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Module 1 

1 
SOFT SKILLS INTRODUCTION 

Unit Structure 

1.1 Soft Skills Introduction  

1.2 What are Soft Skills? 

1.3: Significance of Soft Skills 

1.4: Soft Skills Vs. Hard skills 

1.5: Selling Soft Skills 

1.6: Components of Soft Skills 

1.1: SOFT SKILLS INTRODUCTION  

Organizations use the phrase "soft skills" to define the personality 
qualities and interpersonal skills that workers must have to excel in 
practically any profession. Soft skills grew increasingly more vital in 
previous decades for professional success. They indeed remain a heated 
topic of discussion in the industry and among employers. 

The essential distinction between passable and exceptional prospects is 
"Soft Skill". Employment considerations in certain competitive 
employment markets are not restricted to technical skills and key 
competencies. 

Employers frequently use the phrase "soft skills" when lamenting a lack of 
qualified applicants for apparent positions. You've almost definitely heard 
large corporations claim that youngsters, school leavers, university 
graduates, or simply "childlike people" lack the "soft skills" undoubtedly 
required in "today's workplace. But what does this imply in practice?" 

The term "soft skills" refers to all types of abilities. They are sometimes 
referred to as 'exchangeable talents.' They comprise interpersonal skills, 
sometimes known as 'people skills or social skills,' but they go much 
further than this. 

This session defines and discusses the term "soft skills," and then 
describes the soft abilities that employers often value the most. Every 
professional function necessitates some engagement with others, whether 
co-workers or consumers. As a result, most organizations will value soft 
talents.  

Executive recruiters will be searching diligently for responsible persons 
with the considerable aptitude to become leading pioneers earlier in their 
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chosen profession. They may not anticipate you to possess all of the 
credentials and experience on the first day, but they will want to 
understand you display the traits that will help to clarify and develop in 
the job. 

Defining Soft Skills 

Rational thinking, the ability to interact with people, and a pleasant, 
adaptable mindset are desirable attributes for certain types of jobs that do 
not require acquired expertise. Soft skills endure extraordinary abilities 
that are not technical or job-related. They encompass interpersonal 
abilities, social skills, and a good mindset. These remain the abilities that 
characterize your interpersonal connections or how you conduct life and 
work. 

'Hard skills,' on the other hand, are typically employed to sufficiently 
indicate job-specific abilities. Core competencies like bricklaying or 
accounting are examples of hard skills, as is medical knowledge such as 
accurate diagnosis and effective treatment, and other talents that may be 
carefully taught and verified by ultimate tests. 

Over here represent some instances of how soft skills may make a 
difference: 

A professional must acquire a diverse set of complex skills, including the 
ability to diagnose and provide remedies for a broad range of diseases. A 
doctor who lacks the subtle skills of emotional intelligence, 
trustworthiness, and approachability, on the other hand, is unlikely to be 
genuinely appreciated by their patients. 

Another notable instance is a salesman who, although having unmatched 
and encyclopedic experience and necessary expertise, may struggle to 
clinch a contract and retain customers if he or she lacks soft skills, 
including interpersonal skills and bargaining. 

A customer support employee with exceptional organizational abilities can 
wholly succeed if they can also engage efficiently with clients, as well as 
demonstrate compassion and good active listening. 

1.2: WHAT ARE SOFT SKILLS? 

As skill sets remain the absolute priority, talents may be easily quantified 
and matched to a particular function in an organization. We're becoming 
more extravagant at carefully analyzing soft talents, but calculating ROI 
may be difficult. An excellent place to establish is with qualitative 
comments. Nevertheless, we should focus on how soft skills learning 
precisely corresponds with group performance and employee engagement. 

Particular workers' productivity obtains not the sole benefit of the 
following five soft talents. They also improve the team and corporate 
performance with the help of given soft skills. 
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Soft skills are as follows 

1. Communication: Relate to employees' perceptions of a participant's 
talents and effectiveness in the workplace are heavily influenced by 
written and vocal effective communication. When a responsible person is 
excellent at communicating, they naturally appear more efficient while 
making it simpler to establish social relationships and voluntarily 
cooperate throughout the business. 

2. Adaptability/Flexibility: Since the market needs to alter so quickly, 
personnel cannot get comfortable with their current skill set. 
Acknowledging the value of soft skills entails remaining adaptable, 
pivoting, and adapting as responsibilities shift to keep firms ahead of the 
competition. 

3. Critical Thinking: Specifically in the age of big data, organizations 
ought to know their staff can make excellent use of a wealth of 
knowledge. Data isn't much use to a company if no one can carefully 
extract insightful information from it. Professionals that contribute other 
views and insights to a company will be considered valuable, despite 
changes in required complex skills. 

4. Time Management: The barriers in both work and life are becoming 
increasingly blurred, and professionals face more interruptions than ever 
before, hindering participation on the job. Employees that thrive in 
managing time may compute the value to the firm by staying creative and 
developing fresh ideas that will move the firm ahead. 

5. Conflict Resolution: To a greater extent in the finest of work 
situations, disagreements arise daily. That is what naturally occurs when 
individuals collaborate (whether they are good collaborators or not). 
Valuable employees have good dispute resolution skills and discover 
prevalent methods to carefully foster successful collaboration regardless of 
the possible scenario. 

6. Public Speaking Classes: Communication is the most critical soft 
talent for professionals to have. Whereas many people can get away with 
textual communication, public speaking is a common phobia. This module 
may help anybody conquer their fear of public speaking, speak confidently 
in all circumstances, remain on topic throughout presentations, and much 
more. 

7. Email etiquette: It appears that interacting with someone who is far 
away might be difficult at times. As a result, a generally accepted 
framework and proper wording would inevitably recognize the challenge 
and alleviate the tension. Emails, when written correctly, possess the 
capacity to shatter the ice, highlight product competence, bargain on the 
price and time, finish an acquisition process, and even express 
condolences on a loss. A successful email format must be both persuading 
and courteous. In an email, the inherent compassion obscured by clinical 
impartiality is put to use with verbal skill. 
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1.3: SIGNIFICANCE OF SOFT SKILLS 

Soft skills are as vital for the company as they are for you as an employee. 
If you can't operate effectively in a team, combining other soft talents like 
innovative thinking with your technical knowledge, your organization will 
either be uncompetitive or ineffective. 

With the rise of artificial intelligence in the workplace, these human-
centric abilities are becoming increasingly significant. ‘She observes the 
capacity to analyze data frequently employs fundamental AI techniques. 
However, we require individuals to be able to instantly comprehend, 
share, use, and seek knowledge. 

Soft skills can help you progress your career in the following ways: 'When 
companies are seeking to promote you to the next level, they aren't asking, 
"Can you perform this job? “It can be your progress, to retain this job?" 

Being effective in a quickly changing world of work entails being able to 
deal with uncertainty. People who are successful in organizations – and 
the reasons that organizations are successful – employ both their technical 
and soft talents all of the time. 

Soft skills are essential not just while dealing with external consumers and 
clients. They are equally vital when communicating with co-workers, 
colleagues, and even college classmates. 

Soft skills are valued by employers because they enable employees to 
operate and prosper in teams and organizations as a whole. 

Soft skills are essential for a productive and healthy work atmosphere. 
Consider this a competency-building tool. It's like a basic appliance that 
will simplify our lives and actions. After all, the workplace is an 
interpersonal environment where connections must be formed and 
nurtured, opinions must be exchanged, and disagreements must be handled 
on occasion. 

'Establish communication, for instance: we frequently think merely about 
our capacity to communicate with other humans. However, if you glance 
at any modern organization, you'll notice we connect face-to-face, through 
normal communication channels such as email, and frequently in shared or 
collaborative learning environments as well. Therefore, we have seen that 
cos of the possible way we work, we need to have good face-to-face 
communication skills as well as be able to interact well online.' 

This involves understanding how official best to communicate, what 
correspondence is and when to employ it, and how to adequately convey 
objectives and successes to others in a "different city or location." 

The best part is you're certainly actively evolving and growing the soft 
skills you'll need in the long term: 'The soft skills that you gain in any 
internships, training role, part-time employment, or voluntary activities are 
all transferrable,' wisely says one expert. 
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This is one of the reasons why obtaining a traineeship as a university 
student seems to exercise a significant influence on your potential to 
obtain graduate employment. Your grasp of how teams function and how 
they might be productive obtain transferable skills from one position to the 
next.' 

List of soft skills 

These represent soft talents when it comes to working effectively with 
others. 

• interaction 

 • cooperation  

• leadership  

• listening  

• innovation  

• creativity  

• problem solving 

You may reinforce your soft skills in a variety of ways. 

Before you even start in the industry, it's a tremendous way to receive 
attention to and monitor the much more skilled individuals around you. To 
combine your findings with some practices. (Suggested volunteering, 
joining a student society, or even a public speaking group). 

Importance of soft skills 

Organizations typically prefer individuals with demonstrated soft talents, 
so highlighting these in the hiring process endure usually a clever idea. 
Soft skills are attitudes and essential characteristics that characterize how 
you interact positively with people and operate on your own. These 
abilities will assist you in succeeding in the profession and your 
employment position. Over here remain some factors why you should 
harness your gentle talents when seeking a job and advancing your career. 

Enhance your hard skills 

Your technological talents alone will not assist you in finding a job or 
advancing in your career. Recruiters evaluate your application based on 
both your involved talents and how well you demonstrate your soft skills 
to supplement your technical ability. If a corporate development associate 
lacks great communication skills, even if they have unparalleled 
knowledge of their industry and product, it will be challenging for them to 
secure new agreements. As a result, it is critical to leverage your soft 
talents to produce your hard or technical abilities more valued. 

 



  

 

Soft Skill Development 

 

6 

Accurately assess your teamwork abilities. 

Irrespective of your executive capacity, you will have to collaborate and 
operate as part of a team. Interacting effectively with customers, co-
workers, and teammates enables you to complete the assignment quickly. 
Companies reasonably expect individuals who will blend in well with the 
dynamics of the team. As a result, they utilize your soft skills to accurately 
assess your teamwork and communication abilities. Consider 
incorporating soft talents like attentive learning, resilience, and versatility 
on your CV to demonstrate that you are a team player. 

Demonstrate your passion to work for a long time. 

Organizations like choosing people who want to work for them in the long 
run. When a candidate adequately expresses a sincere desire to work for a 
firm on a long-term basis, it appears in their demeanor and how they 
respond to questions during the interview. Additionally, soft talents like 
devotion and drive demonstrate you want to stay with a significant 
employer for many years. Employers frequently consider the lifespan as a 
criterion when deciding between two applicants with comparable 
qualifications and experience. 

Increase the efficiency of your productivity  

The majority of soft skills lead to improved job performance and 
efficiency. For example, if you have good time management and 
communication abilities, you can successfully organize your time and 
precisely express your thoughts to group mates. This guarantees that work 
is completed on schedule without sacrificing quality. Organizations favor 
individuals who have mastered a variety of soft skills when recruiting for a 
certain position since it aids in the achievement of a shared corporate 
objective. 

Improve your self-esteem 

Another significant advantage of soft talents is that they increase your 
self-confidence. When you are self-assured, you can effortlessly navigate 
professional challenges and confrontations. Furthermore, your self-
assurance may enhance the spirit of other teammates. When interviewing 
for a position, companies look for people who can effectively express their 
ideas, which necessitates strong communication skills. With the correct 
soft skills, you can boost your confidence in your talents and become an 
indispensable member of any team. 

Create professional connections. 

Soft skills aid you connect with groupmates, clientele, investors, and 
business associates. Communication skills may assist you favorably to 
affect how you engage with customers. Compassion represents another 
soft talent that aids in the formation and maintenance of achieving 
connections. Organizations require applicants who can empathize with 
their colleagues, comprehend their points of view, and respect their 
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perspectives. Empathy demonstrates legitimate concern and sincere regard 
for others, which positively enhances your relationship. 

Assist you with staying organized. 

Multitasking, goal planning, the skill to properly allocate work, and 
thoroughness are all key soft skills to have in the job. Organizations like 
organized personnel because they are reliable and can accomplish tasks on 
schedule without sacrificing quality. Organization and soft skills like 
reflective practice assist you in resolving workplace issues, collaborating 
with other team members, and planning projects. You may demonstrate 
your organizational abilities to the company by efficiently being on time 
for the interview and providing a well-formatted CV. 

Progressively improve your capacity to take the initiative. 

Employees who take the initiative at work enhance their productivity and 
inspire others to do the same. Soft talents, like a pleasant approach and 
problem-solving abilities, allow you to take on new tasks and actively 
handle workplace issues. Furthermore, soft skills enable you to pursue 
your ambitious plans and place them into action. Amply demonstrate 
throughout your interview that you can encourage people and 
autonomously identify problems and begin possible solutions. 

Improve your company's reputation. 

Soft skills undoubtedly contribute to the growth of your brand as well as 
the established reputation of your organization. The effective way you 
connect with potential clients and partners might have an impact on how 
they view your organization. Experienced professionals who demonstrate 
outstanding work ethics, complete work on time, settle disagreements on 
behalf of their employers, and debate initiatives with an inquisitive 
attitude are the ones helping their firm build a positive image. 

Make yourself adaptive. 

Every so often things doesn't go as planned, companies desire you to come 
up with various solutions to the problems. A technology change, for 
example, might have an impact on the final deliveries. A company would 
hire a candidate who has a strong desire to learn new technologies without 
reluctance. Gentle qualities like flexibility enable you to adjust to changes 
in the industry and help teammates during the transition. 

Improve your leadership abilities. 

Successful leadership entails a variety of soft skills that enable a leader to 
communicate with, gently encourage, and tremendously excite teammates. 
Interaction, a judgment call, conflict management, and administration are 
all soft skills that may help you develop excellent productivity and a 
performance-oriented team. Furthermore, your ability to govern your 
organization to victory is dependent on your desire to include the team's 
perspective, listen carefully to their criticism, and your aptitude to develop 
ideas. Organizations favor soft-skilled people because they can carefully 
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evaluate the leadership approach necessary to meaningfully improve 
productivity. Such individuals are capable of implementing various 
appropriate leadership tactics for the project requirements and workplace 
conditions. 

Assist in expanding your network 

Effective listening and communication skills are essential for expanding 
your personal and excellent connections. Employers appreciate applicants 
with soft skills since they can connect with modern people and explore 
career opportunities. If you enjoy significant networking opportunities, 
you boost your likelihood of finding recruited since employers may 
leverage your network to develop current excellent connections. You may 
also utilize the network to acquire advice on workplace issues, stay up to 
speed on industry developments, and identify reputable suppliers. 

Motivate you to grow in your job 

Having the correct soft skill set may aid you to improve and succeed in 
your profession. Organizations look for qualified applicants that acquire 
appropriate soft skills since they have a significant influence on the 
effectiveness and consistent profitability. These cognitive abilities 
convincingly demonstrate your considerable potential for advancement 
and work growth. When recruiting a nursing professional, for example, an 
employer is likely to choose sympathetic and patient applicants, who 
prefer to work in a group, establish connections, and have a good attitude. 

Minimize your company's expenses 

Organizations like to recruit and retain talent who excels at particular soft 
talents. Because these people are productive, employing employees with 
the best interpersonal, problem-solving, rational reasoning, and time-
management abilities helps appreciably reduce the cost of conducting 
business. Potential employees that progressively increase their soft skills 
may efficiently deliver a better client experience, which enhances 
promotional KPIs and assures greater revenue. 

Set yourself out from the crowd. 

Referencing and convincingly demonstrating the appropriate skills during 
the employment process aids in grabbing the company's considerable 
attention. Your soft skills combination sets you apart from other applicants 
with similar skill sets. For example, you might be an impressive 
mechanical engineer, but if you can't communicate well with your group 
members, an employer will pick somebody who can. Employers capitalize 
on the soft talents demonstrated on their CV to choosing between two 
prospects. 

1.4  SOFT SKILLS Vs. HARD SKILLS 

At the promising beginning of your distinguished career, once you're 
immersed in extensive research or understanding how to perform your 
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work, it's straightforward to conveniently overlook soft skills in the 
intellectual pursuit of complex skills or appropriate expertise. 

Hard skills are particular and exclusive to your field of expertise and 
experience, as opposed to soft skills, formed from wisdom and 
understanding of how to function in the presence of other humans. 
However, before you begin placing bets on 

Consider which is preferable to have in the workplace: 

The integration of both generates the greatest effectiveness for the 
organization. Harnessing your hard talents to accomplish your goals while 
in addition using your soft skills to go far beyond what is required of you. 
Job-related competence is undoubtedly required in all chosen professions 
and several other occupations. However, over the last twenty to thirty 
years, there has been an overdue recognition that soft skills may 
potentially be more significant in positively affecting degrees of 
considerable success. 

• As a result, complex skills represent the bare minimum required to 
function in that work setting. 

• Whether or not you are excellent in your chosen profession may be 
accurately determined by how you interact appropriately with others and 
at work: these are known as soft skills. 

Competition Principles 

Consider soft skills in the context of professional standards. 

Assume you work for a firm that manufactures, say, lighting bulbs. You 
develop a game-changing latest tech. Your light bulbs are now far superior 
to everyone else, and your earnings skyrocket. However, after a time, your 
opponents obtain the new tech: you may license its usage, or they may 
build equivalents. Light bulbs are unexpected all the same again, and your 
earnings are suffering as a result. You still require new technology, but 
you also require a new competitive advantage, such as a renowned for 
excellent customer service. 

Hard skills, like technology, can be learned by anybody with the right 
instruction, and they are essential. You will be incapable to function in the 
profession if you do not possess them. Soft talents remain your 
differentiating factor, producing you a competitive advantage in the 
business and maybe in life. Several people equate soft skills with 
Psychological Empowerment, or the intellectual capacity to uniquely 
identify and carefully regulate one's own and others' emotions. However, 
they transcend further than that and into the broader domains of how you 
conduct yourself and approach social life. 

