enclosures

Riddhi Vijay
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mplete ..&,,3.
gfﬂﬁv —-ﬂﬁhﬂh-mn-ﬂ ﬂ-ﬂﬂ
have them. Yoy Bn.

gw‘um:n_..nmcm%snnmdﬂnras_.
of the sheet. Use types of a mode, E_“
designs like those shown on the :nx_,

e dignified. Simplicity of, design s 4

. n all the necessary information in 4 brief
Em_uh ﬂoﬂ._hn j_.-:.mn_ N—.ﬂ

ranch offices are also given,

ph of the building or plant may be used.
%@Nﬂﬂm—ﬂm vﬂuuhrn name of an individual enters in the

1_._8-. and laser printer, you can E.nﬁﬂo.
sative headings as you like them. .ﬂa: _aE._

Code /
Regional Office: B

Enterprises Car ’nﬂ-—
375, Najafgarh Road, \

Nehru Market,
Jallandhar

Telephone : wmm.q.wo

(2) Date

If you are using letterhead
should be placed at leas
letterhead. Without leu
return address.

There is no full stop after th

be written in full and
four digits. Either the mc
comma separating the y
The use of st., »&...a_

in use. .
The n_u-.n XS be »

Riddhi Vijay

11



P reference numbe;
oned when replying, ,H.r_.
m ce easy and saves much time,

enotes En Bc.um_nn of the departmen;,
enissued from the sales novmwgnﬂws
d to the person addressed to.

e

m pject matter of the letter is being handled by
 case a letter may be directed 1o 2 particular.
 organisation either by mn_n_nnum_nm n_.u _..._.E..

nuﬁﬂoﬁn The latter practice is E.nmn_._.&

e any of the following forms :

in any of 9.0..?:055@ places :

L .ﬁw.. Lo of the inside address and even with

punctuation at the
comma within the |
building name, as : 27
Inside address is writte
(a) Individual

It includes different ind v
Shri R.C. Gupta

M.Com.,

7, Darya Ganj,

New Delli.

(b) Firm

A firm can run its busin
the firm is run by m;

females, by “Mesdames”

names. However, if th:
used.

Messrs. Mohan Lal & Sons,

Panipat,

7, Chowpalee,
Mumbai.

(i) First Line o____..u-nn

If you write a letter t
“Mr.", by “Miss

for married w
address her as “

Riddhi Vijay




a Professor of a college or unjyery: Wﬁw HMM; M.
Example : Prof. S.K. Gupta ! . 1
: ) h to
individual holding that rank. Similgp . well enoug!
. rn%zauuiatqwa» Sty _ last name followed b
ta full stop after these titles. You mug Write | iass mﬂ.ﬂ&a&. Ok
st the initials of the individual before the surna p Nt )
ddressed in exactly the same way as he writes Ris e : The salutation is
: ist be written exactly as it is on the envelope A m%_..mmm. at n-n
or bank must be addressed exactly as it i on ity
.rn. Eﬂ or “The” may be used only __,EQ _.o_._f.

masculine, as Sir, and ;
as Madam. .
A letter addressed

st be given alongwith the name of te Punctuation and
th government department: u trend is to have open

wﬁc.mmo? it s
friendly letter.

aamﬁn.ﬁsuﬁw _._

complimen
match.

Riddhi Vijay
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cre g},
lutation and 50 _uon_% 2.
o.q persons mrozﬂ

e receiver quickly identify the subject of

use the subject line in their letters. The

r is about. In addition, i contains any
‘that may be helpful-data of vqnsa..“.,.
order number and the like. Itis E:a:...

w the salutation, though some companies

en in the upper right corner of the lette;
?num& in a number of ways, of which the

‘nﬁmﬂw .m_.._n not read the same ..E_ss \
e read ﬂnﬁ_n:w m_m thick, ng *

..H_._nqn urer be nn_ﬂﬁ ¢

the noB—um.Hnn..snw :

Notice that only the first
You can design wa:&.c v

is Q_una_mnn and is ES&.« mn

(10) Signature Lines

Leave at least three b
the typed name of the se;
should always be 1353..
but sometimes more

title are shown on the |
signature, since this

below.
It is shown as :
Cordially,

Sunil

Director of Personnel
Use of letterhead indic
But if the letter )

Riddhi Vijay
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sender gy,
with ?Mﬁ
u:..c% Eiﬁﬂﬂi of the word ,—.a....-._# .
1 “per procurationem”, meaning for, ._r
who has the power of a
Yours faithfully,
P-p- Future Kids Publicationg
(Subhash ¢, Mehta) Manager
who has gned for the company s ot the
| C. Mehta but his legal representative.
= normally not give himself or herself,

for the person who has a given name

_v-uuh. ch as Ravi, Honey, Shash; snde

1s acceptable to show a tie, Also,

te which title-Miss, Ms., or Mrs.-they prefer,
 should be typed with the name beloyw the
the sender of the letter sign the title with the

correspondence, cheques and other

{12) Enclosures

If an enclosure s b,
placed at the bottom
the typist's reference.
one or more n_...n_o.-E.
reminds the receiyer to

Enclosure
Enclosures (3)

(13) Copy Distribution

Copy distribution s
below all other inform

stands for the old “carh,

copies are made.)
C. Shyam Sunder,
If you are sending

alphabetically, unless 1

Riddhi Vijay
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L_nﬁn.. is ended and. - i
t a double space rm:nnn__—u o. &

tials PS or PP§ gﬁﬂmﬁ
4 gl is to omit Q..naﬂ EEU_—P

ight. The value of occasionally
oked. A busy person reading
E_m noticing very little else, r:ot:-u
L teresting tidbit of the letter, Many

pts for emphasis rather than for afier.
used for personal messages in business

ter 102 vannzw.,._ customers. A sales leter
_._Enr more n_u_unz.u:_r. and eye

m.nn_nn me!: the points and then elaborating each
Eun-on_ EE ‘ensures omission of important

ﬂ% This is possibly the most important part
: ing needs to be ncavn___nw ﬂrn:&_.

ess than 8 words tend to be more
ﬁunn the heading at the top of the page in
‘make it bold.
shlight Above Everything Else: Why
 or service? Where and how it will be
un__Em m..cv&_zu: without any.
the most compelling reason n&
. Don’t worry if your letter gets?

Example:
“How would you like to
(4) Answer Your Dﬂoug
answer. Sales letter are |
your readers guessing th

(5) Address Potential Doubts: M @
sales letter since _.wow ._a-:h ant. ,w

Phrases such as “sounds So
sceptical at first”, work well an
(6) List the Benefits: People

service. A caution - your test
like to add a few in your
(8) Final Sales Pitch: Thi

the one benefit that you ha
(9) Tell them What to Do

future. A call an:nﬁ;y
4] |

Riddhi Vijay
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a ,uvnﬂp_ E-SES..- of ¢

_u_ Price

O:na a product or

ng term relationship with e s
E& m&n Use you letter 10 inveg;
2ms or meet their needs, d.w”“

: . out a sales _aFn...r..E
Mﬂu.o.ﬁﬂm. Your letter urnn_n_..woc..i_wrnﬁma.. mailing should be pr

pnyeys your mastery over the language. g, odity
Do rice for the comm;
. iﬁ-ﬂwﬁun. Match your letter to e M._n operauon can

ole and straight forward. the way
s to keep in ming. Your experience, ag y6a

.nsu.: you should do or not to dg, Inthis

; but just the basics are to do follg el

Special techniques give t
‘Selling Letter Plan'.
(1) The First Section: Attention L

The frst element of ..—-n

. 0 = It must bring _B_.S.-Bnu
_uooru should wou.u nu.nn_. fe
ﬂEBn u6= o.xr we. . letter is promoting.