The excellent news is you can study and improve both your soft and hard 
abilities. 
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The sad fact is it is generally considered more difficult to do so, and there 
is no straightforward way to quantify progress. 

Soft talents, like hard skills, bear much practice to become truly proficient 
in their use. Unlike hard talents, there are no examinations to demonstrate 
your ability to perform them. Your effectiveness in naturally acquiring 
soft skills is carefully measured by how successfully you handle 
interactions with people around you. This typically includes relatives, 
friends, and colleagues, as well as consumers and people who willingly 
give goods or services to you. 

Hard and Soft Skills and their Relative Importance 

Job-related competence is reasonably required in all learned professions 
and several other occupations. Nevertheless, over the completed last 
twenty to thirty years, there has been an overdue recognition that soft 
skills may eventually be more significant in determining degrees of 
considerable success. 

• Hard skills represent a fundamental minimum required to operate in that 
specific workplace; but, whether or not you are effective in your 
profession may typically rely on how you react positively towards other 
individuals and to work, that so-called soft skills. 

1.5  SELLING SOFT SKILLS 

How to Highlight Your Soft Skills on Your Resume and During an 
Interview? 

As always with involved talents, you should genuinely think about your 
soft skills (Ask individuals who know you closely.) and showcase them in 
your CV and job interviews. Academic credentials can amply demonstrate 
hard talents, while soft skills are even more formidable to demonstrate. 

It is critical to thoroughly investigate the organization which you are 
considering and determine which would have your soft talents that are 
most applicable to the post. 

Once you've instantly recognized the soft talents most required for the job 
you're going for, help ensure you're adequately prepared to effectively 
discuss them during the interview and properly include them as key 
phrases in your curriculum vitae or cover letter. Because soft talents are 
inherently conceptual, you should back up any statements with instances 
of how you employed them to generate tremendous results. 

These represent some instances from professional, interpersonal, or 
scholastic observations: 

If you have had until now been an undergraduate or postgraduate scholar, 
you've alleviated the stress of balancing several schedules and recreational 
activities. 
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If you have proactively worked for many years in a position that 
undoubtedly required you to adequately address grievances and 
considerable difficulties, you may have had to appropriately apply your 
effective communication and conflict resolution abilities. 

The simplest and most important technique to convincingly demonstrate 
your soft effective communication skills and meticulousness on your 
impressive resume is to review aggressively and erase any errors. 

In your interview, show off your communication and interpersonal skills 
by remaining proficient, appropriate eye contact, shaking hands, paying 
close attention to the questions, and responding to them completely. 

Recognizing and Demonstrating Soft Skills 

12 Ways to Improve Your Soft Skills Applicable Skills in Repertoire 

Have you previously been advised by a hiring manager or long-time 
mentor that you naturally need to undoubtedly work on your soft skills? If 
this is the case, accept the counsel positively and constructively. In 
essence, the recommendation indicates your technical talents are strong, 
but there is space for development in terms of maintaining your 
responsibilities, addressing difficulties, and connecting with people. 

Interestingly, while soft talents are sometimes difficult to describe, they 
can be grasped via practice assiduously, role acting, and self-analysis. 
Furthermore, despite tough, technical abilities, soft skills do not need 
years of intensive training or months of laborious study. 

Anyone can improve their soft skills portfolio by just working through a 
12-point checklist for roughly 15 minutes every day for a couple of weeks. 
The list at the end receives no specific order or priority, so feel free to start 
wherever you believe you often need development. 

However, adequately test each one to ensure you instantly discover your 
specific tender and strong spots, investing extra effort on your more 
massive issues and less on extraordinary abilities that you are already 
familiar with. 

Discover Adaptation Possibilities. 

Take a glance at everyday experiences where you may alter your moral 
conduct for social or professional reasons. A relevant exercise may be to 
refrain from managing casual communication at work or to make an effort 
to dress appropriately for every situation throughout a specified period. 

Help to solve a Minor Conflict 

Everyone's life is expanded with strife. Your specific task is to locate a 
little one for practice purposes. Adopting tiny measures can aid you slowly 
but gradually improve your resolution knowledge. Attempt mediating a 
minor quarrel among colleagues or aggressively and respectfully 
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contacting your supervisor or co-workers about a problem that must be 
properly fixed. 

Role-playing Communication Difficulties 

Anyone can improve their communication skills, and role acting remains a 
fun method to do it. One popular technique is to naturally have a best 
friend play the key role of a possible business owner with whom you are 
interrogating. Allow your buddy to propose you relevant questions 
regarding the imaginary position and provide comments on how you 
performed during the fake interview. 

Play a Game of Creative Thinking. 

Innovative thinking is one of the most difficult abilities to sufficiently 
master. Try out some internet games that require creative imagination such 
as immersive word puzzles, mazes, or simple world-building challenges. 
Alternatively, spend 20 minutes writing a brief tale about a fictional 
individual confronting a huge life crisis. 

Motivate Yourself to Finish One Task. 

Carefully choose one duty you've been putting off and purportedly write 
down three possible reasons why you should accomplish it as early as 
possible. Concentrate fiercely on a specific task that can be completed in 
less than an hour. Carefully examine your list and utilize it as a starting 
point for inspiration to accomplish the activity right now. 

Practice Your Consistency Skills 

Tentatively schedule a social outing with a mutual friend at a prescribed 
period and day. The intended purpose of this activity is to instill adequate 
reliability by correctly being on time for the commitment. It's adequately 
to arrive a few other minutes, but attempt to attend at the exact time. 
You'll enjoy stupid practicing a time game like this at first, but it acts as a 
preliminary step for improving your overall reliability. 

Read a Time Management Book. 

There are many excellent books on time management, and it's a brilliant 
idea to start by learning about the moral philosophy underlying the issue. 
Make a short time management book that you genuinely enjoy and study it 
as if it were mandatory material for a class. Maintain records and ensure to 
complete any activities offered after the chapters.  

Set and stick to work hours. 

Would you like to instill a better work ethic in yourself? Set defined work 
hours and faithfully adhere to them for at least two weeks. Do nothing but 
your specific task throughout the allotted time. It's reasonable to allow 
intervals, but make sure to include them in your initial plan and resume 
work on time. 
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Change Your Attitude 

Minor details remain the most excellent places to practice attitudinal 
modification. Understand you're doing this to improve your capability to 
think positively. Numerous people find success using a practice known as 
creating a fantastic day. Spend five minutes meditating with your eyes 
closed, soon after you wake up but before you have breakfast. Deliberately 
imagine the day before as you desire it to be. After a week of unanimously 
adopting this easy attitude change, you'll be astonished at how effective it 
is. 

Effective teamwork may be taught via sports or games. 

There are plenty of fascinating, enjoyable, and healthy methods to develop 
successful collaboration. Pick an excellent sport or activity that you love, 
but make certain it is team-oriented. Online or in-person sports are ideal, 
as long as performance is contingent on a group of people working 
together to achieve a general objective. Bridges, team bowling, volleyball, 
relay races, and team trivia are all appropriate online or in-person options. 

To comprehend what soft talents are, we must initially define the hard 
abilities required in the computing world. The technical abilities necessary 
for a position in your chosen field are referred to as hard skills. These 
obtain capabilities that necessitate executive education, and you will 
frequently be required to present confirmation of these abilities in the form 
of a reward or degree. 

 Hard skills are as follows: 

1. Computer programming  

2. Programming languages such as Java, Pascal, C++, and others 

3. Data mining  

4. Graphic design 

5. Mathematics  

6. Writing 

7. Website design 

The benefits of hard skills are enormous. You can't obtain a job in 
technology if you don't possess them. However, sheer programming 
ability is meaningless unless it is accompanied by the appropriate 
combination of personal traits. 

So, what exactly are soft skills? These are your characteristics and 
characteristics that define how you connect with others and your 
workplace. 
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Over here set some examples of soft qualifications: 

1. Workplace etiquette 

2. Effective teamwork  

3. Diligence 

4. Empathy 

5. Analytical and critical thinking  

6. Leadership  

7. Communication 

8. Creativity  

9. Adaptability 

10. Emotional intelligence  

There is no distinction between "soft talents vs. hard skills." These 
characteristics complement each other on your path to professional 
success. 

Let's look at why your characteristics are significant for work 
advancement. 

How Soft Skills Can Help You Advance in Your Tech Career 

1. They enable you to stand out from the crowd. 

When seeking employment in technology, you must be aware that almost 
all candidates possess comparable credentials. They have possessed a 
similar degree in computer science as you and most likely have credentials 
from the same courses you took. 

Do you know what distinguishes you? Your creativity is a soft skill, as 
seen by the portfolio you provide. Your analytical thinking and problem-
solving abilities are equally essential. Your prospective employer will 
assess these talents throughout the interview. For example, they may 
interrogate you to provide solutions to specific problems that the 
organization may encounter in the forthcoming years. 

Your recruiter will be particularly interested in your communication 
abilities. You may possess an excellent history, but you will not cause a 
favorable impact if you lack fundamental listening and speaking abilities. 
Someone else will do it. 

2. They Increase Workplace Diversity 

When it comes to hiring current employees, employers do not differentiate 
between soft and hard capabilities. They wish to possess the optimum 
combination. Because the employer reasonably expects you to fulfill the 
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official duties assigned to you, hard skills are inherently crucial. However, 
they are also seeking a diverse range of distinct personalities and key 
points of prevailing view within their local businesses. 

Employers diversely want yet compatible personalities when forming 
teams. That is why they look for qualities like inventiveness, leadership, 
information exchange, a thirst for knowledge continuously, the ability to 
adapt, and emotional stability. 

3. A Growth Mindset is a Soft Skill as well. 

Do you think in terms of permanent or growth mindsets? 

The entrenched attitude has no place in the tech business. Someone with 
this trait believes they have restricted abilities and talents. When 
confronted with a current task, they do not feel they can resolve it since 
they lack the necessary information and skills. 

A customer, for example, may request that a graphic designer alter an idea 
and incorporate unexpected aspects. This was not something the designer 
agreed to perform, so they give up, protested, and claim they were 
unengaged to do it. 

Do you know what someone with a growth mindset does? They learn. 
They believe that if they don’t have a certain skill, they can develop it 
with hard work and effort. This is someone who never gives up in the face 
of a professional challenge. They are the type of tech pro that everyone 
wants in their team. 

Do you recognize what a development mentality entails? They are 
developed. They think that if they lack a certain ability, they can acquire it 
via hard work and effort. This is a person who never gives up when faced 
with a professional obstacle. They endure the sort of IT professionals that 
any team would like to have on their squad. 

4. Soft Skills Guide You to Leadership Positions 

Let’s say someone hires a team of graphic designers, coders, webmasters, 
and copywriters for an important online project. They will have to choose 
a leader for this team. Who do you think will that be? 

The employer won’t focus on hard skills when assigning a team leader. 
They know that everyone in this team is good at doing their jobs. When 
choosing the person to manage the team, they will look for organizational 
and communication skills, empathy, diligence, and extreme 
professionalism. It’s the “soft” side they are after. 

5. They affect you into the ideal candidate you could be.  

They affect you into the ideal candidate you could be.  

Is learning a new computer language naturally going to produce you a 
better person? No. Is it true that greater communication skills make you a 
better person? They make you more approachable! Cognitive empathy, 
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emotional intelligence, critical thinking, and problem-solving abilities all 
help to develop your personality. 

When you undertake a job in technology, you will not employ all of these 
talents right away. Working from home, for example, requires merely that 
you finish your tasks on schedule. 

However, if you want to achieve legitimate advancement in the profession, 
your personality is crucial. If an employer realizes they can rely on you, 
they will give you additional responsibilities. 

Soft skills will be even more vital if you heartily wish to sufficiently 
establish your firm in the tech field. The most skilled coder merely doesn't 
want to work with the leading specialists. They require a competent leader 
to head them. Your soft skills will become more crucial than ever at that 
memorable moment. 

1.6 COMPONENTS OF SOFT SKILLS 

Furthermore, this list obtains a decent representation of what employers 
mean when they talk about strong soft skills. As a result, these endure the 
abilities that are most likely to aid you to develop certain active 
connections with others or to remain a thoughtful and positive employee. 

1. Effective communication abilities 

Communication abilities are practically routinely towards the top of every 
employment advertisement's list of "required talents." 

Associations may be founded by those who have effective communication 
abilities. They can listen effectively and adjust their communication style 
to the situation. They typically reduce deliberate ambiguities and, overall, 
typically make any workplace run more smoothly. 

2. Making Choices 

Employers appreciate decision-making abilities for a variety of reasons, 
and it is equally necessary for success in life in general. 

Every day, we must make decisions ranging from what to eat for breakfast 
to more crucial considerations like whether to apply for a new job or 
whether to marry. Every so often the decision itself is unimportant; what 
counts is you made one and went on. 

Making smart judgments may also assist with peaceful conflict resolution 
since it typically allows you to carefully pick between several viable 
options. 

3. Self-improvement 

Self-motivated People succeed on their own. 

They do not require constant supervision. They obtain a pleasure to work 
with since they are typically upbeat about everything and can be depended 
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on to persevere even when things are aggressive. Personal resilience or the 
capacity to rebound when faced with adversity and adaptation to change 
are two abilities that are strongly related to self-motivation. 

4. Leadership Qualities 

Leadership abilities are the abilities needed to take the initiative when 
appropriate. 

They include the capacity to manage and inspire people, as well as the 
ability to coordinate tasks. These endure the soft abilities that we least 
expect people to absorb on their own. Employers realize how difficult it is 
to establish abilities when you are incapable to exercise them daily. 
However, there will come a time when you need to take on a leadership 
role for the first time. 

As a result, numerous leadership development programs are available, and 
much has been documented on how to improve your leadership skills. 
Many of the abilities required for effective leadership are described in our 
leadership skills section, as well as how to establish your transformational 
leadership. 

5. Effective teamwork capabilities 

Teamwork abilities are those that are necessary to operate effectively with 
others. 

As a result, they obtain mostly interpersonal skills. There is much 
evidence to show that strong communication skills, especially impressive 
listening abilities, along with the capacity to develop rapport, can help you 
function successfully in a team. 

However, there are some specialized abilities and areas of knowledge that 
may be useful if you need to collaborate with others.  

6. Problem-solving and Creative thinking 

Creative thinking and problem-solving abilities, like leadership qualities, 
are highly prized since they are formidable to develop. 

Many individuals genuinely feel that innovative intellectuals are born 
rather than produced. Some local people will undoubtedly find these 
creative talents considerably simpler to sufficiently master. However, you 
can improve these, just like any other ability, if you work hard enough. 

7. Time management skills and the capacity to perform under stress 

These two categories, when combined, may be summarised as the capacity 
to satisfactorily complete a specific task in the considerable time allotted. 
They are also regarded as having an "excellent work ethic" at times. 

Many people sincerely believe that these two talents, which frequently go 
hand in hand, are more of a holistic approach than academic competence. 
However, the particular phrases you employ are unlikely to be as 
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important as focusing on these specific areas. Employers regard them 
immensely, but they are also extremely beneficial for structuring a family 
or a team and ensuring that the job gets done at work or home. 

8.  Upbeat attitude 

A growth mindset accurately represents a considered belief that by 
unanimously adopting a certain mindset, you may better your social life 
and the lives of people around you. 

This is not at all 'fluffy.' Nobody can disagree that working with someone 
who is passionate, kind, and has a can-do mindset is more enjoyable. It's 
also unpleasant to adequately deal with someone who always perceives the 
negative side of remarkable things. Potential employers seek out 
employees that adopt a pleasant attitude because they make everyone feel 
better about themselves. They also accomplish more. 

Of course, this is not a comprehensive list. A quick peek through Talents 
You Need will reveal that there is a vast array of soft skills. Any particular 
business or individual may place a greater or lesser focus on one or more 
of these factors. 

Work to improve the talents on this list, on the other hand, is likely to pay 
off in a job search, in whatever job or profession you pursue, and in life in 
general. 

A Final Thought 

Naturally, this is not a comprehensive list. A quick peek through ‘Talents 
You Need’ will reveal there is a vast array of soft skills. Any particular 
business or individual may place a broader or lesser focus on one or more 
of these factors. 

Work to meaningfully improve the musical talents on this list, on the other 
hand, is likely to pay off in a job search, in whatever job or chosen 
profession you pursue, and in life in general. 
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Module II 

2 
COMMUNICATION 

Unit Structure 

1.1 Concept and meaning of communication 

1.2 Methods of communication 

1.3 Barriers to communication 

1.4 Techniques to improve effective communication 

1.5 Importance of Communication in a business organization 

1.6 Communication flows in an organization  

1.7 7 Cs of communication 

1.8 Active Listening 

1.9 Barriers to Active Listening 

1.10 Differences between Listening & Hearing  

1.11 Critical Listening 

1.12 Improving Listening  

1.13: Practical (Role Plays, Case Studies) 

1.1 CONCEPT AND MEANING OF COMMUNICATION 

What is Communication? 

The actions of communicating ideas and information by voice, imagery, 
writing, or other possible ways are communication. It is a continuous 
ongoing concept of idea exchange between the sender and receiver that 
occurs all around us. It is an essential procedure for living beings to 
exchange feelings. 

We spend 75% of our considerable time adequately communicating, 
receiving, and delivering messages. Simultaneously, speech or thoughts 
must be introductory enough for the receiver to interpret and 
comprehend. If key concepts are not presented appropriately, decoding is 
ineffective, and the receiver does not perceive. 

Definition of Communication 

The concept of "effective communication" is traditionally derived from 
the term "communism," which means "to communicate,' "to share," and 
"to take part in decoding and encoding information." 
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Definitions by Various famous scholars: 

1. John Adair 

“Communication is the ability of one person to get in touch with each 
other and understand each other.” 

 2. Keith Davis 

“Communication is the process of transferring information and 
understanding from one person to another.” 

1.2 METHODS OF COMMUNICATION 

What are the different types of communication? 