= It must bring the reader

yourself, such as children's mro.au. or dog
. devices commonly use

hossible on other suitable subjects.
=m you are trying to sell, you may discover facts ¢ A piece of nm!.._mln.. _
‘manufacturer does not know. Further, you inventories have shrunk
that certain elements can be emphasized and other g ® A personal )
e o:m_.. your knowledge of a preduct or thing worse than pay

€ to write about it. Another important ¢ The most attractive

normally you would not Lyl g device ends problems wit

vmm‘ﬂh—u people buy it ?” People will buy i il
from its use and if the price suits them.

Riddhi Vijay
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Y of formags 1o gey
edlal sizes o g1
s0on, But whajeye:
getter for a sajeg letter js ,

ing personalized salutations, sp

ed, the best attention-
ler thinking about the

out the needs your m:d&:nn _._Em&n

e reader’s interest in a product or service and the
the introductory section. This i also the

uest where you try to build up the _.n.unnmww.

eals Lo convince the reader to agree (o _....os.,‘.‘
de all the details you decide should be used and
etails must be omitted, but all necessary

appeal to the reader’s interest, one of

| used in n_..._n..ncwmsnoa.mn tter.
als that attract prospects: In general, people
ypes of appeals : emotional and rational, For your
dy the positive emotional and rational appeals

r the rupee spent, maintaining .
mily and friends, doing a good job, sa

of a product,
The following poin
desire of the purchas

selling point, ask (i)
distinguishes your
buyers. The answers |
single point around whick
feature of your letter, in the
make it stand out throu
(b) Highlighting Benefi
constitutes the benefits. |
through reference to benef
as follows :

(1) Promise money,
(2) romise personal
(3) Promise economy
(4) Flatter the reader.
(5) Promise their childre
(6) Appeal to a special
hobbies,

(7) Appeal to a perso
responsibility, etc.
(8) Appeal to the sen
cartoon.
(c) Talking about the Pric
product depends on t
the economy and the

Riddhi Vijay
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- take several forms. Samples ang
endlosures in the sales package w“n_uﬁ.
. In addition, the "nzn-. sho u_..ezx

od to win the confidence of the customer jp EE.

.. _Eun sold through the mail simply mur.no..u.

q.._,E.u..n-u..nu _.HE.H_ER dedision w0 buy. On the o..:n.

.—!ﬁnu decision, such as sending naw more
athori ing a call by a sales representative,
e dosing section of the letter should do five things. It

price sound right—perhaps use the word only.
ader to do it soon (before it is forgotten); sometimesa

m.nﬂ o».n.n#anq except for possible Eiun%—
ably one sentence or a short

berween NUCHEM LTD and WEIR WEST
En field of water punfication. NUCHEM
 commissioning some of the biggest and mosts
‘country.

OURPLANT AND PROCESS

"KRISTAL" is being processed by the

carry out extensive quality checks to
KRISTAL', therefore is pure water with

OURQUALITY POLICY

We are committed to produce safe and En_n

B-E.umun health of our customers.

Qohoﬂ cﬂ«:vo:%o::u%%ocq
mind that after all “water is for life.” Any
Eurﬂ_ﬂr

uﬁnz.._h_unn.__ Weir Ltrd.

Riddhi Vijay
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at we have set up India’s largest based Medium Density
ollaboration ﬂa_nr M/S SUNDS DEFIBRATOR, SWEDEN, Oy
; is a wood substitute finding wide range of
e and industry. The unbeatable Eu.nr:unw_ra._ high
mﬁuo_. BnnrpEn»_ and physical properties and excellent

JD MDF makes it a very suitable material to

on and u,nmﬁ._nmn to Ec_.B thar over 10,000 progressive

- an audio-visual technical presentation, if

 attention always.

wﬁu:m& telephonic information se
d nnruc_n information about

view to achieving more business su..w
L woﬁmn_m nmm_mga& with us and p
r mn_.ﬁnn. ﬁm. in turn, will m:ﬁ.. fo)

ond at your convenience 10 woﬁ
A.rnun services are available to

of clients manifold ﬂ:ro_: mav
r look forward to your early re

Riddhi Vijay

20



rters and Claim L

‘Make your claim 2
claim will be se
mco&s: gesture
E.n Lo ensure 92&. .

head of customer re
took and delivered your
from where you bought
address your complaint di
effective strategy if the com

While writing wo:—.‘noﬁm .
you give the company acc
1o investigate the matter

the item/s wnﬂmow,i..ﬁvn
you for your loss of bu

demand as genuine.

es 1o goods, misunderstandings, error in A (5) Close by Stating
30N ?...G within the warranty period . e favourably and fairl
occur even in the most well managed and org \ 0 gr

& : nistd. 8 _ may not be alike

en m_..n_._ wncv_n_:w arise, you p can be negotiated an
Always keep in min
with the other firm, you
remember that
customer.
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Computer I purchased from you vice your
However, 1 have noticed one problem that

ter, I m_.wmnunnw requested for a Matrox
ith a 4 megabyte base board. When I picked
your Mr. Lakshman that computer was

. I, therefore, signed the statement on the
as you can see from the attached copy of the
- how much memory was installed with the

in the past few days, 1 have, ::mc_.ﬂczwﬁ?
only 2 MB of memory. I am terribly upset about
able to complete the project for which 1

puter with higher memory.
ry installed at the earliest. I have already lost
tford to lose any further. I will deliver my
morrow itself and would expect you to deliver back
per configuration. Please get the work done on top

A

W.Mﬂu«cmnm E:—m‘
khla Industrial Area,

ased a Samsung 1.5 ton spli
ema Enterprises vide receipt Ni

working properly till November 2x;

5 ortedly carried out some adjustm
ot face the same problem again.
itched on the machine after two

. o

lonce again contacted your service
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n om the Egmn project a muaonﬂ_u_n .Ewma onz. 3
n of competence and care and build Qaa.%.rﬂ:ﬂ.

Eﬁuﬂoﬂﬁ—. quickly identify the su
_u.-nnn line in their letters.

bject of the

mo you mean by a format of 5
giving vSvn_. ___._-559.-.

nmm letter.
uss the various parts of a busi
hat are the main parts of a

tive?

; g._n_” isa business letter? Give its parts.

plain AIDA formula to write a
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a letter to your prospective
5 3_.:, resume and a cover _n;n...

or broadcast letter. It is a _nEz. every joh
. n_un resume. Few employers seriously
uoa nQoB_umEnm by a cover letter, thus, a
etter needs o be a vital part of your job search
an employer if they don't know what kind
want to do, it tells the employer the type of )
and exactly how you consider to be qualified

‘ment r..uﬁ.ﬂw or you happen to reenter the job

- the focus of your career, a cover letter can

RUL inaoi u_x::. your vn_.moam__s. A good
loyer to think, “I'd like to interview this
: to ggELio know better, It scems like.

Since all job
the same, Remen

Why get it, if you can
Another job hunting cov |
find out about the posi
job seckers will send out
cover letters that we term

approach to job hunting ir
answer advertisements co

occurs. Alternatively,
company you applied to
might have use for you.
Yet another job hunting cover
cover letter. This letter too
displays the name of a
a cover letter as the refe
working, which many e:
In its simplest form, net
resource to finding a new
Referral letters can con
to someone in a me
acquaintance at a mnn (Og
whose organisation omxm
letter is in its name d
potential employ:
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in writing such cover letters, Do
n't even try and say something which did

letter is perhaps the most important part of 4

.H_un product is *You'. As with any other sales
' to motivate a specific action, You want thag
k for an interview. A dynamic cover letter can
an_ interest.

before writing an employment letter—

!E a cover letter. Although there are some
them or place much importance to them. But
ther the employer you are writing to reads and
on aar you must include a letter to be on the safer

! =E.=n.i=.r correct initials. In case, there
risation and ask who the hiring manager is
believe that your effort will be appreciated.
..._.n..wa.. can do for the nu_u_un..u. and not

to rnﬁEm from you.” E.ownFﬁ

it up with a

desire for an
take your specific

summarise the ..385
(6) Allowing typos, mi
your letter. Your leger
Ensure that your noﬂ._
read your letter. Put jt
with a fresh eye.
(7) Rehashing your resume: Yo
the aspects of your resume

posting, the specifics f
possible,

nﬂ:n&w for an interview and follows

*  Major qna:m_..nn._.wﬂ 5

* Points that separal

*  Qualities that every
speak effectively, to-
* Every employer
professionalism.
*  Create your letter or
* Address your _un.nn.
the office to fi .
* Do not mention r
reader knows t
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Riddhi Vijay

The emplo
(1) Solicited

company is

publication that the
When you send a s
qualifications the ¢
However, you also
seekers will have se
applications.