Effective communication is classified into four distinct types:  

“Verbal, nonverbal, written, and visual”. Although many circumstances 
require only one style of communication, you may discover certain 
discussions require a combination of multiple distinct types at the same 
time. Forwarding an email, for example, includes solely written 
communication, but making a presentation might contain all four modes 
of communication. 

Verbal communication 

Nonverbal communication 

Written communication 

Visual communication 

1. Verbal communication 

The most prevalent kind of effective communication is verbal 
communication. It entails instantly communicating specific information 
through spoken words or sign language. Verbal communication can take 
place face-to-face or by other means like cell phones, radios, and 
teleconferencing. As the desired result, if your employment naturally 
requires you to attend business meetings, give effective presentations, 
and make phone calls, your recruiter will reasonably expect you to 
undoubtedly have strong verbal communication skills. 

2. Nonverbal communication 

Nonverbal communication obtains the use of gesticulations, voice tone, 
body movements, and facial expressions to convey your ideas and 
feelings. You can even convey nonverbally through your appropriate 
clothing. A facial expression frequently supplements or augments verbal 
communication. The tone of your voice and your demeanor, for example, 
might adequately convey your state or genuine feelings to people about 
you. 
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3. Written communication 

Writing, typing, or printing are all forms of written communication. It is 
performed through mediums like letters, text messages, emails, social 
media, and books. Employers may wisely prefer textual correspondence 
since it is less likely to be distorted. Writing down a company strategy, 
for example, guarantees that everyone receives the same information and 
may refer to it at any moment in the future. 

4. Visual communication 

To transmit valuable information, visual communication employs 
infographics, charts, comprehensive pictures, specific layouts, and logos. 
It is typically employed in conjunction with speech or text to simplify 
information. Using slideshows and visualizations during a presentation, 
for example, makes it easier for the audience to follow complicated facts. 

Guidelines for effective communication 

Miscommunication can happen in any sort of effective communication. 
A competent communicator strives to reduce the reasonable likelihood of 
fundamental misconception while adequately conveying the message 
effectively. Over here are some practical suggestions to assist you to 
communicate more appropriately. 

Specific guidelines for all forms of effective communication 

The following suggestions can aid you to develop all four styles of 
communication: 

Reduce the distinct possibility of possible misinterpretation. Positively 
identify the impediments to interaction at each level and strive to 
minimize them as much as possible. Try employing a translation if your 
client speaks various languages. 

Know your target audience. When you comprehend your audience's 
demographics, you can offer an appropriate message for their level of 
comprehension and expertise. 

Obtain the potential participant's constructive feedback. Feedback allows 
you to determine whether your message was favorably received by your 
listener. To prevent chaos and miscommunication, you may next initiate 
remedial action and fine-tune your subsequent communication process 
appropriately. 

Select the appropriate communication channel. There are several 
communication methods accessible nowadays, which include telephone 
conversations, text messages, emails, social networks, radio, television, 
and online television broadcasts. Therefore, every medium has its own 
set of advantages and disadvantages. As a result, it is critical to adopt 
which platform is most suited for your message. For example, a newscast 
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of an event may be more successful in spreading the news to a varied 
audience, but sophisticated, technical material may be best 
communicated through a written paper. 

Guidelines for Effective Verbal Communication 

To improve your verbal communication skills, seek the following 
suggestions: 

Speak boldly and loudly. When addressing a gathering of people, be 
loud and clear so that everyone can perceive you. Your tone of voice 
should adequately convey confidence in the concepts you're attempting 
to convey. Confident body language should be conventionally used to 
supplement your speech communication. 

Patiently listen. Active listening is essential for effective verbal 
communication. Always make an effort to passively listen to others, 
whether you're having a one-on-one chat or holding group meetings. 
Others will feel a feeling of relevance, and engagement as a result and 
they will most likely listen to you more intently. You'll on top experience 
a sense of what your intended audience wants and thinks. 

Be concise and straightforward. Prefer your terms based on your 
audience's skill level. When communicating to a non-technical audience, 
for example, you should translate jargon into layperson's terminology. If 
necessary, substitute filler words like "uh" and "OK" with a stop to take a 
breath to prevent distracting your listeners. 

Guidelines for Nonverbal Communication 

Here are some practical suggestions to help you improve your nonverbal 
communication: 

Experience your feelings. Try to notice how various feelings affect your 
body physically. For example, you may discover that anytime you are 
perplexed, you commence scratching at your fingernails without even 
realizing it. Once you're conscious of how your body responds to your 
emotions, you may take action to change your response or conduct. 

Be aware of your body language. Develop a concerted effort to alter 
unfavorable body movements and emotions once you become cognizant 
of them. For specific instance, you may be exhausted after an extended 
day and have slumped arms during your team's end-of-the-day meeting. 
As soon as you become conscious of this, try correcting your demeanor. 
You may ultimately achieve control over how your body conveys your 
emotion and sentiments. 

Learn from the body posture of others. If you perceive particular 
movements and emotions that work perfectly for someone else, attempt 
to imitate them for yourself. For example, if you see someone just smile 
and overlook a scathing comment rather than respond to it, you can 
employ this strategy for yourself in a similar situation. 
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Guidelines for Written Communication 

The following suggestions can assist you to improve the efficacy of your 
written communication: 

Wisely keep it brief and to the essential point. These practices will help 
to eliminate ambiguity and save time. When writing out your message, 
be specific. To minimize misunderstandings, keep remarkable things 
simple. Include only the information that the reader requires to perceive. 
A technical handbook, for instance, may contain more details than 
marketing brochures. 

Be vigilant of potential misunderstandings. You have various aspects of 
verbal and nonverbal communication, like intonation, emotion, and body 
movements, to assist the receiver to comprehend what you are trying to 
say. Indeed, however, because your audience does not possess insight 
into your tone via written communication, they may perceive your 
feelings differently. For example, the reader may be incapable to 
distinguish between jest and a serious remark. 

Carefully reviewed your work. Before posting messages, emails, or other 
written correspondence, make sure you proofread them. You might also 
ask someone else to proofread your work for you. This will assist you in 
carefully correcting errors and improving sufficiently your effective 
communication skills. 

Collate considerable evidence of effective writing. Save each well-
written email, brochure, or paper you come across in a file. You can 
apply the same logic to it in the future if you need to produce a 
comparable snippet of communication. 

Guidelines for Effective Visual Communication 

Over here endure some pointers for good visual communication: 

Get input on the visuals you intend to use. Reasonably very often the 
images you intend to include in communication may generate ambiguity 
rather than clarify the topic. Obtaining a second opinion represents an 
extraordinary approach to determining whether your vision is successful. 

Keep your target audience in mind. Therefore, include images that your 
audience will comprehend. If necessary, attempt to describe the images 
to them in as basic a manner as possible. 

1.3 BARRIERS TO COMMUNICATION 

Isn't it weird that even though we've all been conversing since we were 
babies, we also have communication issues in our lives? During 
receiving or standard transmission of valuable information, we frequently 
keep stumbling and misrepresenting ourselves. 
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This occurs in our frequent social interactions as well as in companies 
where communication obstacles become a fundamental reason for many 
crises and can impede growth and ongoing projects. Approximately 75% 
of persons involved in interpersonal communications fail and make 
mistakes because they often did not grasp the facts or the relevant data 
was adequately ungiven to them. 

Misrepresentation of factual information, speculations, cultural 
misinterpretation, and closed-door echo with loud noise is frequent 
communication hurdles that prevent people from gaining their desired 
degree of dialogue. 

10 major hurdle that creates barriers to communication 

Ten significant roadblocks that obstruct communication 

The following are the ten most significant impediments to 
communication: 

1. Instructional barriers to communication 

The incorrect display of symbols without extensive knowledge of the 
viewer's purpose and nature might damage their feelings. 
Misrepresentative images might affect the presentation's overriding 
impression. 

The problem arises when our listeners' cultural backgrounds, religions, 
and even subjects they strongly support are untaken into account, and we 
tend to impose our ideas on them. This might damage the listeners' 
conscious egos and self-esteem, resulting in communication hurdles. 

2. Inadequate Communication Skills 

If the sender is incapable to select the appropriate words, the recipient is 
less likely to understand the message's meaning. The use of incorrect and 
complex terms may transmit a negative image in the minds of clients. 

For example, if a salesperson begins speaking about the technical aspects 
of his product that a consumer does not comprehend, the potential buyer 
will just walk away. 

All attempts are wasted if a communicator cannot talk fluently, stammers 
while communicating, or conveys the boundaries of communication 
meaning of what he means to say adequately and truthfully. 

3. Inadequate knowledge:  

When we begin speaking about anything without acquiring a sufficient 
understanding of the issue, communication hurdles are unavoidable. To 
tell the truth, many salesmen are incapable or unwilling to express many 
complex phrases or concepts straightforwardly. 

Lack of understanding in the organization will undoubtedly become a 
significant hindrance to your professional advancement. 
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4. Knowledge overload 

Too much information is a major hindrance to communication because, 
first and foremost, people may be unprepared to comprehend too much 
information. Second, the information may be arriving at such a rapid 
pace that comprehending it becomes challenging. 

Assume you're discussing a product with several features; if you begin 
speaking about almost everything, the discussion may get tedious. It is 
most efficient to give a few keys and most valuable qualities that include 
efficacy and value proposition. 

5. Emotional instability 

Your psychological aggressiveness, whether in the form of rage, hatred, 
fear, resentment or something else, might be misread and misunderstood. 
You will be unable to communicate effectively since you are deeply 
involved in emotional conflict. 

6. Distracting noises/sloppy style 

When conversing earnestly in a loud setting, your communication 
thoughts may be disrupted. Communication hurdles can be created by 
problems with your phone lines, or noise in the environment, like at 
restaurants. 

If your email message or letter does not have the right language and is 
properly unstructured, the recipient will be unable to decode the 
information effectively. All efforts to break down communication 
barriers are futile. 

7. Inadequate communication style 

Improper communication simply implies your idea wasn't being 
delivered, no matter how hard you try. For example, delivering specific 
instructions over the phone would be a waste of time for both the 
deliverer and the intended recipient. 

Transmitting incorrectly causes problems for the attentive listener since it 
is both annoying and time-consuming. 

8. Lengthy communication chain:  

The lengthier the communication chain, the higher chances of 
communication hurdles. When a communication is sent via many 
recipients, it may get twisted, condensed, and transformed. A final 
receiver may be unable to comprehend the entire message. 

9. No Feedback: 

 In reality, an apparent lack of feedback might hinder successful 
communication. Your boss at your organization is issuing directives in 
long and difficult terms without giving you a chance to reply; you may 
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appear to listen, but this will not yield results since you are incapable to 
grasp the instructions. 

10. Impolite language 

The extensive use of impolite or unusual language can hamper any 
efforts at communication, whether written or verbal. Nobody can tolerate 
harsh or aggressive language. 

Effective communication entails communicating your message to the 
appropriate individuals. Disrupted communication, whether provided 
orally, in writing, or electronically, is not communication at all. This 
needs theoretical concepts and expertise to provide an efficient process of 
communication. 

It is common for the communicators to criticize their listener or audience 
for not listening or comprehending the message, although this is often the 
sender of a message who is too responsible.  He is either not selecting the 
correct communication system or is not functioning under normal 
communication rules. "Communication is something people do," Wilbur 
Schramm correctly stated. "A message has no significance other than 
what individuals put into it. To comprehend the human communication 
process, one must first comprehend how individuals interact with one 
another." 

1.4 TECHNIQUES TO IMPROVE EFFECTIVE 
COMMUNICATION 

Communication is an ability that, like other skills, can be honed through 
practice. 

You will be capable to seek these approaches successfully in the 
workplace, which will enhance interpersonal interactions, allow for better 
problem solving, and ultimately lead to improved organizational success. 

4 Techniques for Improving Your Communication Skills 

The significance of listening 

We can't talk about communication without mentioning that what you do 
while you're not speaking is an enormous part of it. 

The most essential aspect of communicating is being a good listener. 

We're not merely talking about overhearing what someone states; you 
should also be aware of their nonverbal signals. 

• Is the individual seeking to prevent eye contact? 

• Do they maintain an open or closed posture? 

• Are they twitching their fingers? 

All of these behaviors transmit a significant amount of information. 
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How to be a good listener:  

• When you're listening, devote constant attention to the words. 

• Place your phone face down. 

• Remove your gaze from your computer monitor. 

• Pay attention to their nonverbal cues and listen to what they state. 

• Use clarifying questions to follow up on crucial areas and then 
summaries your knowledge to them so that any misinterpretation is 
instantly cleared up. 

By following the recommendations above, you indicate your 
participation in the discussion, proving to the individual that you have 
perceived and followed them. 

1. Increasing nonverbal communication skills 

To start enhancing your nonverbal communication, you must initially 
devote meticulous attention to it. 

As you get further about your day, pay attention to how you employ the 
numerous forms of nonverbal communication that we discussed in our 
post on communication types. 

Carefully examine yourself: 

• Do you properly maintain constant eye contact? 

• How do you hold yourself when adequately addressing others? 

• Does it differ depending on which you're speaking with? 

• How do others respond to you? 

Examine others: 

 • Are there persons who make you feel acknowledged? 

• What do they do to make you feel this way? 

• Is there somebody with whom you find it difficult to interact? 

• Why? 

• What acts do they do that make you dislike talking to them? 

Carefully consider the potential benefits and possible drawbacks you 
instantly notice. 

If you find someone to be a particularly wonderful — or horrible — 
person to chat to, try to figure out why. 
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Concentrate fiercely on the nonverbal cues they are sending out. You 
may imitate the positives while being cognizant of the disadvantages. 

How to Improve Nonverbal Communication: 

• Be motionless and tranquil to improve your nonverbal communication 
skills. This conveys you are in command, self-assured, and a force to 
reckon with. 

• Make clever use of eye contact. When you want to make a statement, 
focus on people. Take a glance in the eyes of the people when you are 
listening carefully to them as well as when you are speaking to them. 

• Be self-assured in your utilization of space. Rather than minimizing 
yourself, relax in your surroundings. You must do this wisely! Don't 
make it difficult for others to sit comfortably. 

• Attempt to remain calm in difficult times. Properly maintain a 
neutral emotional state and reply gently. 

Simply being much more cognizant of nonverbal communication and its 
power can powerfully aid you to employ it more constructively and 
productively. 

If you notice you generally try avoiding eye contact during difficult 
discussions, make an effort to create consistent eye contact when 
speaking in the next meeting. 

2. Enhancing verbal communication skills 

To enhance your verbal communication skills, you must work on both 
what you articulate and how you express it. 

It makes no difference how precise your necessary information is if you 
deliver it disdainfully or unpleasantly. 

Begin by monitoring yourself and others in the constructive discussion, 
as we tentatively propose for nonverbal communication. 

Carefully examine yourself: • How do others invariably respond to 
you? 

• Are there specific instances when they respond adversely more than 
others, and if so, why? 

• Do you have any co-workers with whom you truly like conversing 
earnestly? 

• Why? 

•Examine how effective communication occurs in your workplace and 
note which components are favorable and problematic. 

Furthermore, carefully consider the substance of your spoken exchanges. 
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We've all met someone who takes forever to get to the point of a tale, 
which may be aggravating, or somebody who has never gotten to the 
point at all. 

Whenever you speak, consider what you desire to state. 

• Begin gently with your sole purpose ('I believe we should boost ad 
expenditure by 10%.'). 

• Continue thoughtfully with your persuasive argument ('The impending 
Christmas season is an excellent opportunity to target our clients more 
strategically.'). 

· Consider potential consequences ('We could gently raise possible sales 
by 20 to 30 percent). 

While this approach is better adapted for more official presentations, it 
may also be used in informal contexts. 

Understanding what you want to say and having evidence to back it up 
can make you appear more competent, informed, and determined. 

Make use of pitch to assist you to captures your audience. 

 A deeper pitch is more likely to adequately convey profound 
seriousness and necessary expertise. To soften your voice, take 
longer, deeper breaths and talk from your diaphragm. 

 Use quietly and strategically to gain and maintain attention.  

 Before dropping your pitch, huge disclosure, or thesis statement, 
pause and capture the attention of the viewer.  

 Make use of a variety of melodic lines, speeds, and unique styles. 
You don't want to speak in a monotonous since it will dull your 
attentive listeners and wisely make them uninterested in the subject 
of your message. 

3. Enhancing written communication skills 

The first step in improving written communication is to ensure your 
spelling and punctuation are flawless. 

There are several internet resources available to assist you with this. 
Rewrite your work into the app to receive crucial comments on spelling, 
punctuation, and even substance. 

This is not a flawless solution; AI is clever but may commit mistakes; 
even now, it works effectively for a fast check, particularly if you are not 
the world's best writer. 

Find out more about written communication. 

Spend the time to refer to all you've written. 
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• Is your content  acceptable for the occasion? 

• Are there any errors, correctly unlinked things, or omitted points? 

• Have you investigated adequate detail on the subject? 

•We frequently overestimate how much other people know about our 
specialties; it may be essential to write in greater depth. Don't try writing 
a novel at the same time! 

Formatting is essential. 

• Format anything, from a Slack message to a comprehensive 
presentation, to ensure the content is legible. 

• Break up your message with bullet points and descriptive paragraphs. 

• If you have many texts, emphasize your central themes in bold. 

• Highlight anything you genuinely believe is important. 

4. Enhancing visual communication 

One crucial part of using visual communication is to utilize it only when 
required. A presentation that is crammed with visual cues that do not add 
value to the material is untidy, unprofessional, and will detract from the 
main message. 

You would like to be careful about what you incorporate and why you 
take it into account. Make sure you're properly using the correct chart to 
prominently display the essential facts in the simplest way possible, or 
that you're only providing sketches that will undoubtedly help the 
viewer's comprehensive understanding of the concepts for a new logo. 

Although not everyone is a visual artist, there are tools available to assist 
us to produce professional-looking images. Make good use of them! You 
don't require your presentation to appear as though it were made in 1995. 

Rather than seeking anything 'contrary,' stick to clear, conventional 
themes. The specific focus should be on your explicit content, not on the 
typography, color, or backdrop picture. 

Tips for improving visual communication: 

• Simple is most robust when it comes to visual communication! 
Reduce the size of your design and prevent the impulse to include every 
information, figure, typeface, and color in your presentation. 

• Make use of graphic design. If in reasonable doubt, request your 
company's brand rules and faithfully adhere to them. They will assist you 
in developing consistent presentations that adhere to your company's 
intended design. 

• Properly maintain a profound sense of established harmony and 
lasting peace. You may achieve this by incorporating comparable, rather 
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than dissimilar, aspects into your speech. The effective use of the same 
clip art style, font family, or color palettes. 

• Start with the eventual goal in mind. Determine what you desire to 
state and commence there. 

1.5 IMPORTANCE OF COMMUNICATION IN A 
BUSINESS ORGANISATION 

Excellent communication skills are essential for managers in companies 
to satisfactorily accomplish the effective managerial activities of 
planning, organizing, wisely directing, and controlling. 

Communication aids managers in promptly carrying out their duties and 
obligations. Communication is the bedrock upon which planning is built. 
All critical information must be transmitted to managers, who must then 
communicate the plans for them to be efficiently implemented. 
Organizing additionally includes communicating with others about their 
task assigned. Furthermore, to achieve the intended goals, top managers 
as managers must communicate effectively with their employees. 
Effective control is impossible to achieve precisely without written and 
vocal communication. 

Administrators spend a significant amount of time adequately 
communicating. They passionately devote a significant amount of time to 
face-to-face or telephone conversations with their supervisors, co-
workers, teammates, clients, or key suppliers. Managers also employ 
written communication in the form of correspondence, reports, or memos 
when oral communication is impractical. 

As the desired result, we may claim that "effective communication is a 
foundational component of successful companies. “In other words, 
communication serves as the lifeblood of the organization." 

The following summarizes the significance of communication in an 
organization: 

1. Communication meaningfully improves motivation by educating and 
elucidating the employees about the task to be completed, how the task is 
being performed, and how to enhance their effectiveness if it is 
inadequate. 

2. Effective communication adequately represents a credible source of 
information for organizational members during the decision-making 
process by assisting in the identification and comprehensive evaluation 
of various courses of affirmative action. 

3. Communication is equally vital in transforming people's attitudes; for 
example, a well-informed person will maintain a more optimistic 
approach than a less-informed one. Employee attitudes are carefully 
shaped via organizational publications, journals, organizational meetings, 
and numerous other types of oral and written communication. 
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4. Communication is equally beneficial in socializing. In today's world, 
the direct presence of some other person fosters communication. It is also 
claimed that even without effective communication, one cannot thrive. 

5. As previously said, communication aids in process control. It 
powerfully aids in the regulation of organizational members' behavior in 
a variety of effective ways. Employees in an organization must adhere to 
several levels of organizational hierarchy as well as particular concepts 
and norms. They must follow organizational policies, do their job duties 
effectively, and adequately express any work problems or grievances to 
their supervisors. Thus, communication aids in the management control 
role. 

An efficient and successful communication system necessitates 
management skills in message delivery and reception. Management must 
identify different communications obstacles, evaluate the causes for their 
existence, and take preventative measures to minimize such obstacles. As 
a result, a manager's principal task is to create and sustain efficient 
communication in the firm. 

1.6 COMMUNICATION FLOWS IN AN 
ORGANIZATION  

In an organization, communication flows in 5 main directions- 

1. Downward 

2. Upward 

3. Lateral 

4. Diagonal 

5. External 

1. Downward Communication Flow:  

Downward communication is communication that flows from a higher 
level in an organization to a lower level. Along with other terms, 
communication in a command chain from superiors to subordinates is a 
downward communication. Managers utilize this communication route to 
provide work-related specific data to employees at lower levels. 
Employees require this knowledge to carry out their jobs and satisfy the 
requirements of their bosses. Managers employ downward 
communication for the following purposes: 

Giving performance feedback to workers 

● Communicating job-related instructions 

● Adequately providing a thorough understanding of the workers' 
duties as well as communicating how their occupations are connected 
to other positions in the organization 
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● Properly informing staff about the organization's ultimate goal and 
vision. 

● Sufficiently emphasize the key areas that undoubtedly require 
considerable attention. 

Downward communication is exemplified through organizational 
newsletters, guidance documents, letters to workers, group meetings, and 
so on.  

Managers must willingly undertake the following to ensure successful 
and error-free downward communication: 

● Specify the communication goal. 

● Make certain that the message is precise, explicit, and clear. 

● Use the most effective communication approach to communicate the 
message to the intended recipient in the most effective manner. 

2. Upward flow of communication:  

Communication that flows to a higher level in an organization is referred 
to as upward communication. It offers information on how well the 
company is efficiently performing. Subordinates utilize upward 
communication to communicate with their superiors about their 
considerable difficulties and remarkable accomplishments. 

Subordinates utilize upward communication to assess how well they 
understand downward communication. Members of staff can also utilize 
it to adequately express their opinions and thoughts and participate in 
decision-making. 

Upward communication leads to a more devoted and loyal staff in a 
business because employees are provided the opportunity to raise and 
express displeasure concerns to more elevated levels, Managers learn 
about their workers' attitudes regarding their jobs, colleagues, 
supervisors, and the organization as a whole. Managers can next take 
appropriate steps to improve situations. 

A Dispute Settlement System, a Grievance and Recommendation Box, 
Employee Satisfaction Surveys, and so on all contribute to better upward 
communication. Other instances of Upward Communication include 
performance reports prepared by lower-level management for a 
comprehensive evaluation by upper-level management, employee 
attitude surveys, employee correspondence, employee-manager 
dialogues, and so on. 

3. Lateral/Horizontal Communication:  

Lateral communication refers to effective communication that occurs at 
similar levels of organizational hierarchy in an organization, i.e., 
information exchange between esteemed colleagues, between supervisors 
at the same levels, or between any horizontally equivalent organizational 
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member. The following represents the benefits of horizontal 
communication: 

● It reduces your time.  

● It makes task coordination easier. It enthusiastically promotes 
effective teamwork among team members.  

● It offers emotional and social support to the members of the 
organization.  

● It powerfully aids in the successful resolution of a variety of 
organizational issues.  

● It is a prevalent method of exchanging information.  

● It could in addition be utilized to resolve departmental disagreements 
with other departments or internal departmental problems. 

4. Diagonal Communication: Diagonal communication occurs when 
management communicates with employees from various groups within 
the organization. In most cases, it does not exist on an organizational 
chart. For example, to develop a training program, a training manager 
consults with an Operations employee to acquire how they accomplish 
their duties. 

5. External Communication: Effective communication between 
management and outside organizations like suppliers, vendors, banks, 
financial institutions, and so on. For example, to obtain funds, the 
Managing Director would adequately meet with the Bank Manager. 

1.7 ‘7 Cs’ OF COMMUNICATION 

Definition:  

The 7Cs of Communication is a comprehensive list that assists in the 
continuous improvement of corporate communication skills and 
positively enhances the likelihood that the message will be interpreted 
exactly as intended. 

To maintain good communication, remember the following 7Cs of 
communication: 

1. Clear: The message should be clear and simple for the receiver to 
grasp. Only the recipient will be certain of the communication's intent if 
it is obvious to the sender. The message should focus on a single aim at a 
time and should not include many concepts in a single line. 

2. Correct: The message has to be right, i.e., it must be written in the 
appropriate language, and the sender must guarantee that there are no 
grammatical or spelling errors. Furthermore, the message should be 
precise and well-timed. Proper communications have a higher influence 
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on the receiver, while the sender's confidence rises as a result of the 
perfect message. 

3. Complete:  The message should be comprehensive, which means it 
should contain all of the necessary information that the target audience 
requires. The entire information addresses all of the recipients' queries 
and assists the recipient in making better decisions. 

4. Concrete:  The communication should be substantial, which means 
that the message should be explicit and leave no opportunity for 
misinterpretation. All facts and data should be explicitly provided in a 
communication to back up what the sender is expressing. 

5. Concise:  The message should be brief and to the point. The sender 
should prevent long phrases and strive to express the subject matter in as 
few words as feasible. The more concise message is more complete and 
helps to retain the recipient's attention. 

6. Consideration: To communicate effectively, the sender must evaluate 
the recipient's ideas, expertise, attitude, history, and so on. To 
communicate, the sender must be related to and constructively engaged 
with the intended receiver. 

7. Courteous: It means the sender must carefully consider both the 
intended recipient's sentiments and key points of view for the message to 
be pleasant and cantered on the attentive listener. The message should be 
unprejudiced, and it should include language that amply demonstrates 
aesthetic appreciation for the receiver. 

1.8 ACTIVE LISTENING 

Listening skills, as well as speaking abilities, represent critical 
components of effective communication. Most occupations in a variety 
of industries place a premium on communication skills. To effectively 
use your communication abilities in your career and beyond, you may 
need to adequately explore enhancing your listening skills.  

The effective technique of obtaining data from the active participants or 
group is known as active listening. 

It entails paying attention to the discourse, refraining from interrupting, 
and taking the time to comprehend what the speaker is stating. The 
"active" component entails taking measures to elicit information that 
would otherwise be unsupplied. 

Active listeners avoid interrupting at all times, summarize and repeat 
back what they have heard and pay attention to body language to gain 
deeper comprehension. Active listening obtains a skill that any worker 
may benefit from learning. It allows you to properly comprehend what 
people are asserting during talks and meetings (and not just what you 
want to hear or think you hear). 
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Active listening represents an enormously beneficial strategy to practice 
during the interview process since it may assist you in developing a 
favorable relationship with your recruiter. 

Why are listening skills important? 

Listening skills comprise a key component of effective communication. 
When you are an active listener, you may begin enhancing relationships, 
make better judgments, and achieve quicker agreements with others.  

Here are some more explanations for why listening skills are 
essential: 

• Illustrate your specific focus and considerable attention to an 
individual's thoughts, behaviors, and emotions  

• Enhance your capacity to efficiently impact, end up serving, inspire or 
develop employees. 

• Enable an organization to function effectively with the valuable 
information provided, which may end up causing them to seamlessly 
integrate to industry trends or consumer demands 

• Enhance basic human interaction. 

• Develop relationships with co-workers. 

Listening skills are also important to many business roles such as: 

• Sales 

• Negotiation 

• Coaching 

• Mentoring 

• Interviewing 

• Marketing research 

• Facilitation 

• Managing 

1.9 BARRIERS TO ACTIVE LISTENING 

Unfortunately, formidable obstacles can obstruct active listening skills. 
These listening barriers can be divided into two categories: external and 
internal. 

I): External Listening Barriers 

External listening barriers are less formidable to handle than internal 
listening barriers. They include a considerable number of environmental 
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disruptions that can generally be avoided or minimized with easy 
modifications such as removing oneself from the interfering barrier or 
eliminating the problem from the location in which you are.  

• Noise is an example of an external barrier. Any external noise, like the 
sound of machinery running, phones buzzing, or other people 
conversing, might act as a barrier. 

• Distracting visuals. Visual distractions may be as essential as the 
landscape on the outside of a window or the events taking place just 
outside the glass walls of a nearby business. 

• The physical environment. An unpleasant climate, inadequate or non-
existent seats, offensive scents, or a significant distance between the 
attentive listener and the speaker can all be problems. 

• Remarkable things. Pocket cash, pencils, and valuable jewelry are 
frequently shifted uncomfortably with that while listening. 

• The individual speaking. The other person's physical presence, gentle 
demeanor, gentle voice, or mannerisms may distract the individual 
listening. 

II): Internal Listening Barriers 

Internal hearing obstacles are tougher to control since they exist within 
the listener's consciousness. Eliminating internal obstacles requires an 
intense level of consciousness and determination on the side of the 
listener, such as noticing oneself well before thought wanders and 
returning complete attention to the speaker. 

Internal Listening barriers include: 

● Anxiety: is one of the internal hurdles. Anxiety might arise as a 
result of competing for personal fears and concerns. 

● Self-centeredness: As a result, the listener's attention is captured by 
his or her ideas rather than the speaker's words. 

● Mental sluggishness: Laziness breeds a refusal to listen to critical or 
thorough information. 

● Disinterest: Boredom is caused by inadequate interest in the 
speaker's topic. 

• Sense of supremacy: This conveys to the listener the impression that 
they gain nothing much to learn from the speaker. 

• Cognitive dissonance: The listener only hears what he or she 
anticipates overhearing or affects the speaker's message to correspond 
to their own opinions. 

• Impatience:  A speaker who speaks slowly or drags out the content 
may irritate a listener. 



  

 

Soft Skill Development 

 

38 

Breaking down these obstacles is critical for improved listening. If a 
listener can break down these obstacles, they will be capable to obtain a 
deeper knowledge of the work at hand, communicating more effectively, 
and achieving higher success at work. 

1.10 DIFFERENCES BETWEEN LISTENING & 
HEARING  

When it comes to the action of hearing these sound waves, there are two 
distinct notions at work. One is hearing, while the other is listening. 
Hearing is an individual's inherent capacity to discern between sounds. It 
all comes down to the individual's intrinsic ability to identify the sound. 
For every individual, it is not possible to understand the information 
delivered just based on the context of listening. 

Listening vs. Hearing 

The primary distinction between hearing and listening is that listening is 
concerned with comprehending or experiencing the sound waves, which 
acquires a more in-depth meaning. This is not the situation with the 
evidentiary hearing since we are unaware of what was said. 

Listening requires our focus and attention to understand the things which 
we hear. An individual makes no effort to listen since it is an involuntary 
process, but it takes work to listen because it is a deliberate activity done 
by the individual. The brain decodes and comprehends the received 
sound waves and makes an appropriate judgment. 

Comparison Table Between Hearing and Listening 

Parameter of 
Comparison 

Hearing Listening 

Definition 

It refers to a 
person's innate 
capacity to receive 
and instantly 
comprehend 
vibrations (sound) 
through their ears. 

It refers to the individual's 
mode of thinking of 
detecting the sound 
through paying attention 
and analyzing it. 

Process 
Involuntary process 
(passive). 

Voluntary process 
(active). 

Characteristics 
It is an intrinsic 
ability. 

It is a skill that must be 
learned via practice. 
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Paying 
attention 

It is unnecessary to 
pay attention since 
hearing occurs 
automatically. 

It is critical to listen 
carefully while the 
individual attempts to 
comprehend and react to 
what is heard. 

Occurs at 
It occurs in the 
subconscious mind. 

It happens during the 
conscious state. 

Nature Physiological state. Psychological state. 

 

The Primary Distinctions Between Hearing and Listening 

1. Undoubtedly hearing is a fundamental process that naturally occurs 
without the humanitarian assistance of the individual. However, 
listening occurs merely when the individual exerts effort by devoting 
enough attention to the incoming sound waves. 

2. The hearing may or may be unimportant in the development of a 
connection. While listening carefully is regarded as one of the most 
fundamental aspects of successful collaboration and effective 
communication. 

3. Hearing naturally occurs throughout the day since no specific activity 
by the individual is necessary to sustain or prolong the process. 
Listening, on the other hand, is a transient condition since it takes 
much work to stay focused without being interrupted. 

4. Hearing is a natural ability, but listening is a talent that can only be 
acquired by consistent effort. 

5. Hearing needs only one sense, however, listening necessitates the use 
of more than one sense to comprehend the discussion or what the 
speaker says. 

6. Hearing is a natural process that occurs with the aid of the ear. 
Listening, on the other hand, is a mental process that occurs merely 
when the individual is aware of the action. 

1.11 CRITICAL LISTENING 

In this context, critical listening entails applying careful thought and 
reasoning to accurately determine if a statement makes sense in light of 
factual facts. 

Analytical listening may be acquired with experience, although it is not 
always understandable. Some people never acquire this skill; preferably, 
they accept every communication at face value, even when it contradicts 
their understanding. When effective communications are reiterated to 
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others who have not yet gained the cognitive ability to distinguish 
between a genuine message and an incorrect one, problems arise when 
the message is complicated, and critical listening might be very 
challenging. Regrettably, some presenters may purposefully complicate 
their statements to evade critical scrutiny. 

Improve Your Critical Listening Skills. 

Most importantly, critical listening represents a talent that can be learned 
and developed. Understanding the Distinction Between Facts and 
Opinions "Everyone is entitled to their own beliefs, but they are 
unentitled to their facts," Senator Daniel Patrick Moynihan is quoted as 
stating. Attempting to learn to separate opinions from facts is part of 
critical listening, and it works in two ways: critical listeners are cognizant 
of whether a speaker is trying to deliver a fact-based message or an 
opinion-based message, and they are also conscious of the interrelations 
between their own beliefs and opinions as they listen to messages. 

When individuals adhere to a harsh view of anything, they are often 
resistant to accept the evidence. Furthermore, they criticize every 
component of the speech and have a negative attitude toward both the 
speech and the speaker. This is not to argue that presenters should refrain 
from adequately expressing their views. Many of history's most 
significant speeches incorporate personal ideas. Consider Martin Luther 
King Jr.'s iconic "I Have a Dream" speech, in which he conveyed his 
personal vision for American society's future. Analytical listeners may 
agree or respectfully disagree with a speaker's beliefs, but the important 
is that they recognize when a message is based on emotion and when it is 
true. 

You will be much more likely to spot improper assumptions if you listen 
critically, which may convey you to intellectually challenge the speaker 
if questions are proposed or to conduct more studies to assess the validity 
of the speaker's assumptions. If, on the other hand, you remain silent and 
allow the speaker's preconceptions to stand unquestioned, you may be 
influenced by false information. When you listen attentively, you may 
come across valuable information that does not appear to be backed by 
empirical evidence. That information should be unaccepted 
unconditionally. 

Facts vs. Assumptions 

Ample, unequivocal evidence confirms facts. Empirical evidence does 
not support fundamental assumptions. 