(2) Unsolicited Letter:
to an organisation that

from this letter a judgement will be made aboyt your / { Prospectig e rn_-u

. ..._-rn.. e wiiicn in will ot S cases, your prospecting
letter & . to hire but has not yet

create positions to get
hiring case, jobs are so
In some respects, t
better chance of being
probably be considered

attention.

for which you are amply competent and you Whether you are sen

- 3

erview to discuss this matter. . you should present your
letter that encloses a resume should be | . the opening paragrap
3 : effort is needed becau
‘always mention the enclosure. As far as oy Jetter: howeEn RIS
have the you altitude instead of the me altitude, S0 e
can prove to be of an inmense use fo. L Bnts of Employment Letters
dd expect derive fo benefit from the «!EQ!-! L The employment
of the words 7, me, my and mine is _ (1) Opening: The ¢
the employer.
One way (o atr
your strongest




g paragraph may focus on any one of the

y letter consists of describing your ::magﬂ_ﬁu.

nE_ then showing how well your a_..m._.m

e of a person known to and highly regardeg by
‘to attract some attention,

d company activities, achievements, changes o

.mom to m&: attention,

Al our application letter should also state your
I wﬁw@: um_uu.ﬁnm fora job. It should therefore identify

of their potential benefit to the organisation,
in you and a desire to interview you. If your
mentioned in the opening, do not repeat them.

»m.m.caam Tor 2 Gost job. But ncn..a £
_..nun.m_uwnum:_. and n—um_nams of

.r
o

previous jobs you :
* Gained practical exper
* Adapted to different w

» Administered _E.mﬁ nxwoﬂﬁ
R

* Negotiated major tender

(c) Personal Attitudes, Inte

your ability is not nﬂbnm_.._.

are n_m._._n:.._.: in any of -._#mn
help strengthen yotr ov
Stating that you have all the
enough to convince the
evidence of it.
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‘Manager in the Times of India on Sunday,
ably, I feel my background is well suited to

following areas :

itional Finance. My experience has
 years with computerised systems. 1

(), 2xX%

, Tewari
ector of Personnel
pdew Industries, Inc.

~ will you please review my
..._Hsn_:_m:.sﬂnﬁ..zn trainee programm
 work attitude and personal skills.
— My training for administration consists
administration study at Punjab Universiy
Administration degree I will veceiy
foundation of business knowledg
studied all the  functional fiel
information systeins, finance, accounting
business subjects (communication
production and personnel). I have
enable me (o be productive now. And I |
through practical experience.

As I am seeking my st full-time job

worked hard. My 1st Division avera
cent of the university. I also ;
associations. My efforts were recognised b
and leadership roles given to me. I as
these work habits with me to Raind
—Throughout college, 1 devoted ti
personal skills, As an active membe
Society for the Advancement of Mana
and programme chairperson, I parti
this experience has helped me to
administrative trainees. ,
These highlights and the addition
enclosed resume present my case fo
hope to have an interview to coi
reach me at 201-325-967. 1 cou
convenience (o talk about working
Sincerely yours, .

N.B Prabhu

Endosure
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Memo or memorandum is
employees in  conduai of th
which goes within an i
Memo is a short form of Mey
English is derived from the

meaning “to tell”. Memo or me:

a superior officer or manager w0 k
information of some subject.

({Format of a Memorandum

ns we should take before writing a cover lettery
letter. What are the contents of employment

A memo contains neither any s
mentary close (Yours sincerely).
of a heading subject line and body.
Many organisations have mem
the date, the recipient’s name tk
forms do not exist, memos are
letterhead.
Memos typed on plain paper of
like Memo or Interoffice Corresp
the page or aligned with g
Headings

What you write after the 1
and your organisation’s pra
as Mr., Mrs., Miss, before
your relationship with
organisation. You omit

Riddhi Vijay
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. asnﬂ: A‘;@
t “line" may overflow ¢
when # w &5: but suill informative,

~or third line _un_a.,._, the

.mvr —ﬁuﬂ* itis ﬁuﬂl—% m.-..w._nrmﬂsonn_ Paragrs il
: ut may or may not be indengeq. —...NF
subheadings may all be handled as they are ; i

i, it may be double spaced,
not require a complimentary close ora
| name is already prominent at the top,
mo writer g initial the memo-beside the name typed
g of the memo-or even sign his or her name
if the memo deals with money or confidentia

ed by hand, by the post office (when the recipient

same location as the memo writer), or through

ice mail may require the use of special reusable

have spaces for noting the recipient’s name and

 number; the name of the previous recipient, is

u _.....m.u_!. envelope is used, the words Interoffice
3&1&9 where postage stamp is affixed,

messages or messages of p
.: woﬁ_..o_:—oguaoa. .4._:

Hnnﬂ._._n 1. Routine
Message.

Nikhil Burad

jon to the employee parking lot will be finished

hmudand guck this winterif you had to ?ar::rn_.

__.:E%_.ﬂunm that additional parking
tors and the additional staff needed in all

s nearly here. Just cross your fingers that we
ew more days. g

(2) Negative Memorandum
For negative message 10 ol
humour, if possible. This
also help develop a posi

really bad news, it is inadvisab

and the possible loss of
Every memos random has
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and make students clean up after themse]
eats off the finish; coffee n_a...unorq

-ola in the classrooms, The em :
little creatures who are not _W”w.ﬂnwnﬁ”_p_““

st Memorandums

times it is helpful or even necessary to send memorandums that
attempt to sell others on a certain plan or idea. These memorandums,
as persuasive requests,

age can usually be most effective following this pattern;
tages o the firm or individual for whom it js
would be the interest— desire buildup, explaining
tages of the plan. It should be as brief as possible,
memorandum — the persuasive request should

at a :
) me um, a persuasive request to get employees to

PR

spaople Don't Read

The chief advantages of g
(1) The memorandum |
communication that almosg iy
and nothing more. i
(2) The ._ungu..-uani.mu .
memo give ready reference
free for the message. Although
written in pen or pencil,
(3) The memorandum is inexy
generally circulated within an o

immediately. At times, however, memo
in person or by telephone can be

/ It is a hard fact. People dow’t read..
all your talent and hard work, your
If it is important make it short, w
three, four, pages, it tends to get
tomorrow or tomorrow” stack, Af
remove any unnecessary words,
reread it. The message is clearer? N
will understand it.
The French intellectual, Blaise Pz
and religious writer, wrote to a frien
usual because I lack the lime to make it sh

as those for writing letters.
similar. Some memorandums as

Riddhi Vijay
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e in the
work information, and gy
iminary explanations, justificatioy, o..
tters also are direct, but an eyen :

i

Breater

Ve less

e effect of their words. That is, Sn:"_b:@&. ,

our viewpoint, or such usually are noy major
at the people working together in busire. 3

and expect clear, straight forward
>rsonally involved in the message; so there

B T T T T T PP

about their sensitivity to the wording,

: ,. m part of intra-departmental noﬁaclm.n.mng.
es are transmitted (o the members of an

business organisation.
Define format.

M Very Short Questions with their Answers
What do you mean by memos? .
Memos are those business documents

Format means the parts of a docu

t Answer Type Questions

1 M.n.bmu__moasnﬂinﬂ_.bw on Wednesday,
m product.

What is a memorandum? How
Discuss the different parts of a mem
i ‘Write short note on “Memo.’

”
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Business R‘e‘:@“ rt

As the business environment grows in its complexity, the importance of
skillful communication becomes essential in the pursuit of organisational
goals. In addition to the need to devebp'adequate skills, it be ']'
necessary to effectively communicate to others the result of your studies.