Due to the apparent mental curiosity and insight of a few people, human 
evolution has indeed been possible, maybe against enormous difficulties. 
When the practice of vaccination to protect against smallpox was 
introduced in the late 1700s, it was met with opposition from both 
medical experts and ordinary folk who mounted large demonstrations. 
Vaccinations against smallpox, diphtheria, polio and other infectious 
illnesses have recovered countless lives more than two centuries later, yet 



 

 

Communication  

 

41 

public hostility persists. Listeners should be always receptive to novel 
ideas. We are not advocating you agree with every thought you come 
across in life; instead, we are recommending you listen to the message 
and then analyze it. 

Take Notes 

Taking notes is a talent that may be honed with practice assiduously. 
You're probably aware it's virtually hard to capture everything a speaker 
says. Attempting to carefully document everything may cause you to lag 
and wish you had carefully balanced your effective concentration 
correctly between writing and listening. We want a detailed record that 
represents the message's implications; therefore, we must take care, of 
selected notes. However, no matter how hard you work on the notes, you 
may mistakenly leave out a keyword, like "not," undermining the 
dependability of your otherwise meticulously prepared notes. However, 
if you listen with the same care and considerable attention, you are much 
less inclined to make that type of error. 

It's critical to strike the appropriate balance between attentive listening 
and meticulous notetaking. For a long time, many individuals have 
struggled with this proper balance. For example, if you try to write down 
simply important words rather than whole phrases, you may discover you 
can't recall how two concepts were linked. In such rare instances, there 
were much too few notes taken. Excessive notetaking, on the other hand, 
might lead to a lack of focus on the most core concepts. 

Undoubtedly continue increasing your cognitive ability to recognize the 
significant concerns of ineffective communications so that you may take 
correct notes that adequately convey the specific meanings intended by 
the speaker to improve your critical listening abilities. 

1.12 IMPROVING LISTENING  

How to improve your listening skills 

It is critical to assess your present listening abilities to identify areas 
where you might improve. Over here endure some things you can do to 
enhance your listening skills: 

1. Keep eye contact with the speaker. 

2. Try imagining what the speaker is saying. 

3. Restrict your judgments. 

4. Do not interject. 

5. Wait for a pause before asking inquiries. 

6. Inquire for clarification. 

7. Feel sympathy for the speaker. 
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8. Be aware of nonverbal clues. 

9. Provide comments to the speaker. 

10. Practice listening. 

1. Maintain eye contact with the speaker 

Carefully avoid gazing out the door, texting or scrolling through your 
phone, or browsing a computer monitor while listening to someone 
speak. Limit needless distractions, offer the speaker your sufficient 
concentration and try to carefully look them in the eyes. This offers them 
a nonverbal indication that you are attentive to what they are 
communicating, which stimulates them to keep speaking. 

Remember the presenter may not look at you because they are bashful, 
are unsure, or their culture does not value direct eye contact for 
communication. Even if the speaker does not look at you, you must 
continue facing them. 

2. Visualize what the speaker is saying 

While listening, try to reconstruct a mental picture of what the speaker is 
saying to help you recall information. This might be a literal image or 
various notions related to the issue. This will assist you in remembering 
terms and phrases when listening for extended periods. Trying to 
envision what the speaker is stating will also liberate you from having to 
think about what to say next. If you happen to lose attention, make sure 
to concentrate right away. 

3. Limit judgments 

Listen without evaluating the narrator in your head while they speak. 
Even if the valuable information agitates or alarms you, try to fiercely 
resist thinking about harsh or judgmental remarks since this impairs your 
capacity to concentrate. You should also listen with an inquisitive mind 
and recognize the speaker is sharing their point of view with you. You 
may notice they make more sense as they continue speaking to you, but 
you won't know the whole tale unless you listen. 

4. Don't interrupt 

Everybody talks and carefully analyses valuable information at his or her 
own pace. Unless someone is delivering their word slowly, try to 
exercise exemplary patience and wait for them to complete before 
rushing them along by anticipating what they will say next or responding 
before they have done speaking. Trying to disrupt the speaker gives a 
false message. It may imply what you have to say is more essential, that 
you are uninterested in what they have to say, or that the discussion is a 
contest. 
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It's also vital to avoid proposing solutions. Most of the time, folks simply 
want you to listen. But, if you have a wonderful idea, you should 
consider obtaining permission to share it before offering your answer. 

5. Wait for a pause to ask questions 

You may not comprehend all that is spoken to you. It is advisable to wait 
until they pause before interrogating them to support it up and clarify the 
issue or word you misinterpreted. 

6. Ask clarifying questions 

Trying to ask questions to clarify keep the dialogue on track. You should 
only ask questions that connect to your comprehension rather than ones 
unrelated to the core topic the speaker is attempting to convey. When you 
ask questions to clarify without interrupting eagerly, it demonstrates that 
you are attentive, paying attention, and eager to explore matters further. 

7. Empathize with the speaker 

Compassion is required for good listening. You should express similar 
feelings as the speaker. For example, if their face adequately expresses 
profound grief or considerable excitement, your facial expressions and 
kind words should accurately portray comparable feelings. Empathizing 
with the speaker requires focus and energy, yet it allows for extended 
conversation and the formation of connections. 

8. Pay attention to nonverbal cues 

Nonverbal communication accounts for the majority of interpersonal 
communication. When someone communicates with you, their body 
language and tone of voice may reveal frequently about them. It is simple 
to identify boredom, excitement, or displeasure on someone's face while 
they speak based on their eyes, lips, and shoulder posture. As a result, 
listening also entails paying attention to nonverbal signs. It allows you to 
create assumptions based on what a person intends when they speak to 
you. 

9. Provide the speaker with feedback 

Formative assessment can come in both verbal and nonverbal forms. You 
can provide vocal feedback by stating something such as, "I realize that 
must be problematic," or "all right. “Nonverbal" indicators such as 
shaking your head and making suitable facial expressions can be used. 

The idea is to give signals to the speaker to enable them to know you're 
paying attention. If you are given tasks, be sure to address the list of 
activities back to the speaker so that they recognize you comprehend 
what you are expected to perform. Taking notes on what they say 
demonstrate attention to detail. 
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10. Practice listening 

You may listen attentively by paying attention to what you do when 
someone speaks to you. Note down what you heard, comprehended, and 
recognized following a face-to-face conversation, or listening to 
audiobooks or podcasts without any text in front of you. Try listening to 
four-minute recordings and replaying them to perceive how much 
information you can remember. This will assist you in being more 
conscious of your function as an intended recipient of valuable 
information, as well as improving your overall communication abilities. 

1.13: PRACTICAL (ROLE-PLAYS, CASE STUDIES) 

Case Study 1 – Barry and Communication Barriers 

Effective Communication as a Motivator 

One common complaint employees voice about supervisors is 
inconsistent messages – meaning one supervisor tells them one thing and 
another tells them something different. Imagine you are the 
supervisor/manager for each of the employees described below. As you 
read their case, consider how you might help communicate with the 
employee to remedy the conflict. Answer the critical thinking questions 
at the end of the case then compare your answers to the Notes to 
Supplement Answers section. 

Barry is a 27-year-old who is a food service manager at a casual dining 
restaurant. Barry is responsible for supervising and managing all 
employees in the back of the house. Employees working in the back of 
the house range in age from 16 years old to 55 years old. In addition, the 
employees come from diverse cultural and ethnic backgrounds. For 
many, English is not their primary language. 

Barry is ServSafe® certified and tries his best to keep up with food 
safety issues in the kitchen but he admits it’s not easy. Employees 
receive “on-the-job training” about food safety basics (for example, 
appropriate hygiene and handwashing, time/temperature, and cleaning 
and sanitizing). But with the high turnover of employees, training is often 
rushed and some new employees are put right into the job without 
training if it is a busy day. Eventually, most employees get some kind of 
food safety training. 

The owners of the restaurant are supportive of Barry in his food safety 
efforts because they know if a food safety outbreak were ever linked to 
their restaurant; it would likely put them out of business. Still, the owners 
note there are additional costs for training and making sure food is 
handled safely. One day Barry comes to work and is rather upset even 
before he steps into the restaurant. Things haven’t been going well at 
home and he was lucky to rummage through some of the dirty laundries 
and find a relatively clean outfit to wear for work. He admits he needs a 
haircut and a good hand scrubbing, especially after working on his car 
last evening. When he walks into the kitchen, he notices several trays of 
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uncooked meat sitting out in the kitchen area. It appears these have been 
sitting at room temperature for quite some time. Barry is frustrated and 
doesn’t know what to do. He feels like he is beating his head against a 
brick wall when it comes to getting employees to practice food safety. 

Barry has taken many efforts to get employees to be safe in how they 
handle food. He has huge signs posted all over the kitchen with these 
words: KEEP HOT FOOD HOT AND COLD FOOD COLD and WASH 
YOUR HANDS ALWAYS AND OFTEN. All employees are given a 
thermometer when they start so that they can temp food. Hand sinks, 
soap, and paper towels are available for employees so that they are 
encouraged to wash their hands frequently. 

Questions: 

1. What are the communication challenges and barriers Barry faces? 

2. What solutions might Barry consider in addressing each of these 
challenges and barriers? 

3. What Standard Operating Procedures (SOPs) would be helpful for 
Barry to implement and enforce? 

4. What are some ways Barry might use effective communication as a 
motivator for employees to follow safe food handling practices? 

Notes to Supplement Answers: 

1. Communication challenges abound in any workplace. Barry has 
some common challenges in his operation. 

a. Language barriers: not all employees speak English as their first 
language making verbal communication a challenge at times. 

b. Generational (age) barriers: having employees in various age 
categories can pose a unique set of challenges. While the younger 
generation is used to texting and using shortened messaging, their 
vocabulary may not be consistent with that of older employees. Work 
values and attitudes may also affect communication between younger 
and older employees. 

c. Cultural and ethnic barriers: Cultural differences in food safety 
practices may be a challenge for Barry to overcome. 

d. Nonverbal challenges: Barry’s body language (appearance) is telling 
others he does not care about personal appearance and cleanliness. 

e. Emotional barriers: Emotional barriers can interfere with effective 
communication. Barry comes into work after a rough start at home. 
These negative emotions are affecting how he communicates with the 
employees. 
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2. Barry might consider the following solutions to the identified 
challenges and barriers: 

a. Language barriers: Several potential solutions might be addressed 
here including posting signs in employees’ primary language. Putting 
signage with visuals, not just words. Barry might learn some simple 
words in the employees’ primary language to help show interest in the 
employees. 

b. Generational (age) barriers: Currently there are 4 generations in the 
workforce and each potentially has a different preferred method of 
communication. While the younger generation might prefer to receive 
text messages as their preferred way of communication, older employees 
may not find this method of communication acceptable. Consider your 
employee’s preferences and be willing to communicate a message in a 
few different ways. 

c. Cultural and ethnic barriers: Barry may need to identify cultural 
beliefs and work to understand the ethnic barriers related to food safety. 
For instance, two employees come from the same country and they have 
made comments that controlling temperature in their country is not a 
priority; food can be at room temperature for long periods and nothing 
ever happened. 

d. Non-verbal challenges: Barry’s appearance is a nonverbal cue to 
employees. Barry’s appearance is important as he is a role model to the 
employees. His actions and behaviors should be consistent with what he 
is expecting from them. For example, because he is expecting the 
employees to follow proper handwashing procedures, he should also use 
proper handwashing procedures. 

e. Emotional barriers: Emotional barriers can interfere with effective 
communication. It will be important for Barry to get his emotions “in 
check” before starting work. Having self-awareness and potentially 
seeking outside assistance (ie. Employee Assistance Programs) may be 
possible solutions here. 

3. Standard Operating Procedures (SOPs) serve as the written 
documentation of best practices and serve as the framework for 
organizational policy and structure. SOPs identify the who, what, why, 
when, and how of foodservice practices for employees. Part of the 
supervisor’s role is to assure SOPs are in place, communicated to 
employees, and followed. For this case, two helpful SOPs would be: 

a. New Employee Orientation SOP: Due to time constraints of “busy 
days” and high turnover, Barry currently finds orienting new employees 
to be a challenge. Although it may take time in the beginning, the payoff 
may be great and save time in the long run. A copy of this SOP is 
attached or at: 

http://www.extension.iastate.edu/NR/rdonlyres/17AE5B90-A2AD-4E88-AF62- 

025BCD6B24DD/66867/RSOP33NewEmployeeOrientation1.pdf. 
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b. Employee Health and Personal Hygiene SOP: Although SOPs are 
generally intended for employees, it is important to note that as role 
models, supervisors/managers should generally adhere to operational 
SOPs. Barry’s lack of adherence to personal hygiene standards indirectly 
tells employees that appearance and hygiene are not important. Barry’s 
hygiene and appearance should serve as an example to employees – 
clean, unwrinkled clothing, clean hands, free from grease and dirt with 
neatly trimmed hair are a must for Barry to be a motivator for his 
employees to have good appearance and hygiene. At present, his non-
verbal communication is telling them personal hygiene and appearance 
are not important. A copy of this SOP is attached 

or at: http://www.extension.iastate.edu/NR/rdonlyres/B430FC3D-2919-
46F9-AD79- 

22CD049D579F/66764/RSOP1EmployeeHealthandPersonalHygiene1. 
pdf. 

4. All supervisors, including Barry, have many ways to use effective 
communication in motivating employees.  

A few suggestions are listed below: 

a. Provide sincere and encouraging words when employees follow safe 
food handling behaviors. Use a communication method appropriate for 
an employee, so the supervisor must know a bit about the employee. For 
a high schooler, maybe it’s a quick “thank you” text message, or for an 
older employee, it might be a handwritten thank you note. 

b. Serve as a role model through verbal and non-verbal communication. 
It’s said that “actions” speak louder than words, so Barry can, through his 
actions, convey a message to employees. For example: wear a clean 
uniform. 
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3.0 OBJECTIVES 
 

After going through this unit, you will be able to:  

 Train learners in written aspects of organizational communication 
i.e., business messages and documents requisite for career building. 

 To enable understanding of the importance of proficiency in 
communication to improve career prospects and growth. 
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3.1 INTRODUCTION 
 

Correspondence is crucial for any profession, be it technical or business. 
The reason for writing any expert report is to talk about particular ideas, 
and the whole thing about the record needs to make contributions to this 
goal. Writing is an ability that can be learned and practiced, however, to 
enhance our writing skills, we want to be conscious of the elements of 
high-quality writing. Choosing the proper phrases and constructing 
grammatically as properly as logically right sentences and well-
developed coherent paragraphs-all would make a contribution enhancing 
the excellence of the writing.  

Writing is a skill; like different skills, it can be learned, and like most 
skills, it is no longer inborn. For example, few humans lack the primary 
gear to analyze to trip a bicycle (balance, strength, sight),  however,  
most grow to be skillful cyclists solely after an awful lot of practice. 
Confidence is the foremost necessity and having the braveness to get on 
and try. The equal is proper in writing. Most humans have the simple 
gear  (tact, experience, language),  however,  like driving a bicycle, 
writing is an ability that ought to be learned by using doing it. No 
quantity of reading, or absorbing guidelines and advice, can replace 
practice. So, as we provide recommendations and examples, our 
fundamental purpose is to reassure you that early ‘wobbly’ efforts at 
writing are pretty normal. Do not be discouraged via the writer’s equal of 
gazed knees. Practice will carry coordination and manipulation that will 
alternate writing from a curiosity-hazardous workout to an environment-
friendly capacity of getting somewhere. 

3.2 WRITING SKILLS 
 

3.2.1 Principles of Correspondence 

 Place the Reader First 

For all writers, the most important people are their readers. It is also true 
for business letter writing. If you keep the readers in mind when you 
write, it will help you use the right tone, and appropriate language, and 
include the right amount of detail. What do readers want from business 
letters? They want relevant information, presented in a clear and easy-to-
understand style. They do not want muddled thinking, background 
information they already know, business speak, and jargon. Above all, 
they want to get the gist of your message in one reading-they do not want 
to dig for the meaning through long sentences and a boring style. The 
better picture you have of the readers, the better you can communicate. 
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 Keep to the Point 

In a business letter, try not to waste a reader's time. The first step in any 
writing task is to set down the aim. Ask yourself, why am I writing and 
what do I want to achieve? The clearer you are in your mind about what 
you want to achieve, the better your letter. It will help you focus on the 
information that supports your central aim, and to remove irrelevant 
information. You may also outline to plan your letter, by adhering to the 
following steps: 

1. Make a list of the topics you want to cover but do not worry about the 
order. 

2. Under each topic like keywords, examples, arguments, and facts. 

3. Review each topic in the outline for relevance to your aim and 
audience. 

4. Cut out anything that is not relevant to your aim or audience. 

5. Sort the information into the best order for the readers. 

 Set the Right Tone 

In a business letter, it is important to use a tone that is friendly, yet 
efficient. Readers want to know that there is someone at the other end 
who notices and takes an interest in their concerns. Therefore, you need 
to observe a helpful and friendly tone, by maintaining a controversial 
approach throughout the letter. 

 Write Effective Openings 

Your first job when writing a letter is to gain your reader's attention. An 
important principle of effective writing is to put the most important 
information first. The opening paragraph is both the headline and the lead 
message that follows in the rest of the letter. Some examples of openings 
in business letters are as follows: 

Thank you for your letter dated 8 February 2022, which has been brought 
to my attention, 

I refer to the previous correspondence in respect of the above, please note 
that to date we have not received your cheque for those outstanding 
arrears. Concerning our telephone conversation yesterday regarding… 

Make your first paragraph stand out-get straight to the message and do 
not waste the reader’s time. As the opening paragraph sets the tone for 
your letter, avoid using tired phrases that are work give little information, 
and create a formal and impersonal tone, Be direct and use your words 
posted so that the reader has a good impression from the beginning of 
your letter. Include the most important information in the first paragraph. 
Do not be afraid to start your letter strongly. 
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 Write Effective Conclusions 

A closing paragraph should end the letter on a polite and business-like 
note. Typical final paragraphs in business letters invite the reader to write 
again or use overused and meaningless phrases that detract from the 
impact of the letter. Consider the following examples of good closing 
sentences for business letters 

I again apologize for the delay in replying and trust that this letter has 
clarified the points you have raised. However, if you wish to discuss any 
points I have not clarified, or need any further information, you may 
certainly contact me again. 

I look forward to hearing from you and in the meantime, should you have 
any queries, please do not hesitate to contact me.  

I regret that I cannot be of more assistance in this matter, and should you 
have any further queries, please do not hesitate to contact me. 

In a longer letter, the last paragraph can summarize the key points or 
repeat the key message. If some action is needed, explain what you want 
the reader to do or what you will do. Use positive words such as 'when 
not 'if. The letter should end positively and politely. Use the final 
paragraph to explain or repeat what you want your reader to do. 

 
Experts should be instructed on the practical significance of successful 
composition. In letter composing, accuracy and clearness of significance 
are critical. Time is a significant asset, and exact correspondence helps 
save the hour of the author as well as of the beneficiary. Individuals who 
are worth time and correspondence will undoubtedly acquire their 
successful relational abilities. 
 

Further, the peruse makes a picture of the author of the association 
through their letters. A decent letter should make for easy perusing. It 
ought to be clear and succinct, with short sentences and straightforward 
words. It should keep to current realities and be not difficult to peruse 
and comprehend. The accompanying segments will take us through the 
different attributes furthermore parts of expert letters. 

To compose a viable letter, one requirement is to comprehend the 
motivation behind the composition and afterward draft the letter, 
focussing on the reader’s viewpoint. Formal letters should be clear, 
obliging, firm, and as cordial as the point permits. The best letters have a 
conversational tone and are perused as though the peruse is being 
addressed. Coming up next are the seven Cs of letter composing: 

1. Clarity: One must be clear and explicit in their letter. The words 
utilized should be unambiguous and not dubious. Try not to give 
theoretical data.E.g., Rather than 'envision', use 'see'. Rather than 'right 
now', compose 'now'. Rather than utilizing 'the site is presently 

3.2.2 7 Cs of Business Correspondence 
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completely functional with the web-based business usefulness 
arrangement', compose 'the organization has sent off its site'. 

2. Concreteness: A decent business letter generally gives substantial 
data (explicit data). E.g., Rather than saying, "I anticipate the 
transfer/request to contact me at the earliest", use "I anticipate that the 
request should be conveyed to me by the 21st of February 2022. 

3. Conciseness: Utilize just important subtleties and short sentences. 
Be immediate and stay away from long repetitive articulations. Utilize 
the "Keep it short and basic" equation. 

4. Consideration: Attempt to envision your reader's conditions, 
issues, feelings, cravings, and so on, and demonstrate that you 
comprehend these by utilizing your words with care. Assuming you are 
composing a direct mail advertisement, show the beneficiary how the 
item might work out for them. Whenever you compose with thought, you 
create compassion. 

5. Correctness: While composing a business letter, the rule of 
accuracy ought to be observed. The author should guarantee accuracy in 
his tone, arrangement, and data that he gives in the letter. The realities 
referenced should be valid and right. Linguistic designs and spellings 
ought to be right. 

6. Completeness: Give total data in the letter and attempt to keep it 
as brief as could be expected. 

7. Courtesy: Be gracious and amenable. Try not to offer negative 
expressions and an accusatory tone charging the beneficiary. e.g., Rather 
than expressing, "You didn't send the check", use "The check wasn't 
encased." Even if you are composing an objection letter, your tone 
should be considerate and obliging consistently. 

While composing a letter, we ordinarily attempt to persuade our readers 
or get a positive response from them. The readers will react rapidly 
provided that the significance is clear and conveyed well. We want not to 
endeavor to introduce ourselves or our association as great and 
impeccable. All things being equal, by taking a position and tolerating 
liability, we might make a more solid impression. 

3.3 LANGUAGE AND STYLE IN OFFICIAL LETTER 

3.3.1 Language  

“Clear writing means clear thinking.”—Marvin Swift 

 Business correspondence is the art of selling your thoughts.  

 It is not a gift that somebody is born with  

 “It is a skill that you cultivate.”—Bryan Garner 
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The art of business correspondence can be attained by following the 
below stated simple steps: 

 

 

 

 

 

 

 

 

 

1. Think before you write: it demands going through the Writing 
Process. 

2. Be Direct: 

i. do not wait to come to the topic 

ii. present your main idea in the first 50 to 100 words  

iii. put arguments immediately after the main idea 

3.   Cut the fat: 

i. Use verbs in place of ‘-ion’ nouns. E.g.: ‘provided compensation 
to’— ‘compensated’ 

ii. Delete prepositions. E.g.: ‘in my point of view’—‘my viewpoint’ 

iii. Use a single word. E.g.: ‘consensus’—‘consensus’ 

iv. Use contraction. E.g.: ‘do not—‘don’t’; ‘cannot’—‘can’t’ 

4.   Avoid jargon and flabby words 

5.   Read what you write: 

i. Always edit the first draft 

ii. Follow the above steps 

1. Helpful clarity 

The decision of language influences how readers react to letters. 
Assuming scholars wish to convey the impression of being cordial and 
accommodating, the basic normal rhythms of ordinary genuine 
discussion are ideal. Why, then, at that point, do a few essayists pick a 
pretentious style? The response is, we think, that the imitation of writing 
to a face they have not seen is as disturbing for the author as the reader. 
Scholars feel they should be mindful so as not to annoy; finding it hard to 

Writing Process 

Writing 

Post-writing Pre-writing 

 Writing the first draft 

 Brainstorming 

 Mind Mapping 

 Free Writing 

 Evaluation 

 Editing 

 Final Draft 
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pass judgment on the responses of a quiet and undetectable reader, they 
safeguard themselves by being over-formal. Scholarslikewise feels that 
they should be more unequivocal recorded as a hard copy, and they go 
after the more extended, more formalized words. The facts confirm that 
the shortfall of non-verbal signs impliesletters that should be clear; 
however, lucidity doesn't come from verbosity. Composting needs 
accuracy and detail, yet it needn't bother with a traffic circle, bombastic, 
and over formalized style. The point ought to be to make the impression 
of an effective however human association, which is keen on the reader’s 
concerns and needs to 
help. 
 
2. Use personal pronouns 

Keep away from unoriginal developments; they give the climate of the 
far-off convention which disturbs readers. Compose 'I assume', not 'it is 
secured that'. You may feel that involving 'I' exposes you to moral 
obligation regarding the data you give; however, utilization of the 
primary individual doesn't build your obligation, particularly assuming 
you compose on headed notepaper as an association's representative. 
Similarly, indirect, indifferent expressions won't diminish your 
obligation, however, they will lessen lucidity. Scholars fear sounding 
conceited assuming that they constantly use 'I' or 'we'. So, they utilize an 
assortment of choices, for example, 'the author', 'the undersigned', or 'this 
office'; the reader deciphers every one of these as 'I' with the additional 
implications of unoriginality. 'The essayist' signifies, for the reader, 'I, the 
far off and apathetic essayist… '. Use 'we' for common work or choices 
or compose dynamic sentences with the article being talked about as a 
subject. In this way don't continuously compose: 'I have the parts you 
requested prepared for assortment'. In some cases, compose all things 
considered: 'The parts you requested are prepared for assortment'. 
Likewise, it is generally expected conceivable to turn the sentence 
around so that 'You' turns into the subject of a functioning sentence. 
Hence do not compose, where there are now a few sentences beginning 
with 'I', one more one: 'I'm satisfied to tell you that the tests were 
negative. Compose all things being equal, 'You will be satisfied to realize 
that the tests are negative'. A skillful decision from these assets can make 
a letter shifted and intriguing, furthermore, try not to chill generic 
quality. 
 
3. Avoid long, formal words 

The compulsion to connect for the long word appears to be more 
powerful than any time in recent memory in letters. Words and 
expressions long out of utilization in the typical discussion are tidied off, 
and old conventions are hauled out. Regularly, scholars appear to move 
up onto old, Dickensian high stools and work areas, fix their backs, clear 
their throats, and with much plunging and biting of their plumes, scratch 
and smear their direction through extensive and groveling customs. 
Attempt to utilize straightforward, recognizable words all things 
considered. They are simpler to peruse and more efficient, yet above all, 
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they have the air of effectiveness and benevolence. Recall the guidance 
of Sir Ernest Gowers: 
 
Every entrant into the civil service comes equipped with a vocabulary of 
common words of precise meaning adequate for all ordinary purposes. 
But when he begins to write as an official, he has a queer trick of 
forgetting them and relying mainly on a smaller vocabulary of less 
common words with a less precise meaning. 
 
The English language is wealthy in verbose and awkward expressions to 
supplant the plain furthermore workable ordinary word. Rather than 
'about' the essayist can say 'in respect to or 'alluding to' or 'regarding'. We 
think authors pick these more extended phrases since they feel such 
phrasing mixes it up and style; maybe they feel that these ceremonious 
circumlocutions convey immortal old-world politeness; maybe 
additionally they trust that assuming they wait courteously over these 
words, their peruse will think they have taken consideration and 
inconvenience over the letter. However, anything the rationale, the 
strategies are mixed up. Such lengthy expressions don't convey regard 
and civility; the straightforward expression conveys genuine support by 
reasonably continuing ahead with the gig. 
 
3.3.2  Elements/Layouts /Formats of a Business Letter 
 
1. Sender’s address or Logo of the company 

2. Reference no. (it is a unique identification of the letter which has the 
sender’s organization name, nature of the letter, year of the letter, 
and letter no. in the present order for the ease of filing) and Dateline 

3. Inside address (is the receiver’s address) 

4. Attention line (optional) (if the letter requires any specific attention 
by a specific person) 

5. Subject line (is the crux of the letter not exceeding ten words. We 
must avoid stashing all information here) 

6. Salutation (either designation of the person addressed, or full name 
preceded by suitable title) (generally we use “Dear” to show 
respect) 

7. Main body (is the place for the main idea and argumentation. Please 
note that argumentation here means reasons and is not used in a 
negative tone) 

8. Complementary close (consists of the action required or desired by 
the sender) 

9. Signature (normally in BC we use “Regards”. But, “sincerely” may 
also be used. “Faithfully” is avoided in BC. It is followed by the 
signature of the sender and name/designation 

10. Enclosure (any document that is needed to be referred to) 



  

 

Soft Skill Development 

 

56 

11. Carbon copy (any other person with the right to have the 
information) 

Layout refers to the systematic arrangement of the components of a 
business letter, to have better readability. There are many layouts of 
business letters, namely, Block, Modified Block, Semi-Block, Hanging 
Indention, etc. It would suffice to study the most frequently used formats 
of the letter. These are- 
 
1. Full Block Form 

This arrangement is for the most part continued in privately owned 
businesses or corporate houses. Every one of the components is left 
adjusted and the arranging is supported. For passage break, we utilize 
twofold line-separating. Other than passage breaks, we have single line-
dividing with a standard edge. The arrangement is as per the following: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
2. Modified Block Form:  

This is a much more prevalent layout in modern Indian commercial 
correspondence. It modifies the Full Block Form to break its monotony. 
It shifts two of the components – the date and the complimentary close to 
the right-hand margin. Other features are like that of the full block form. 
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3. Semi-Block Form: 

This is a traditional format of letter writing. The space is evenly divided 
to give the letter a balanced appearance. The sender’s address is written 
at the center top of the page, date to the right, inside address to the left, 
salutation to the left, and complimentary close to the right-hand side. 
While the subject line is written close to the left-hand margin, paragraphs 
begin five spaces away from the margin. The addresses are closely 
punctuated, which means that all the lines are punctuated. 
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3.4 BUSINESS LETTERS 
 

A business letter either on paper (physical or hard copy), or on the 
Internet (soft copy) is the most used form of communication. Business 
letters are written for making and answering inquiries, making, and 
answering complaints, handling customer relations, advertising products, 
making credit inquiries, collecting dues, and earning the goodwill of the 
customer. The letter must produce the desired action; it must ensure the 
desired feedback. Therefore, the sender must plan the message of the 
letter properly. 

A letter writer, besides acquainting himself with an organization’s 
procedure and policies, must also possess knowledge of the language of 
correspondence. He should also cultivate a clear and precise manner, 
along with a sincere tone, while writing the letter.  

Planning the message involves two elements: 

 Planning of Content, or ‘what’, which a sender wants to communicate 
to the receiver.  

 Planning of Expression, or ‘the how’ of the message, which involves 
the language, the choice of vocabulary, the tone, etc.  

3.4.1 Strategies of Business Letters 

 Careful planning Before writing the letter, list all the points needed 
to be covered. This will eliminate the need to rewrite the letter.  

 Short and to the point, preferably limited to Page Business letters 
should be concise, factual, and focused. Try not to exceed one page, 
or the letter could lose the attention of the receiver. Studies have 
revealed that busy executives or businessmen do not have either the 
time or the inclination to read long letters that run into two to three 
pages A typical letter page will hold 350 to 450 words.  

 Short Sentences and Paragraphs Keep sentences as short as possible 
and break the content into brief paragraphs. Ideally, a paragraph 
should not exceed two to three sentences. This will make the letter 
more readable. 

 Clear, Concise, And Logical The logical blocks of the letter should 
consist of a) Introduction/Purpose b) Background /Explanation c) 
Summary/Conclusion d) Expected action from the receiver. This 
outline is useful for organizing ideas and eliminating repetition. 

 Focus on Receiver’s Needs While writing the letter, focus on the 
information requirements of the intended receiver. One must ask 
what he would want from the letter. Has this been addressed? The 
sender should put himself in the shoes of the receiver and check his 
reaction to the message.  
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 Simple and Appropriate Language The letter should use simple 
language and terminology that the receiver is familiar with. Avoid 
technical terms and acronyms without explaining them. Do not 
assume that the receiver will know them.  

 Review and Revision Make the first draft, and then carefully review 
and revise it. Double-check all facts and figures and make sure all 
future dates specified are realistic and reasonable. A letter is a direct 
reflection of the person sending it, and by extension, the 
organization that the person works for. Finally, grammar and 
spellings need to be checked.  

 Relegate Technical Details To Attachments Often, it is necessary to 
include detailed technical information as part of a business letter 
package. In such cases, use the main letter as a one-page cover letter 
that lists and briefly explains the attached (or enclosed) documents.  

 Formal, Objective, and Factual The tone and content of a business 
letter should be formal and factual. Keep a professional tone. 
Sentiments do not have a place in business letters. In other words, 
avoid “I feel that”; instead use “I believe that” or “I think that”.  

 Handle negatives carefully: Positivism engenders a positive 
response. At times, however, saying no becomes unavoidable, as 
one cannot grant all the requests or demands. But negative messages 
can be put in positive terms. 

 Use Non-Discriminatory Language Make sure that the letter avoids 
language that is specific to gender, caste, race, class, or religion. For 
example, use workforce instead of manpower, or chairperson rather 
than chairman. Most style guides contain detailed lists of such 
offensive terms and suggest substitutes. Become acquainted with 
politically correct vocabulary. 

3.4.2 Types of Business Letters 

1. Sales Letter 

"Sales" is a basic piece of any business since it brings cash (income) to 
any association. It is the foundation of a fruitful association. It is the 
main medium through which movements of every kind of an association 
are run. Be it innovative work for an item or paying compensation to the 
workers. Deals are vital for any item to be fruitful. A fruitful item is of 
most extreme significance for any business to be fruitful. In this way, a 
designer needs to think in terms of the item, its expense, and adequacy to 
make the item effective. A fruitfulengineer is a person who can create a 
fruitful product(s). 

For any item to be effective, consumer loyalty is of principal 
significance. For a client to be fulfilled, an item should be practical, 
prerequisite arranged, without any problem accessible, easy to use, 
attractive, and should have after deals administration. On the whole, an 
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item should be a capable response to every one of the inquiries of the 
client as in what, why, where, who, when, and how. 

The below picture represents a potential customer: 

 

 

 

 

 

 

 

 

The AIDA Principle – Sales Letter 

Assuming you send a spontaneous direct mail advertisement, you realize 
that your letter is only one of many. Along these lines, ensure that the 
beneficiary will be keen on your specific letter. The AIDA model is a 
format that can meet that objective. 

The AIDA model can be utilized as an example where you need to grab 
the eye of individuals. Use it for promotions, signs, or a page on your 
site. 

The AIDA model comprises four components, and they should be in 
every way present in the direct mail advertisement: 

1. Attention = Create attention using a picture or caching start text 

2. Interest = The receiver must become interested in your text /picture 

3. Desire = The letter must create the desire to buy your product /meet 
you 

4. Action = Help the receiver to take action – e.g., contact you or buy 
from your website 

2. Inquiry/Enquiry Letter 

An inquiry letter is useful when we need information, advice, names, or 
directions. However, avoid asking for too much information or for 
information that could easily be obtained in some other way, for 
example, by a quick search on the Web. 

 Solicited and unsolicited inquiry letters  

Solicited letters of inquiry are written when a business or agency 
advertises its products or services. For example, if a software 
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manufacturer advertises a new package developed and it cannot be 
inspected locally, we can write a solicited letter to that manufacturer 
asking specific questions. If the information on a technical subject is 
required, an inquiry letter to a company involved in that subject may 
provide the data. The company may be able to offer much more help than 
expected, provided the inquiry letter is written effectively and clearly. 

A letter of inquiry is unsolicited if the recipient has not prompted the 
inquiry. For example, if we read an article by an expert, we may have 
further questions or want more information. We seek help from these 
people in a slightly different form of the inquiry letter. Unsolicited 
inquiry letters must be constructed more carefully because recipients of 
unsolicited letters of inquiry are not ordinarily prepared to handle such 
inquiries. 