It is of little use to formulate solutions to business problems without
transmitting this information to others involved in organisation. The
importance of effectively communicating the results of your studies
cannot therefore, be overemphasised. Good report writing calls for
professionalism, profound knowledge of the subject, attentiveness, and a
sound ability to put your ideas, thoughts and findings in writing. By and
large, audience for business reports will consent of upper level
managers, you are, therefore, required to keep the audience need in
consideration while forming your report.

The term report is used in different senses. Some define reports @
include almost any presentation of information; others limit reports o
only the most formal presentations. A report can be descrilnd as a
statement prepared to present facts relating to planning, M
performance, and the general state of work in an organisation. Itis thus
a summary of managerial performance.
In the words of Lesikar, /A business report is an " “.." g
communication of factual information that serves @ business purpose.

o

1

Reports communicate information which has been
3'_'3.°iﬂs'deep into an issue. Repo s i COVe

~ Or issue, a report usu

1 Riddhi Vijay
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“audiences. It is therefore, critical that you carefully identify the

communicate with others to successfully accomplish your

need to prepare written reports - hence always keep the

should also be well-wntten, clearly structured and exp e 'se ]
holds reader’s attention and meet their expectations.
tanglble product of hours of hard labour and work and l'.h'
Jeﬁbrt put in becomes apparent from the report producec
content and organisation.
Most business decisions involve the cooperation and interaction of
individuals. They strive in unison to realise mutual goals. You
therefore, should be to facilitate these efforts. Without commu
ideas and thoughts properly, it would be impossible to identify
objectives and purposes necessary for successful operations.

Often business reports are intended for a wide variety of ¢

audience for your report, otherwise it is likely that your report
misdirected and less effective. You need to consider what your
already know and what they need to know to make logical and unifc
decisions.

Whether you are an accountant, a marketing manager, a p
engineer, a stores manager or a sales represenmtive,'ydu wil

Generally, speaking, the larger the organisation, the greater w ]

audience in mind.

es :f‘iReport

x m. huiﬁ-n. il De

' Wuhlle working in an organisation, you may be required to gi
g W«n o mea{mlmber of issues. You think of an issue and a report once
m‘uﬂ i TS R gggt&gsneratedhﬂere are a few of them:
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i “'l ;ow s
¥ 'whlch you present inaw

L. into diferent types.
W 4. Characteristics of a Report
The characteristics of a report are as follows : .
(1) Orderly: A report is prepared carefully 10
preparation distinguishes report from ca
(2) Objective: The ob_]ecuvg.qua.l;l_ a
Reports seek truth. They avoid human bias.
(3) Communication: The word commumcnmn" hasa |
It covers all means of transmitti ge-
etc.
(4) Factual Information: The basic mgredlem of a
information. Factual information is based on even
the like.

(5) Business Purpose: Not all reports are business r i
scientists, medical doctors, ministers, students and many othes

them according to their need. To be classified as
report must serve a business purpose.

Therefore, according to. Malra Treece, “an effec
orderly, objective presentation of factu _mfel‘ma‘..‘
analysis, interpretation and reco :
some business purpose, usually t

3 Riddhi Vijay



dynamics and how best changes can be exploited to the benefit of the
firm.

(3) Information on planning: Reports are prepared to help the Process
of planning in an organisation. |

(4) Information for controlling: In order to exercise control, informatioy,
is to be collected about performance and is to be sent “upwards.” Thig js
also a basic objective of reports.

(5) Help in co-ordinating: The act of co-ordinating is best performed
with the help of reports.

(6) Contact: Another objective of reports is the desire and necessity of
being in touch with the customers, shareholders, creditors and the
government.

M 6. Business Reports

Business reports are an essential part of communication process in the
Business environment. Business report writing standards grow in
complexity to meet the needs of rapidly developing environment
Whether you are writing a financial, statistical or an audit report, you
have to determine the scope of your research and isolate the problem 1o
collect relevant data.

Business report writing starts with the executive summary that is written
in a non technical manner. You should keep the audience needs in mind
since the typical audience for business reports generally have little or no
technical knowledge. Be careful with findings and interpretation of the
results since your conclusions and future research suggestions are based
on this. Therefore, according to Malra Treece ‘An effective business
report is an orderly, objective presentation of factual information with or

without analysis, interpretation and recommendations which is planedio

serve some business purpose, usually that of making a decision.

W 6.1 Types of Business Reports

Main types of business reports are as under:

(1) Informational Report: I provides factual information about a work
It does not give any suggestions,

(2) A.mlylicnl Report: This kind of report presents facts and fig!
relating to the subject under study,

(8) Research Report: These Feports carry the results of research.

(4) Informal ePort: These reports are written in an informal mandet onet
and presented in the form of aletter or memo, :

4 Riddhi Vijay



are of two t.ypes-

(i) Stamlaory Report,
procedure laid down By a -
(ii) Non-statutory Report. Thmugh forr
baclung ;
(6) Routine Report:
relating to business.
(7) Special Report:
occasion.

Jualities of a Good Business Report

All good business reports have these qualities:
(1) Accuracy: A good business rep_q‘_r.i_.- mus|

is correct. To ensure accuracy (a) check
distortion, (c) describe th_t__:-.events;,i"n concre

ewdence for your conclusnons.

(2) Achievement of Objectives: Report is prep
objective.
(3) Unhlased and Ob]ecuve. _Conduslons

Riddhi Vijay



y is thekey of a good report. Only |
being brief

'you make demslons about the content, the peeds of your
be your main concern and you should exercise your b
trying to meet those needs,
(9) Friendly Format, Style and Organisation: Another qu ‘
-_i_egport;i‘s;that,i_ts format, style and organisation should re
needs. In making decision about the format, style and o
~ report format. |
Fo - example, an audJ.t report (one that verifies an accoun
‘of a firm’s financial records) must contain a lot of numb

form of a table. A report from the corporate legal depa;
‘company’s privileges would contain many legal terms.
(10) Relevant to Time: Monthly, quarterly, annual

6 Riddhi Vijay



O EE .!'!3‘7' FilasTy =

locument should not be - forgotten.
Your report needs a guodforhla
the following categories.

Title Section

In a short report this may simply be

Summary
Give a clear and very concise account of the n
conclusions and main recommendations. Keep

especially senior managers may not read an
a stand alone document. Do kept it brief and fi
anyone can understand and get the main idea. W

end when you have written other sections of the r

A

Introduction
This is the first part of the report. Use it to
the ‘issue’ and to motivate the reader why the
them. You may include ‘terms of reference’, it
already given in the title page.

! Riddhi Vijay
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tion. gllows you to make recommendations based on
ur report. The recommendations could be for:

o Change

S flmp,rovement

* New Ideas

the report.

~ Conclusion

“Present-:the logical conclusions of iyour investigation of l;hetis

how t.he unplememauon of your 1deas and recomme

_ improve service, productivity and performance. Give your :
- the outcomes and your evaluation of the benefits.

Appendices allow you to add supporting information to y

can auach spread sheets forms, quesuonnalre tables

Riddhi Vijay
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Short Report

- Check font size !:yf col ul
* The impact of 'your report w
it careﬁ.ully The ‘look” w

* Use bullet points to create interes
specific points. e
Readers of the report expectcer-m’in'-ihfo'
good business report s‘hould'.d:oju,s_t.that,-

A short report is concise, accurate and unhiased- :

on supportive evidence to help readers make an.

Short reports do not need detailed introductions, numero
abundant visuals, elaborate headings, mvolved p

subdivisions and excessive formality. Short rep
used in business communication; some are even sent via

Sho

1 Characteristics of a Short Report

routin€ mformauon repo

tics of a short report:

The following are the main characteris .
presented in a letter

(1) Letter or Memo: The short report is

form.
(2) Most Common:

business. These are | veryday working repot
rﬁng all that is viw

rt reports are presented in a letter or ! memormdum form.