3. Letters of Quotation 

A quotation is like a letter of request or is a guarantee to supply 
merchandise based on the given conditions. It isn't required to purchase 
products for which a citation is mentioned, and providers never provide 
the cost estimates for merchandise that they can't supply. In this manner, 
the citation should be sensible. While mentioning a citation, the 
purchaser should likewise enquire about the extra charges of 
transportation and protection, as it becomes challenging to incorporate 
them later. 

4. Reply to InquiryLetters 

Letters of inquiry should be answered instantly to keep up with sound 
and wonderful business connections. On the off chance that the inquiry is 
from a laid-out client, appreciate their work. Assuming the inquiry is 
from a planned client, let the answer mirror that you are happy to get the 
inquiry and express the expectation that this new relationship will keep 
going long. The answer should address every one of the focuses alluded 
to in the letter of inquiry plainly and briefly. The terms of installment 
should be expressed, if appropriate, in the answer, with the goal that 
there is no space for disarray. Keep the answer brief and direct. 

5. OrderLetters 

An order is a solicitation for something to be made, provided, or served. 
A few organizations have their printed structures for putting orders. 
These structures are pre-numbered for simple reference. The printed 
subtleties guarantee that no significant data is passed upon a major 
opportunity. In any case, limited scope organizations don't utilize printed 
structures and spot orders by composing letters. A request position letter 
ought to be composed plainly and precisely, including the total depiction 
of the products required, amounts, value, list number, conveyance 
necessities, and the terms of installment as concurred by both the 
gatherings. 
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SAMPLE 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

6.  Complaint Letters 

A Complaint Letter is a sort of letter written to address any kind of off-
base doing, offense, complaint, hatred emerging out of an item, 
administration, and so on It is utilized to raise your anxiety about out-of-
line things and look for a useful result. It is a principal right and 
obligation of a resident to search for equity emerging out of any 
unfairness, and the initial move toward it is, recording a Complaint. It 
motivates other grieved purchasers, impacts the concerned specialists to 
make a legitimate move, and makes the defaulters more at risk, capable, 
and responsive. 
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A complaint letter can be written for any of the following reasons: 

 Billing errors  The difference in agreed 
prices 

 goodsods not matching the 
sample 

 Wrong goods 

 Damaged goods  Wrong quantity 

 Late delivery  Non-delivery 

 Unsatisfactory quality  Poor service 

 

7. Claim Letters 

A claim (a formal complaint) or an adjustment request (a claim 
settlement) is made when an organization's item or administration isn't 
acceptable. Albeit a grievance could be stopped over the phone, we 
might get a kick out of the chance to record the protest, as the composed 
word generally has more prominent esteem than the verbally expressed 
word and fills in as a super durable record for future reference. 

While we might be naturally disturbed or disappointed, the individual 
(say the Sales Manager of a firm) who is perusing the letter might not 
have a say at the beginning of the issue. 

Thus, an obliging, clear, succinct clarification will dazzle him 
considerably better than a harmful, furious letter. Remember that the 
objectives of writing a claim letter are: 

 To bring the mistake/fault to the notice of the supplying company. 

 To rectify the mistake either by repair or replacement 

8. Adjustment Letters 

Adjustment letters are made to fulfill somebody who has stopped a 
grievance against your organization, and they are produced for different 
kinds of crowds: an unsatisfied client, troubled worker, or an unhappy 
provider. Most change letters are written because of a case recorded 
against the organization; however, some are created because of an inner 
revelation netting data about a defective item or careless assistance. 

9. Credit Letters 

A letter of credit is a record that ensures the purchaser's installment to the 
merchants. It is given by a bank and guarantees convenient and full 
installment to the vendor. On the off chance that the purchaser can't make 
such an installment, the bank covers the full or the leftover sum in the 
interest of the purchaser. A letter of credit is given against a promise of 
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protection or money. Banks ordinarily gather a charge, i.e., a level of the 
size/measure of the letter of credit. 

Given globalization, a credit letter has become a vital viewpoint that a 
specialist should figure out how to compose. Since the idea of global 
exchange incorporates factors, for example, distance, various regulations 
in every nation, and the absence of individual contact during worldwide 
exchange, letters of credit make a dependable installment system. 

10. Collection Letters 

Collection or Assortment letters can be composed by either the individual 
or the association when merchandise is assumed on praise, and the 
installment due is to be gathered Sometimes organizations offer items 
using a credit card premise to make altruistic among their clients. 
Assortment letters are composed to speak with clients for gathering 
installment. The letters go about as an update for the return of the credits 
that have become late. The ideal outcome is an expansion of the 
organization’s income. These letters start as lovely, well-disposed 
updates, and become progressively harsh and request if there should arise 
an occurrence of unacceptable reactions. 

11. Consumer Redressal Letters 

A consumer redress letter is drafted like any grievance letter. 
Notwithstanding, it is solely after the merchant has overlooked, or 
neglected to react to a client's protest, that the client should move toward 
the buyer gathering. He should give every one of the subtleties of the 
grievance and prove them with every one of the essential records. He 
should then demand the consumer redress cell to take up his matter for 
his sake and request equity. He ought to express the sort of pay likewise 
obviously he has as a primary concern. 

There is a format in which consumer guidance letters are generally 
drafted. This includes  

a. The name of the complainant 

b. The name of the company/organization/concern i.e., the opposite 
party against whom the complaint is being made. 

c. The nature of the complaint. 

d. Prayer i.e., Terms of Compensation 

3.5 APPLICATION LETTER 
 

A Cover or Application letter effectively creates the vital foundation for 
any accommodation. It additionally shows the beginning of the 
accommodation by indicating the approval for a review or undertaking. 
Any archive as a proposition, a poll, a list of qualifications, or a report 
ought to be gone with a covering letter. The recipient chooses if he/she 
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should peruse the went with a report at that moment or later in light of 
the introductory letter. Hence, the cover letter offers an initial feeling to 
the reader and should be composed with care. A normal illustration of a 
cover letter is that going with a list of qualifications, together shaping a 
request for employment. This kind of cover letter should supplement the 
list of references. Since the business is immersed with a ton of letters and 
a list of qualifications, the introductory letter should be written so that it 
dazzles the determination board. 

Application letters should be arranged and executed well, guaranteeing 
that they are forthright and liberated from typographical and syntactic 
blemishes. Nonetheless, nowadays the significance of covering letters is 
diminishing, once in a while, an exceptionally concise letter illuminating 
the beneficiary that the report has been submitted does the trick. 

While writing the cover letter for any document, the following points 
must be taken into account: 

1. The purpose of the document 

2. The highlights 

3. The benefits drawn 

4. The expected response 

5. A courtesy close 

SAMPLE 
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3.6 CV WRITING 
 

Although the terms résumé, biodata, and curriculum vitae (CV) are 
interchangeably utilized, they vary from one another in specific 
perspectives.  

A curriculum vitae contains all the elements of a résumé, but it is more 
detailed in terms of academic credentials. It is generally used for a 
position in a research organization or when the candidate applies for a 
research fellowship. A CV contains a detailed account of all the papers 
published, papers presented at the conferences, and research projects 
carried out. On the other hand, a résumé may just mention the number of 
conferences attended/the number of papers published/a summary of the 
projects carried out. We can say that a CV is more knowledge-oriented 
whereas a résumé is more skill-oriented. 

In French, a résumé means a summary, and a list of references implies a 
rundown. It is generally one page long yet may reach out to two pages 
once in a while. It incorporates the significance of a singular's schooling, 
past business, and abilities for the new position. The features of a résumé 
include the following: 

a. Written in points 

b. Summary of educational qualification 

c. Objective and formal in approach 

d. Employment history 

e. Written in third person 

f. Professional affiliation 

g. Name and address of the applicant 

h. Skillsets 

Components of a CV 

1. Personal Details:  

Name, address, telephone, DOB, e-mail. Make sure the name is big and 
bold and stands out from the page. 
2. Education and Qualifications:  

 State Years of Study and Qualifications Gained (most recent first)  

 Grade Achieved 

 Thesis Title 
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 Don’t get carried away writing exam results. Just state what exams 
you did, especially when talking about school. State school and 
‘Leaving Cert’ / A-level, no need to list every subject and grade. 

 Don’t go back any further in time than secondary school, no need to 
list primary school. 

3. Employment History: 

 State dates and relevant places of employment. No room on the CV 
for things like bar work when applying for a physio job. State things 
like health care assistant, nursing homework, team physio, previous 
physio posts 

 
4. Clinical Experience: 

 State clinical area, clinical site, dates of placement, experience 
gained – keep brief i.e., only a line or two. 

  Use a table format to save space while allowing for adequate 
delivery of information. 

 Remember CV should only be approx. 3 pages MAX, so you don’t 
want to use up too much space, important to keep brief. 

5. Certification:  

 Any classes or workshops you have gained a certificate 
 
6. Achievements: 

 Scholarships 

 Academic awards 

 Head boy/ head girl at school, senior prefect 

 Sporting achievements e.g., cups won, international/ provincial / 
county honors 

 Music grades 

7. Hobbies 

8. References: 
 Always give 2 referees and state ‘further references available on 

request.’ 
 

 
There are numerous behavior guides and a wide range of decorum rules. 
A few guidelines will contrast the idea of the business and the corporate 
culture. Here, we list what we consider as the main email decorum 

3.7 E-MAIL ETIQUETTE 
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decides that apply to essentially all conventional correspondence 
circumstances. 
 
1. Answer swiftly 

Individuals send an email since they wish to get a speedy reaction. On 
the off chance that they didn't need a fast reaction, they would send a 
letter or a fax. In this manner, each email ought to be answered within no 
less than 24 hours, and ideally inside a similar working day. Assuming 
the email is muddled, simply answer saying that the email has been 
gotten and that you will hit them up. This will put the reader's psyche 
very still and generally they will then, at that point, be exceptionally 
tolerant. 
 
2. Do not overuse reply all 

Use Reply All provided that you truly need your message to be seen by 
every individual who got the first message. 
 
3. Use proper structure and layout 

Since reading from a screen is more troublesome than perusing from 
paper, the design and format are vital for email messages. Utilize short 
passages and clear lines between each section. While making focuses, 
number them or imprint each point as isolated to keep the outline. 
 
4. Identify yourself and the topic 

Where possible, identify yourself on the From line using your full name 
rather than just your email address. For example, use ‘Anil Kumar 
Sharma’ aks@vu.edu.in rather than just aks@vu.edu.in. Recipients are 
more likely to respond if they can easily identify the sender. In addition, 
knowing whom a message is from helps the recipient put the message in 
context. 
 
5. Be concise and to the point 

Try not to make an email longer than it should be. Recall that perusing an 
email is more enthusiastically than reading printed interchanges and a 
long email can be exceptionally deterring to read. 
 
6. Use proper spelling, grammar, and punctuation 

As in all types of composed correspondence, this isn't just significant 
because ill-advised spelling, syntax, and accentuation give a terrible 
impression of the individual or the organization yet in addition 
fundamental for passing on the message appropriately. 
 
7. Do not write in CAPITALS 

IF YOU WRITE IN CAPITALS IT SEEMS AS IF YOU ARE 
SHOUTING. This can be highly annoying and might trigger an 
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unwanted response in the form of a flame mail. Therefore, try not to send 
any email text in the capital. 
 
8. Keep your language gender-neutral 

It is vital to be orientation delicate. Try not to utilize biased language, for 
example, 'The client should add a mark by designing his email program'. 
Aside from utilizing he/she, you can likewise utilize the unbiased 
orientation: 'The client should add a mark by designing the email 
program'. 
 
9. Do not attach unnecessary files 

Huge connections can pester readers and, in any event, cut down their 
email framework. Any place conceivable, attempt to pack connections 
and possibly send connections when they are useful. Additionally, one 
ought to have a decent infection scanner set up to keep the readers from 
getting archives containing infections. 
 
10. Re-read the email before you send it 

A lot of people do not bother to re-read an email before they send it out, 
as can be seen from the many spelling and grammatical mistakes 
contained in emails. Besides, reading the email from the recipients’ 
perspective will help frame a more effective message and avoid 
misunderstandings and inappropriate comments. 
 

3.8 Documentation of Meetings 

 
Meetings are a significant aspect of corporate life. A meeting performing 
unique capacities in an association might meet up during a gathering to 
deal with a particular venture. Significant undertakings request that 
information and mastery from a few sources be pooled for effective 
execution. With the enormous hierarchical, innovative, and social 
changes occurring, there is a consistently more noteworthy requirement 
for individuals in an association to coordinate and share information. 
 
Meetings also serve as vehicles for individual advancement and 
organizational achievement. They act as a showcase for managerial 
talent, a forum in which employees get to audition before peers and 
senior management. They give participants an excellent opportunity to 
become opinion leaders in their organization, irrespective of their 
position in the hierarchy. 
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Meetings, if made do, can turn into a possibly amazing asset for changing 
the association.  
 

3.9 NOTICE, AGENDA, MINUTES OF MEETINGS 
 
Notice: 
 
It is essential to illuminate the members well ahead of time about the 
gathering so they can join in and contribute altogether to the gathering. 
This should be possible by the accompanying: 
 Circulating a printed notice 

 Sending an email 

 Informing participants over the telephone 

Not many conventional associations follow the old strategy for circling a 
printed notice and also getting the mark, all things considered, yet the 
other two techniques are generally followed today. While a gathering 
requires just inward members, they can be educated through inside phone 
lines. Nonetheless, we should guarantee that someone at the opposite end 
gets the data on the off chance that the specific individual isn't accessible 
around then. Circling the data by email is the other option. Any 
notification needs to incorporate the accompanying subtleties: 

 Date on which the notice is sent 

 Details regarding the purpose (why); date, day, time (when); venue 
(where) of the meeting 

 List of agenda items (what business is to be transacted) 

 Signature 

 Recipients (who) 

Agenda of a Meeting: 

A written agenda, which is the rundown of the singular things that should 
be examined in the gathering, ought to likewise be incorporated with the 
notification. It is the absolute best indicator of an effective gathering. The 
agenda keeps the gathering on course and assists with guaranteeing that 
the expressed targets are achieved. It additionally fills in as an arranging 
apparatus for members and a control instrument for the pioneer. With the 
gathering goals characterized, an agenda can be created, remembering 
the accompanying rules: 

 Limit the number of agenda items. 

 Do not dwell on the past. 

 Present opportunities, not problems. 



 

 

Written Business 
Communication 

 

71 

 Allocate ample time 

 Include sufficient detail. 

An agenda item should give members the particular data they need to get 
ready for the gathering. It should empower them to see precisely what is 
to be achieved. Include the following details in an agenda:  

 Name of the organization, department/ committee; first or follow-up 
meeting (this helps in maintaining a record); date, time, venue; items 
to be discussed. 

 If possible, email the agenda along with the meeting notice to 
participants a week before the meeting. The more preparation 
required for the meeting, the earlier the agenda should be sent out. 

 If the agenda has a smaller number of items, it can be included in the 
meeting notice itself. Otherwise, the agenda has to be circulated 
separately. 

 

SAMPLE 

 
 
Preparing and finalizing the minutes: 
 
Generally, after the gathering is finished, the secretary deals with the 
minutes of the meeting. Minutes are a record of what occurred at a 
gathering. They fill in as a valuable device to help the members to 
remember the activities that should be taken, show the most common 
way of showing up at specific choices, and fill in as an archive of data for 
future reference. 
 
As a rule, the secretary takes notes during the meeting and afterward 
prepares the minutes to be read out and endorsed by the Chairperson 
during the following meeting. Notwithstanding, the new pattern is 
towards supervisors who seat the actual gathering setting up the minutes. 
Moreover, since members most frequently approach workstations, the 
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data can be entered in as and when focuses are raised and choices are 
taken. After the gathering moves past, a fair duplicate of the minutes is 
ready, with the substance organized in a fitting organization. This is then 
circled among the participants to get any remarks. When the remarks are 
gotten, they are confirmed, and the minutes are given a last shape by the 
Chairperson. It is these 'minutes' that are perused as the primary thing of 
the plan for the following gathering. 
 
SAMPLE 
 

3.10 SUMMARY 
 

Business correspondence is fundamental for proficient as well as private 
advancement as it empowers us to impart data to different individuals, 
simply decide, and take care of issues to accomplish our goals. Business 
correspondence expects different structures like conversations, 
gatherings, meetings, workshops, symposia, exchanges, and so on, and 
this multitude of structures require abilities in communicating one's 
thoughts, persuading others, adjusting to a gathering climate, paying 
attention to others calmly, and driving and coordinating others. A 
comprehension of these structures and of the techniques that we can use 
to take an interest really in such conversations will empower us to make 
progress expertly and actually.  
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3.13 UNIT END EXERCISES 



 

1. What things should be kept in mind while writing a letter of 
inquiry? 

2. How can you make your letter of application sound impressive? 

3. What is a Meeting? Why are meetings necessary? 

4. Explain the terms-Notice, Agenda, and Minutes of the Meeting. 

5. List down all the principles of effective business correspondence. 

6. Explain any three types of business letters. 

7. In not more than 150 words write down what you have learned most 
in the past two years. 

8. Collect 10 CVs and examine them, Which of the two makes a 
greater impact and why? List ten reasons. 

9. What is the difference between a full block and a modified block 
format? 

10. The sales letter best captures the AIDA Principle-Comment. 
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Module IV 

4 
PRESENTATION 

Contents: Presentation techniques, planning the presentation, Structure of 
presentation, Preparation, Evidence and Research, Delivering the 
presentation, handling questions, Time management, Visual aids.  

Unit Structure 

4.1.0  Objectives 

4.1.1 Introduction 

4.1.2 Presentation techniques : Nine Effective Presentation Techniques 

4.1.3 Planning the presentation 

4.1.4  Structure of presentation 

4.1.5 Preparation of Presentation  

4.1.6 Evidence and Research 

4.1.7 Delivering the presentation 

4.1.8 Handling questions 

4.1.9 Time management 

4.1.10 Visual aids.  

4.1.11 Practical - Presentation by students in groups of maximum 3 on 
Organizational Behavior topics allocated by faculty. 