Shor report forms are by far the mﬂﬂ
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Personal: Although writing for all reports is much
na ' reports tend to be more personal. That is, short reports ¢
y: wwsepmoul pronouns /, we, and you rather than only
“The reasons for this tendency towards personal writing in_she
should be obvious. In the first place, short-report situatio
involve personal relationships. Such reports tend to be fr
people who know each other and who normally address
informally when they meet. In addition short reports are
personal investigations and to represent the observatior
and analyses of their writers. Finally, short reports tend to
day-to-day, routine problems. These problems are by their ver
informal. It is logical to report them informally and persor
tends to produce this informal effect. T

ation or Planning of a Short Report

‘The organisation of a short informal report consists of the

(1) For brief external reports, use letter format, inch
subject line after the reader’s address that clear
| of the document.
- (2) For briefinternal reports, use memo or manuscript for

10 Riddhi Vijay



(1) Um dm order for
developing ideas a
geographically, categorically).
Use direct order for analyuml reports to
developing points around conclusions or reco
Use indirect order for analytical reports to
readers, developing points around logical ar ume:
Use an appropriate writing style: _
(a) Use an informal style (“/” and 'lﬁw)ﬁfm
reports, unless company custom ta!k-fm- .
third person. 0
(b) Use an impersonal style for more fbrlﬁai
manuscript format.
Maintain a consistent time frame bywmmgm ‘
or the past tense, using other tenses only to indicat
events.
(6) Give each paragraph a topic sentence.
(7) Link paragraphs by using transitional words and phra
(8) Strive for readability by using short sentences, con
terminology that is appropriate for your readers. oy
(9) Be accurate, thorough and impartial in presenting n
(10) Avoid including irrelevant and unnecessary details.
(11) Include documentation for all material quoted or p
from secondary sources, using a consistent format.
D. Ending
(1) In mformaunml
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| — Specimen of a Short Report
The following is the specimen of a short report wriue.n by the Reglona]
Manager of a company to the General Manager, after inspecting the site
where an accident had occurred.

MEMORANDUM

To Mr. Rajesh Sharma (General Manager)
From : S.K. Gupta (Regional Manager)

Date : 25th February, 2xxx

Subject : Fire at Hissar Office Warehouse.

On 22nd February 2xxx, at approximately 1.15 p.m. there was a fire at the Hissar Office
warehouse, resulting in loss of company’s property worth Rs. 2.08 crore.
We got the information iry the Delhi office by telex at 2.10 p.m., the same day. I proceeded to
Hissar by train that afternoon and was there on the same evening.
Company’s instructionss Flouted
While it is difficult tc, ascertain the cause of the fire, my inquiries revealed that many of the
company’s standing, instructions had been flouted. For example:
() Smoking is strictly prohibited in the warehouse but this rule is never followed.
(11) During; lunch hour, it is common practice to switch on an electric stove to heat food.
(1)  Visitcrs/dealers are often allowed to enter the warehouse and they can even smoke if
the'; wish.
(iv) Thiere were four fire-extinguishers in the warehouse, besides the eight in the office,
Fut not a single fire-extinguisher was in proper working condition. Fire-extinguishers

must be ‘charged’ every year, but in the case of Hissar Office these had not been
‘charged’ for nearly four years.

Extent of Damage

N.o member of the staff was hurt but the total damage to the company’s stock-in-trade amounts
to Rs. 2.08 crore,

Explanation Asked For

L have called for a written explanation from the Branch Manager and the storekeeper, which I
expect to get by tomorrow, Action will be taken after I receive their explanations.
Instructions Given

Meanwhile, I have issued the following instructions :

(a) The present storekeeper, Mr. Jai Prakash, has been transferred to Accounts and his place is
taken by Mr. Ram Singh, who was handling customer led gers.
(b) A "NO ADMISSION' sign has been fixed at the entrance to the warehouse.

(c) Paper work connected with the warehouse shall be done outside, somewhere in the main
ofﬁce. ) ! 5 .Ii

(d) All the fire-extinguishers should be charged” immediately,

-
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report gives the details of the'.prenilnes rmmended th
well as the disadvantages.

MEMORANDUM
JAIN CLOTH MILL
16, Gopi Tower, Model Town, Ludhiana

Mr. T. C. Verma (Managing Director)
D. K. Sharma (Office Manager)
! 7 June, 2xxx
0 ﬁ*.ct Repon on suitable premises for shifting the office of the company.
| Recommendation : That Jain Cloth Mill should purchase Ankur Building in Civil Lines.
| Assuggested in your letter of 4 May 2xxx, I inspected a number of buildings in Ludhiana. After careful |
| consideration, I recommend Ankur Building, which is situated in Civil Lines. ‘
“The building consists of rwo storeys, and has 15 rooms in all. The rooms are fairly large (30 x 20), well
. .i Iit and airy.
| The toilex facilities for both men and women are adequate. There are also ‘watchmen’s quarters

comprising two rooms each.
' The only disadvantage that I visualize is that there is not much open space around the building and the

| p-hagspammzybemdequaeforallthecmmdmoters But for the junior office staff, thereisa

| bus stop two hundred yards awa o
| | have started preliminary negociztions with the owner, Mr. Arun Malhotra. He is likely to accept an

- | offer of Rs. 20 lakhs. oo L P
- | Jai Prakash Assodiates, our architects, have examined the building in detail. It is in sound
‘-'_ ' I condition and needs no major repairs.
R |

IR

W 8. Long Report

i3
il

A long report is a formal report, It is that report which includes more
detail, more information, more visuals and more supplementary forms
of support. A formal or a long report involves greater length and depth
of discussion of more complex problems. Some long reports extend from
a few pages «© several hundred—even into several volumes of

demand more preliminary collecting, sorting,
cqfl ,f"mdcmﬂ'onofvimahummu
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(1) Fi r top beﬁne the Problem or
'Make a Statement of the Purpose

Certainly, the first step in preparing a report s to define th ]
Many reports are written not to solve a problem but to set ¢
1deas If your report is of this nature, make a statement of the

the reporl; should be perunent to this anm)unced problem or pu
Jou do _your research, you may constantly need to ask yourself,
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® Chronological Order: This type of report is the easiest 1o organise

in the order of occurrence,
- Wi(‘:ﬂ Order: Geographial order reports state matters by
areas or regions, such as showing activities of various branches of 2
firm. As much as possible, all matters reported from each area
should be given in similar order making them easier to find and
compare.
(4) Fourth Step: Identify Your Readers and Write to their Level
Decide how much detail you must include to serve your readers properly.
(5) Fifth Step: As You Work, Check and Change Your Outline
Now, take 2 good look at your outline. Have you kept your reader or
readers in mind so that the report will be understood from the viewpoint
of your audience?
Use numbers and/or letters to label parts of the outline. These symbols
show the relation of parts of a report to each other and show when you
have covered one section or sub-section and are going into another.
Preparing a report outline may seem (o be a tedious, unnecessary step.
However, having an outline to follow simplifies your writing.
(6) Sixtr: Step: As You Work, Label Your Research Papers
Label your research cards and notes with tag lines that match major
- headings in your outline. Then stack cards and notes aa:ordmg to their
. corresponding position in your outline. At this point, you will probably
add or delete some headings or sub-headings in your outline to follow
your research discoveries.
(7) Seventh Step: Make a Rough Drat of the Report
referring to your outline and your research papers, start (o write

Now,

your report. ; S : ,,

- In making your report, ncvqmbnmd\cﬁmdnﬁ s a final copy. Always
e 3 TOBER of the entire report. Harry Shaw is an
R £ ] i anally known editor and author who states, “There is no such thing

\

fing :

but is of course not appropriate to all sudies, Matsers are related

= - 4
* T ) S plth - Y
) L
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(3) A inthPStep'--comlee and Complete Report
kG .A‘!'ter carefully Pmof-rcadmg and correcung the body of

: 'and S0 fort.h
me the proper authont:es, specnﬁc mstrucuons can be'
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it has been said, is not.

what, to whom, how, and with ivhni"_éﬂ"eci:

11 f clear thinking.
A system of communication developed and mamtzme&
mployees informed. Management can build at

A df gies ) B8

RS -+ SETEt BT .a.lgk.t
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F Business Reports
225
F

An exmaple of Documentation and Bibliography

|
|

Documentation and Bibliography

Books

—e

Burton, Helen. The City Fights Back. New York: Citadel Press, 1996.

Caperton, Hudson D. The Business of Government. Boston: Sherman-Kaufman
Company, 1973.

Kiernan, Gladys M. Retailers Manual of Taxes and Regulation. 12th ed. New York:
Institute of Distribution, Inc., 1997
Government Publications

U.S. Department of Commerce. Business Stalistics: 1990. Washington, D.C.: U.S.
Government Printing Office, 1996.

Survey of Current Business: 1997 Supplement, Washington, D.C.: U.S. Government Printing|
Office, 1997.
Periodicals

Montgomery,
1997). 141-49.

Phillips, Emily F. “Some Studies Needed in Marketing.” Journal of Marketing 9 (July 1980).
16-25. . “Major Areas of Marketing Research.” Journal of Marketing 18 (July 1998),

21-26.

Miscellaneous Publications

Bradford, Ernest S. Directory
Bureau of Business Research, College of the
Stores. New York: Institute of Distribution, Inc., 1997,

Donald E. “Consumer Standards and Marketing.” Journal of Distribution (May

of Marketing Research Agencies in the United States. New York:
City of New York, 1996.

Reference Sources on Chain
Trade Center in Louisiana, 1901 to 1990. Louisiana Bulletin no. 234,

Smith, Lynn T. Farm
1998.

Baton Rouge: Louisiana State University,

Continued ...
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“Between t.hc lmﬁe.!, 48,
“Blind Men and the E
Body language, 5
Bowman, Joel, 4
“Brain drain,” 10-11
ig (see Sales letters) Brusaw, Charles T. and othe
g style spiral, 166-67 Buffer, negative, 136
A" lewter, Bulletin of the Association for E
Am&mm Communication Bulletin, 206, 223 Communication, 4
Anger, 53 Bullwinkle, 141
| Announcements, 116-17 Business communica
| Answers, prompt, 30, 50-51 appearance, attractiy
Appmdlx, 377-89 'prcstige courses, 4
ypreciation letters, 320-21 uses, 11-12
‘f’-“’m there job enough for all?” 267 why study, 1
Arguments, 244 Business reports:
Arnngmnent of ldeas, 66 advantage
Assodial ‘to employee, 385-36
student, 335-36
compiling, 361-67 :
encyclopcdl.as. 389
footnotes, 258-61
Graphncs. 358-60

o\ =2
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number of separate eleem
(introduction, body, and final

the text. Various prefatory and suppleme

title page, table of contents, appendices ¢
needed, depending on the length and form

| Very Short Questions with their Answers

What is a report?
It is a statement prepared to present facts relating to |

performance and general state of work in an orgamsadan.&%

managerial performance.

What is a business report?

Abusmeas report is an orderly and o@emvw
=5 a business purpose.

mm ﬂ:eqnalihesoingoodhudmnpon?

All good business reports have these qualities:

Accuracy: The information must be correct.
g; Good;:,:gmmt: The content. shows good judgement.

Y
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>

the features and benefits of th
the need of bro‘chure ﬂts in;

a great extent to the prospecuve cuﬁmmer_';

in the drumming into the heads of 'j;h cusj; rq.c;"

especially made for them. Therefore, i

'that the reader can ea.ﬂly_ clates

_m‘l ",'!?‘—’-ll";-' bl )

sl o
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better to thnmaure
older: They are excellent tools of organisation and are |
have one or many flaps to hold the pieces inside

pieces are called inserts. 4
(6) Flyers: They are usually smaller in size, printed in few colours to k
costs down. They are ideal for promotions or campaign. -

(7) Catalogues: They come in various sizes and formats, M

minimum of 8 pages.
(8) Pamphlet: It is a small book consisting of few sheets of printed p:

usually one or more pages that are stiched together with an unl

paper cover.

(9) Leaflet: The term can be used as a synonym of ‘pamphlet’ or ff o ¥

(10) Booklet: The term ‘booklet” usually implies more than one page.

; and Ohjochvu of Brochures

All brochures not work equally well in every situation. You want to have
the kind of brochure that will work for the purpose for whlchyur ant o

use it.
(1) Support brochures: Though not very common today but yo
still see around. Traditionally it was used by salesperson

presentations, to allow presentation viewers to follow along witl

salesperson as he/she is speaking.

(2) Direct Mailing brochures: If you design a brochure in g
_for sending it to customers through snail mail, then it is a
'brod;urc. This is one of the most effective marketing mﬂ

i it
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Notice, Agenda and Minutes of Meetillg

W 1. Meotings
Meaning and Definition: A ‘meeting’ is said to take place when two or
more than two persons meet. For a meeting to take place, it is essential
that two or more than two persons are present because a meeting implies
that one person meets another person or persons; but it does not really
define the ‘meeting’ of a company. A get-together of two or more than
two persons does not necessarily constitute a ‘meeting’. A ‘meeting’ may
be defined as the gathering together of two or more persons by previous
notice or by mutual agreement for discussion and transaction of some
business.
In the context of a ‘company meeting’, a ‘meeting’ is a get-together of
the company’s members, shareholders, directors and debenture-holders
with a previous notice and a time and place previously defined.
The definitions of a ‘meetings’ are as follows.
‘Any gathering, assembly or coming together of two or more persons for the
transaction of some lawful business of common concern is called ‘meeting”. — PEK.
Ghosh
A concurrence or coming together of atleast g quorum of members by previous
notice or mutual agreement for transacting business for a common intevest is a
‘meeting”. K. Kishore.
From what has been said above, it can be concluded that a meeting is the
coming together of two or more persons, or a quorum of members of a

company by a prior notice and mutual agreement at an agreed place and
tme for transacting some lawful business of the company.

W 1.1 Characteristics of a Company Meeting

From the above definitions, the following characteristics of a meeting are
highlighted: :
(1) A company’s meeting—except where it is otherwise specifi

a get-together of two or more persons who are members
company.

Riddhi Vijay
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g 1s h
Companies Act. R

S

eetings Documentation ] T

The business at a meeting is said to have been
members of the organisation or body concerned, whet
were present, are bound by the decision made threat.
bound unless the meeting is validly held. Theessen’hal
are that the meeting should be: '
(i) Properly convend i.e. a proper notice must.
authority to every person entitled to attend.
(ii) Properly constituted i.e. the proper person mu ‘
the rules as to quoram must be obser ed
governing the meeting must be complied with.

(iii) Properly conducted i.e. the chairman mus
proceeding in accordance with the low relati
meetings as per the companies Act.

Despite the underbld advantages of face-to-

imeetings are lime consuming and, thus expensive. .
documents which prepare and inform people beforeha
dicussion adn explanation at -th¢ meeting.

All documents must be drafied and circulated i
‘rules’, otherwise the meeting could alic
documents which we need to be able to pr

e e e

g r,!]" 4_‘—-:;‘2.‘ . "T,H‘a:u; -'" ] m"l!l}![rﬁ

¢
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Persons entitled to Notice

Notice of the meeting shall be given:
(i) to every member of the company.

(1) to the person entitled to a share in consequence of the death of ot
insolvency of a member.

(i) to auditor or auditors.

Requirements of a Notice

(1) Duration of Notice: A general meeting of a company may be called
by giving not less than twenty-one days’ notice in writing. Such notice is
necessary whether it is the company’s annual general or ijts
extraordinary general meeting. The duration of notice, i.e. twenty-one
days, shall not include the day when the notice is received by the
members (or when it deemed to be received) and the day the meeting is
to be held.

Where the notice is sent by post, it shall be deemed to have been
received by the members to whom it is sent on the expiry of forty eight
hours after it has been posted.

In the following circumstance, a meeting may be called by giving a
notice which is of shorter duration:

(1) In case of an annual general meeting, if consent is accorded to
such shorter notice by all members of the company who are
entitled to vote,

(i) In case of any other meeting, if consent is accorded to such notice
by members holding 95 per cent of the paid-up share capital of
the company (and having the right to vote) if the company has
share capital, or in case ofa company not having a share-capital, ;
by members holding not less than 95 per cent of the total voting i
power exercisable at the meeting. ﬁ

(2) Procedure to Send Notice: A notice may either be delivered in
person or sent to the members’ registered address. If a member has no
registered address in India, the notice must be sent to the address he has
given to the company for communication, In case any member has
requested the company to send him such notice under certificate of
posting or by registered post and has deposited the necessary amount
with the company to do so, the company shall send the notice according
to the member’s instructions,

In case the company does not have the registered addresses of some of
its member, it can fulfill its obligation of serving a notice on such
members by giving an advertisement in a newspaper which has a m |

oath )

drculation in the region where the company's head office is sit

Riddhi Vijay
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With such advertisement in the -
‘the newspaper the not Ny e
to have been served on all jts Tein Pper the notice would be deem,

In the case of joint holders of the company’s shares, a notice served
E per.son whose name appears first as a joint holder in theoompant'o
, register of members shall be deemed to be an adequate notice 5

Itis .importanl; to note that no fresh notice is required in the case of
meeting that has been adjourned because, from the legal point of 'vie:
| -such meeting is deemed to be a continuation of the original meeting. Bu;
| if the meeting is adjourned indefi nitely or if some other business besides
what was left unfinished in the original meeting is to be transacted in the
reconvened meeting, then a notice for such meeting must be served in
the same manner as it would be for a new meeting. It is also to be noted
that if, for any valid reason, it is not possible to hold the meeting at the
appointed place, the meeting may be held at any other place provided

the members agree to it, and any business transacted in such meeting
would be valid.

(3) Subject-matter of Notice: Every notice issued for a meeting of the

company must clearly state the date, day, place and time of the meeting;

it must also give a description of the business to be transacted at the

meeting. The agenda of a meeting is sent to the members participating

in it so that before they attend the meeting they can deliberate on the

subject matter to be dealt with in the meeting and decide their course of
action, In case some special business is to be transacted by the meeting,

then an ‘explanatory statement’ with regard to the important facts

concerning such business must be attached with the notice. Further, in

case any director or manager of the company has any personal interest in

the business to be transacted , it should be described in the notice. In the
hotice of a meeting of a company having share-capital, it should be stated
that the member is entitled to nominate a proxy ( in case it 1s per.mitted
by the provisions of the Act and the company’s articles) and that the
ey - sminated need novn ecessarily be a mcrjber of the company. Th;.
1 notice for a meeting must be served to every member of the company.

i i ropriate notice, he is entitled to
any member is not given an appropr

. 5 ut, 1 the decisions taken in
~e the legality of the meeting. But, in case
challches i y affect the interests of the member who has

q o do not advel'sel W
the meetng eeting shall be deemed to be valid.

not been given notice, the m
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rticles may also state that the meeung of the com
ctors shall be held once a month or after anr
In such case, it is not necessary to send an
nding such provision, a notice is normally sent t
y meehguf the Board.

' If _deﬁuh*;g. made--m-sendmg S'uch' notice, every offic
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Then follow the special items of business derived from (a) 1o (¢) aboye
and numbered 4, 5, 6, and so on. The final items on the agenda are;
Correspondence (optional). |
Date of next meeting.
Any other business (AOB).
The roder in which special items ae listed on the agen is important,
Urgent matters must obviously appear early. The postion of controversial
items, where long discussion is likely, need more thought!
Itis useless to overload an agenda with more items than be covered in the
time available. Either the members, in an attempt complete the business,
may make hasty or unwise decisions, or they continue the meeting so
long that tiredness and frustration lead to same result. Much better to be
realistic and hold matters over to the next meeting.
Members need to be sufficiently informed beforehand to be able to
prepare for the discussion by thinking, forming and seeing opinions or
collecting information. If they have done this the duscuss and decision
taking at the meeting will be speeded up so it is important for the agenda
to amplify headings sufficiently. Sometimes supplementary documents,
agenda papers, are needed.
An agenda is sometimes combined with the notice of meeting, whihc is
both economical and ensures that people do have the opportunity to
consider the business prior to the meeting.
Finally, an AGM agenda has its own series of standard items which have
to be included. The most common are given below:

Annual General Meeting - Agenda Items

A limited Liability Company A Club or Society
Directors' Report Chairman's and Secretaries Report
Annual Accounts Annual Accounts
Auditor’s Reports Auditor's Report
Appointment of Auditors Appoinunent of Auditors
Remuneration of Auditors
Declaration of Dividend Subscriptions
Election of Directors Election of Officers and Committee
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Business C,
Designing an agenda 8

Traders Limited _

Bharat Committee Meeting to be held on Friday, 10 May, at “001& |

Committee Room A.

AGENDA
Skeleton A_senda More Informative Agenda

1. Apologies for absence 1. Apologies for absence =
2. Minutes of previous meeting 2. Minutes of meeting held on 12 March 19.
3. Matteré,.arising 3. Matters arising
4. Paish contract 4. Paish Contract

The meeting must agree on a completion
date.

Proposed extension

Decision to be made on Maintenance
Workshop location (Area A or Area B o ,
attached plan, Agenda Paper 1.)

6. Improving company communication 6. Improving Company Communication

. It has been proposed that a series of |
regular briefing meetings chaired by a
director and attended by representatives
from each department should be

] |

5. Proposed extension

considered.
7. Date of next meeting 7. Date of next meeting
8. Any other business 8. Any other business

N 31 Agenda Papers

These are any documents sent out with the agenda to supplement its
information. They could be statstics, like copies of the balance-sheet, or
copies of correspondence. Com plicated reports, if given orally durihg the
meeting, are difficult to absorb and are more usefully sent out in advance;
so are diagrams, the plan of the Proposed extension or whatever. Agenda

papers should be clearly labelled and cross-referenced to the relevant
agenda item.

B 4. Minutes of Meeting

granted, however obvious it m ight seem, This record can also be used 0
inform _o.:hc-rs vfuho Were not at the meeting of what took. place. Such &
record may be in the form of notes, a report or minutes, |
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Minutes are always used for formal meetings and may be lega lly required
(for example, at directors’ meetings). They, like less formal records, are
the basis for action by the organisation and its members, Si,nme they
record past decisions and activities, they also provide prenndenﬁ:md a
basis for evolving future policy.

Contents

(i) Heading. The name of the body which held the meeting (this is not
needed in a bound minute book, of course): kind of meeting, place

) of meeting, date (and ,optional, time) of meeting

(i) Names of those present. Alphabetical order is the least invidious,
but as a courtesy the chairman’s name comes first. If the meeting is
very large, record the names of officers and committee members,
and then the numbers present. Those ‘in attendance’, i.e. present
by invitation, should be listed separately.

(iii) Apologies. Record names only, not reasons.

{(iv) Minutes of previous meeting. Minutes are usually ‘taken as read’.
having been circulated previously. (It is time-consuming to read
then aloud.) They have to be approved as a correct record by the
meeting before the chairman signs the copy in the minutes book. If
corrections are necessary, they should be made formally by a
motion.

TRADERS LIMITED

Minutes of the Bharat Committee meeting held at 1400 hours on Firday
10 May, 19-- in Committee Room A.
Present: Mr, Rahul ~ Managing Director (Chairman)

Mr. Rohit  Production Manager

Mr. Nikhil  Maintenance Manager

Mr. Yogesh Sales Manager

Mr. Namit  Research & Development Manager

Mr. Lokesh Personnel Manager

Mr. N.Yaday Union Organiser, in attendarice

1. Apologies for absence ACTION
An apology was received from J.Smith.
2. Minutes

The minutes of the meeting held on 12 March were taken as
read, approved as a correct record and signed by the Chairman.

8! natscraarisin
It was confirmed that final planning approval for the extension
had been received,

35
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4.

Paish Contract | ! il
The Sales Manager reported that unless the contr::jcatncm; Loe
Cbmplé'téd by the end of the month there was ?h tg:::hm
Paish PLC would not offer a renewal of c:cmtraq:i wnit-l (:u[his daz
penalty clause. The Production Manager said tha i e
could not be met without excessive overtime working.

cost could be Rs. 85,000. -
It was agreed that the Sales Manager should visit Paish 'l:lLC and
seek their agreement to a completion date in mi jumi.
Meanwhile overtime working at the rate of Rs. 4,500 per wee
would begin immediately.
(v) Matters arising. Only minor itcms. .shou
heading. Any important ‘matters arising’

meeting will have its own heading on the agenda and hence its owg

separate record in the minutes.

(vi) Special items. The recording of these items is described by two
technical terms, minutes of resolution and minutes of narration,
Minutes of resolution are the essential content of minutes.
are the record of decisions taken and resolutions passed. They are

usually introduced thus:
It was therefore resolved
THAT....or
RESOLVED

But decisions are not taken in a vacuum., They have a context of
events, facts and opinions. Minutes of narration are that part of the

record which describes the circumstances in

taken. In the following example the narration, typically, precedes

the resolution:

The Secretary reported several recent instances of the

difficulties arising from shared
reminded members that similar
experienced for the past two years.

It was therefore resolved
THAT a sub-committee be formed,

tnvestigate alternatiye premises for the club.
(vii) Correspondence. This is an optional item which does not appear

on all agendas and, therefore, not in all m

secretaries sensibly take the view that correspondence should be
refated to particular items of business, rather than have all leuers
‘miscellaneously Put together under this general heading.

36
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Id appear under this
topic from a previoys

which the decision was

club premises and
problems had been

chaired by Mr. Tuli, to

inutes. Many meetings
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d. 'iﬂﬁras-.-quemg

(viii)

(ix)

(%)

Taking notes for minutes

e -head'i‘ng |is used, the minutes will
The Secretary reported that the following letters
received: vt
mqemmm’n and the Se‘cretafi' was asked to ob
estimates and report back to the meeting.

Letter No. 1235 A letter of resignation from Mr. Kumar was
accepted and the Secretary was requested to acknowledge it.
Date of next meeting. It is very sensible for members ;o_éhopsez-.the
date convenient to the greatest number when they are all present

to agree on it.

Any other business. This open end to the agend
the chance, if time allows, to settle minor detail
matters arising since the agenda was compiled. If no

raised, the topic is omitted from the minutes. any dis
and minute numbers.

a gives members
s and to discuss
such items are
cussion will be

given separate headings
Action column. This is simply a wide right-hand margin to the
minutes in which the names of those asked to do something are
noted, opposite to the relevant minute. It is a very useful visual
prompt to ensure that those concerned read the relevant minute.

(a)

»
£ (b)

(©)

(e)

®
(8)

(h)

(1)

Summarise as you record what is being said. Leave out any

irrelevant discussion.
Keep your notes as short as pos

read them later!
Use your copy of the agenda as the framework.

Record the names of persons speaking. They are usually omitted
from the minute but make a useful reference point.

a careful record of those present, possibly either by passing

sible-but you will need to be able to

Make
round a sheet for signature or recording numbers present.
Distinguish between items under AOB.

o that essential notes

Use a device such as capitals or underlining s

and records of decisions stand out.

Make a careful record of essential detail, dates, numbers, amounts,
of those receiving instructions (to be put

uantities and the names
in the ACTION column).
If a vote is taken, make sure you note the numbers for the minute
thus: _ | | ..
RESOVED by x notes in favour, y against, with 2 abstention,
THAT...
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Business Communieng. o
Y242 : ica

B 4.1 Writing Minutes
i Style

Formal minut :
someone not present at the metin

They must be factual and written
orderly, and itis often necessary U .
so as to produce a logical account w1 '
Look back through the minutes book and n}-'atch your styl‘e with that of
the previous minutes so as o g-ive consistent GCE.th-lng_ Use the
precedent of earlier minutes to decide how much detail is needed and
whether or not to include, for example, the names of proposers and
seconders and the numbers voting.

Use the past tense and the other conventions of reported speech.

es must be concise but give sufficient detail to enabh
g to understand fully what took place,
in complete sentences. They must e
o rearrange the material in one’s nogs
thout repetition.

Format
Minutes must be suitably titled and have appropriate headings to
individual items. They must also be numbered. There are three methods.
(i) The minutes are numbered consecutively, starting with number 1
for the first item of each set of minutes.

(i) The first set of minutes is numbered as described above. If the last
item in this set is number 9, then the first item of the minutes of the
next meeting becomes number 10, and so on. Thus no two
minutes of the meeting would bear the same number.

(i) A similar system to (ii) but the numbers run through one year. At

the beginning of the new year the minutes once again start with
number 1.

Indexing

As minutes accumulate from year to year it can be useful to have an index
to show when subjects were previou sly discussed and what decisions were

made. A convenient method is to give each minute sheet a title and
number to which a separate list of topics refers.

B 4.2 The Minute Book

Minutes may either to kept in a loose

e -leaf binder or may be written in a
bound minutes book. The loose-leaf

nc book has several advantages:
ff) IULes may be typed and duplicated easily for circulation
t(u) copies of past minutes may be made quickly

(fu) .reports.- and other documents can be filed with the minutes

(iv) corrections may easily be inserted.
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Notice is hereby gwen that the 10 Annual
‘Members of XYZ Lid. will be held on Thurs
September, 2xxx, at the Registered Office of the Comp
16-18, New Electronics Complex, Chambaghat, Distt
10.00 a.m. to transact the following business:
Ordinary Business:
1. To receive, consider and adopt the Audited Balan,
company as on 31st March, 2xxx and the Profit & Los
: the year ended on that date and Auditor’s and Dire
'- e thereon.
| 9. To declare dividend for the year ending 31st March, 2:
3. Toappoint adirector in place of Mr. -----=--- ‘who retires by rotation
and being eligible, offers himself for re-appointment. W't
4. To appointa Director in place of Mr. --—------ who retires by re
‘and being eligible, offers himself for re-appointment.
To appoint Statutory Auditors of the company; and fix their
remuneration. :
Special Business: i
6. To consider and, if thought fit, to pass with or without modification(s)
the following resolution as an ordinary resolution:
“The consent of the Company be and is hereby accorded to the
re-appomunenr. of and remuneration payable to Mr. PS. Gill as
Managing Director for a period of five years w.e.f. 1* July 2xxx on
the following terms and conditions:
(A) Salary: Rs. 1,50,000 per month
(B) Perquisites: : ) i
(0 Mcdl.cal reunbursement, ' =3

ct
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_.-a‘tMs.c-vu-o-----.eh..a-tz.
- eby appointed Auditors of the Compan
:ﬁ-om ! conclusion of this meeting until th

eneral Meeung ata remuneratior of Rs

meeung"' losed with a vote of thanks to the Chai
S s 57016, *
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g e e Mo .
General Meeting.
(3) To consider monthly statement
to June 2xxx.
Yours faithfully,

(R.K. Jain)
CONVENER

QUESTIONS

W Very Short Questions with their Answers

Define ‘meetings’.

Any gathering.assembly or coming together of two or more persons for the

of some lawful business of common concern is called ‘meeting’.

What is agenda?

The person who plans the meeting is usually responsible for issuing in ac

called our agenda (program) to all invited attendees.

What is ‘minutes of meeting”? _
Minutes are a gist of the proceeding of a meeting. They constitute a summary of the
preceding of a meeting. "o

- W Short Answer Type Questions
: Write a short note on: (i) notice (ii) agenda (iii) Minutes of meeting.
What is the procedure of sending notice?
‘What is the subject matter of the notice.
What do you mean by ‘minutes of meeting'?
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