4.1.12 Summary 

4.1.13 Questions 

4.1.14 Personality 

4.1.15 Diversity in organization 

4.1.16 Attitude 

4.1.17 Motivation 

4.1.18 Goal setting: SMART 

4.1.19 Time Management 
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4.1.20 Learning in a group, Understanding Work Teams, Dynamics of 
Group Behavior, Techniques for effective participation 

4.1.21 Leadership 

4.1.22 Emotional Intelligence 

4.1.23 Summary 

4.1.24 Question 

4.1.25 Refernce 

4.1.0 OBJECTIVES: 

 After completing this module a leaner will be able to: 

1. Understand the presentation techniques. 

2. Learn how to Plan, structure and prepare a good presentation. 

3. Learn the time management skills and use of visual aids in 
effective presentation.  

4.1.1 INTRODUCTION: 

PRESENTATION: a speech or talk in which a new product, idea, or 
piece of work is shown and explained to an audience. 

4.1.2 PRESENTATION TECHNIQUES : NINE 
EFFECTIVE PRESENTATION TECHNIQUES 

Effective presentation techniques are important because they help you 
deliver ideas in clear, concise and interesting ways. 

Being a good public speaker allows you to demonstrate your knowledge 
with authority and help you stand out in the workplace. 

Therefore, we need to find effective presentation techniques that work for 
us to put our best selves forward whenever we speak in public. 

With numerous resources on improving public speaking written 
everywhere, here are the best presentation techniques that you can 
master. 

1. Limit your presentation to one core idea 

You have so much knowledge you want to share, educate and persuade. 

Why limit your speech to just one idea? 

Because ideas are complicated. 
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It takes a pitch to build interests into a desire, a narrative to create 
empathy, supporting evidence to be persuasive, and a call to action to 
lead movements. 

Instead of squeezing every ounce of your knowledge into the limited time 
allocated to your speech, you will be most effective by concentrating on 
just one core idea that your audience can resonate with. 

This way, you can be sure your audience can walk away with a clear 
message after the presentation. 

2. Remember that the audience is on your side 

Whether you are delivering a business plan in a boardroom or speaking 
as a keynote speaker at a conference. 

Whether you are speaking to a handful of colleagues, or a lecture 
theatre packed with college seniors. 

The audience is there for one reason. 

You. 

The audience loves you. 

You may imagine the audience is there to watch you make a fool of 
yourself, but more often than not, they want to be there, be enlightened 
by your presence, and be inspired by your talk. 

3. Gently introduce people to your accents 

With all the ethnic diversity in the world, we can all learn from our 
differences and work towards a greater good. 

Despite speaking the same languages, our diverse backgrounds would 
lead to little nuances in the way we enunciate words and the way we 
speak phrases. 

Intentionally speaking slowly, in the beginning, is not only good practice 
but a good technique to allow your audience to get used to your accents. 

After all, you need your listeners to understand your words before they 
can understand your ideas. 

4. Use language your audience can understand to deliver your idea 

Now that your audience can understand the words coming out of your 
mouth, we can think about how to deliver your idea. 

Unless you are speaking to a family member, your audience likely has a 
different background to yours. 

Both geographically and professionally. 
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This means, the technical jargon and inside jokes that you throw around 
among your friends and colleagues may not work in a packed conference 
room. 

It’s best to practice explaining your ideas to friends from different 
backgrounds to get a feel of how effective your presentation is to the 
public. 

5. Spark curiosity in your audience 

Listening is hard. 

It’s difficult to concentrate on listening to a new idea, even more so if the 
idea is boring. 

Therefore it is your job, as a speaker, to spark curiosity in your audience 
to make sure both you and your audience enjoy the presentation. 

Everyone loves cats. 

A few common ways to spark interests include humor, storytelling, 
anecdotes, or even funny cat videos. 

6. Present data visually 

Not all people perceive numbers and data in the same way. 

A simple statistic can mean different ideas to different people. 

The best way to control the narrative in numbers and data is to create 
visual images that tell specific stories. 

Visualize data to tell a story. 

An effective image can help your audience understand both the meaning 
and origin of the data to keep people engaged. 

7. Your slides are not the centerpiece, you are 

It is tempting to use your slide deck as a crutch, and follow it slide by 
slide, dividing your attention between the presentation slides and your 
audience. 

You will look like a tennis umpire looking back and forth, back and 
forth. 

We are not here. 

The audience is here to see you, to listen to what you have to say. 

Try to bring your best presence to deliver your speech and only use the 
slides for images and videos to drive your point home, not to divert 
attention away from you. 
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8. Use technology only if necessary 

Following the last point, your presentation slides are only used to support 
your talk, not to take over it. 

Use presentation technology with caution, and only in situations where 
necessary. 

9. Practice your presentation over and over again 

Now you know all the most effective presentation techniques available, 
all that’s left for you is to master them through deliberate practice. 

Whether you repeat your speech during your daily commute or 
annunciate key points with purpose in the shower. 

Try to memorize your presentation down to every single deliberate pause 
to make sure you have every detail down pat. 

Then you can find a friend or family member to listen to you speak and 
provide constructive feedback. 

Once you iron out the kinks, you will become more effective in 
presentation and ready for the big time. 

4.1.3 PLANNING THE PRESENTATION 

Steps in Preparing a Presentation 

Planning Your Presentation: 

Preparing a presentation can be an overwhelming experience if you allow 
it to be one. The strategies and steps below are provided to help you 
break down what you might view as a large job into smaller, more 
manageable tasks. 

Preparing a presentation can be an overwhelming experience if you allow 
it to be one. The strategies and steps below are provided to help you 
break down what you might view as a large job into smaller, more 
manageable tasks. 

 Step 1: Analyze your audience 

The first step in preparing a presentation is to learn more about the 
audience to whom you'll be speaking. It's a good idea to obtain some 
information on the backgrounds, values, and interests of your audience so 
that you understand what the audience members might expect from your 
presentation. 

 Step 2: Select a topic 

Next, if possible select a topic that is of interest to the audience and to 
you. It will be much easier to deliver a presentation that the audience 
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finds relevant, and more enjoyable to research a topic that is of interest to 
you. 

 Step 3: Define the objective of the presentation 

Once you have selected a topic, write the objective of the presentation in 
a single concise statement. The objective needs to specify exactly what 
you want your audience to learn from your presentation. Base the 
objective and the level of the content on the amount of time you have for 
the presentation and the background knowledge of the audience. Use this 
statement to help keep you focused as you research and develop the 
presentation. 

 Preparing the Content of Your Presentation 

Step 4: Prepare the body of the presentation 

After defining the objective of your presentation, determine how much 
information you can present in the amount of time allowed. Also, use 
your knowledge about the audience to prepare a presentation with the 
right level of detail. You don't want to plan a presentation that is too 
basic or too advanced. 

The body of the presentation is where you present your ideas. To present 
your ideas convincingly, you will need to illustrate and support them. 
Strategies to help you do this include the following: 

● Present data and facts 

● Read quotes from experts 

● Relate personal experiences 

● Provide vivid descriptions 

And remember, as you plan the body of your presentation it's important 
to provide variety. Listeners may quickly become bored by lots of facts 
or they may tire of hearing story after story. 

 Step 5: Prepare the introduction and conclusion 

Once you've prepared the body of the presentation, decide how you will 
begin and end the talk. Make sure the introduction captures the attention 
of your audience and the conclusion summarizes and reiterates your 
important points. In other words, "Tell them what you're going to tell 
them. Tell them. Then, tell them what you told them." 

During the opening of your presentation, it's important to attract the 
audience's attention and build their interest. If you don't, listeners will 
turn their attention elsewhere and you'll have a difficult time getting it 
back. Strategies that you can use include the following: 

● Make the introduction relevant to the listeners' goals, values, and 
needs 
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● Ask questions to stimulate thinking 

● Share a personal experience 

● Begin with a joke or humorous story 

● Project a cartoon or colorful visual 

● Make a stimulating or inspirational statement 

● Give a unique demonstration 

During the opening you want to clearly present your topic and the 
purpose of your presentation. Clearly articulating the topic and purpose 
will help the listeners focus on and easily follow your main ideas. 

During the conclusion of your presentation, reinforce the main ideas you 
communicated. Remember that listeners won't remember your entire 
presentation, only the main ideas. By reinforcing and reviewing the main 
ideas, you help the audience remember them. 

4.1.4 STRUCTURE OF PRESENTATION 

Having worked out your key message and main points, the next stage is 
to structure the content of your presentation. Just like other forms of 
academic writing, a presentation can be divided into three parts: an 
introduction detailing the purpose and structure of the talk; a body 
covering the main points; and a conclusion summarising and highlighting 
the significance of your talk. A template for your talk is given in the 
Presentations structure document.  

Introduction 

You may wish to capture the audience's interest and attention with a story 
or commentary on a current development that raises an important 
question / problem / dilemma. Or, you may first wish to frame your talk 
with brief context / background, and then swiftly transition into a concise 
explantion of the issue / problem or debate that your key message 
addresses. In either case, the next step in your introduction is to clearly 
state the purpose or key message of the talk, for example using the 
following prompts. 

● 'Today I would like to talk about a highly contested issue...' 

● 'This question is central to understanding...' 

● 'I will make the case that...' 

If necessary, limit the scope of the presentation: 

● 'Although there are several theories, this talk will only focus on two 
...' 

● 'focuses only on the private sector as opposed to the public sector ...' 

● 'Implementation, rather than policy formation, will be considered ...' 
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Signpost the structure/approach of the talk: 

● 'My case is based on three main points. Firstly...The second point is 
that...This will then lead me to...Finally...' 

Body 

This part of the talk provides the support for your main message. You 
should discuss each of your main points in a clear and logical order. As 
you do, be sure to explain how these points relate to each other and your 
key message: 

● 'Turning to the next point...' 

● 'Another important consideration is that...' 

● 'Having examined...I'd now like to talk about...' 

All necessary concepts and terms need to be defined and explained 
before being used. Examples can be used to effectively illustrate your 
points. 

Conclusion 

Signpost that you have reached the end of the talk: 

● 'In conclusion...' 

● 'I'd like to finish by...' 

Summarise the key points covered. In the process, remind the audience of 
the significance of the topic, the aims of your talk and demonstrate how 
you have met the aims. Thank the audience for their attention and invite 
them to comment or ask questions. 

Acknowledging others ideas 

As with all academic work, if you use other people's ideas, images, data 
etc, then you must appropriately acknowledge it in your presentation. 
You do this through your spoken words or supply references on your 
visual aids. In text references can be kept brief to enable the audience to 
read. You should also include a reference list slide at the end of your 
presentation. 

4.1.5 PREPARATION OF PRESENTATION : 

How To Prepare for a Presentation: 8 Helpful Tips 

● Outline your presentation. ... 

● Practice your presentation ahead of time. ... 

● Read and revise your presentation. ... 

● Write with your audience in mind. ... 

● Take cues from professional speakers. ... 

● Arrive early. ... 
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● Practice your hand gestures. ... 

● Take some deep breaths. 

PURPOSE OF PRESENTATION 

 A presentation conveys information from a speaker to an audience. 
Presentations are typically demonstrations, introduction, lecture, or 
speech meant to inform, persuade, inspire, motivate, build goodwill, or 
present a new idea/product. Presentations usually require preparation, 
organization, event planning, writing, use of visual aids, dealing with 
stress, and answering questions. “The key elements of a presentation 
consists of presenter, audience, message, reaction and method to deliver 
speech ...  

NEED FOR PRESENTATION 

10 things you should have in your presentation kit 

A good presenter has a mental bag of tricks to rely on. In fact, the 
presenter is the presentation. Add a powerful visual element, such as a 
PowerPoint show, and you can’t go wrong… until something goes 
wrong. A presentation kit with most of the following items could help 
you quickly recover from or even avert a disaster. 

1: The presentation accessories 

Many things you’ll want in your kit are specific to the presentation at 
hand. The following items belong on your checklist, even though the 
tangibles will change with each presentation: 

• Handouts for the audience 

• A printout of your presentation and notes using large fonts (for you) 

• A backup copy of the presentation on CD or thumb drive 

• A map of the conference room and your layout design 

• Evaluation forms 

• Contact information for the site’s technical support personnel 

2: The equipment 

Your laptop is an obvious choice, but a few other vital pieces of 
equipment might be easy to forget. Be sure to pack the following: 

• Projector and replacement bulb 

• Mouse and mouse pad 

• Remote (the ones with the built-in laser pointer are nice) 

• Microphone 
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• Headphones (if you use them) 

• Appropriate cables, including a dual mini plug if you use a boom box 
for sound (#9) 

• Video adapter (many projectors want VGA) if your laptop doesn’t 
output VGA 

Most conference facilities will supply some or all of these items, but 
working with your own equipment has its advantages: You’ll be more at 
ease with your own equipment and you’ll be able to quickly troubleshoot 
most problems. Also consider the addition of a portable screen. A blank 
wall works in a pinch, but it isn’t the best way to present yourself, your 
product, or your company. 

3: Electrical access 

One extension cord is probably enough if you also have a power strip 
(carry at least one). The cord’s length is up to you, but the longer the 
better. Just be prepared to secure it (#5) and stow the coiled up excess in 
a safe spot, perhaps under your table or on a podium shelf. Also carry a 
plug adaptor; older buildings still have two-prong outlets. 

4: A battery of batteries 

Carry a second battery for your laptop, even if yours is new and promises 
a long life. (They all do.) The day you don’t have the extra is the day 
your battery will die and an electrical source won’t be handy. Better yet, 
invest in a universal power supply; they’re cheap and getting smaller and 
lighter. 

You’ll also want an extra set or two of batteries for every battery-
powered device you use. Take inventory and have plenty of extras on 
hand. If your client or conference room staff agrees to supply these 
devices, ask if they also supply fresh batteries. 

5: Duct tape 

You can purchase duct tape in travel-size rolls. At the very least, you 
should secure electrical cords in high-traffic areas. Don’t forget your own 
small space either. Tripping on a cord in the middle of a presentation is 
embarrassing and could displace equipment or even bring the 
presentation to a halt while you replug, reboot, and regroup. 

6: Rubber doorstop 

Always stash a rubber doorstop in your kit. Projectors are notorious for 
being uneven and wobbly. A doorstop will quickly put things right and 
steady. 

7: Portable timer 

Most monitors display the time, but it’s a small indicator and not easy to 
see from a distance. If it’s critical that you stay on track to accommodate 
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time restrictions, use a portable timer — something with a large display 
but that’s otherwise discreet. 

8: Security cable 

Consider using a security cable to protect your laptop if you know you’ll 
be in and out of the conference room. A cable won’t stop a truly 
determined thief, but it’ll slow one down. 

9: Sound equipment 

Sound files will usually feed directly into the room’s sound system. If 
not, consider external speakers. The larger the room the more powerful 
the speakers should be. Nowadays, you can purchase small speakers with 
a lot of power without spending a lot of money. A boom box with 
auxiliary input might also do the trick. You’ll need a cable with mini 
plugs on both ends; plug one end into the headphone jack on your laptop 
and the other into the auxiliary jack in the boom box. (Not all boom 
boxes have an auxiliary jack.) 

10: Bottled water 

This last one sounds a bit contrived: You can get water anywhere, can’t 
you? Usually, you can. But if you can’t, you’ll be miserable. Put a couple 
of sealed bottles in your kit. If you don’t have access to water, you’ll 
have a backup, and any headache will be the result of thunderous 
applause and not dehydration! 

 Types of Presentations 

There are two basic types of presentations (or oral reports) that you will 
likely be called upon to deliver during your educational career and 
beyond — informative presentations and persuasive presentations. 

 Informative Presentations 

 

The purpose of informative presentations is to promote understanding of 
an idea or to convey information. They are often used to provide people 
with information about a concept or idea that is new. A presentation on 
"Endangered Species in the South American Rain Forest" is an example 
of an informative presentation. 
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 Persuasive Presentations 

The second type of presentation is a persuasive presentation. The goal of 
a persuasive presentation is to influence a change in the belief, attitude, 
or behavior of another person when that person has some degree of free 
choice. Expanding upon the example provided above, a persuasive 
presentation would not only inform the audience members about the 
South American rain forest and its endangered species, but would also try 
to get them to take specific and appropriate actions to save these species. 

  

Both types of presentations can be used to start a discussion by providing 
information on a given topic followed by time for questions, answers, 
and discussion. 

4.1.6 EVIDENCE AND RESEARCH 

Evidence consists of facts (actual or asserted) intended for use in support 
of a conclusion. Research evidence is facts that have been systematically 
collected and analysed using explicit methods. Using systematic methods 
reduces the risk of being misled by bias (systematic errors) or the play of 
chance. 

4.1.7 DELIVERING THE PRESENTATION 

Most people spend hours preparing a presentation but very little time 
practicing it. When you practice your presentation, you can reduce the 
number of times you utter words and phrases like, "um," "well," and "you 
know." These habits can easily diminish a speaker's credibility. You can 
also fine-tune your content to be sure you make your most important 
points in the time alloted. 

In addition to planning the content of your presentation, you need to give 
advanced thought to how you want to deliver it. Do you want to commit 
your presentation to memory, use cards to guide you, or read from a 
script? Or, you might want to use a combination of methods. To help you 
decide, read the advantages and disadvantages of the four delivery 
methods described below. 
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 Speaking from Memory 

A distinct advantage of speaking from memory is your ability to speak to 
the audience without relying on notes or a script. This allows you the 
flexibility to move away from the podium and to maintain eye contact 
with the audience. However, speaking from memory has disadvantages, 
too. Presentations from memory often sound rehearsed and the possibility 
exists that you'll forget an important point, present information that's 
inaccurate, or completely lose your train of thought. If you decide to 
deliver your presentation from memory, have notes handy to jog your 
memory just in case! 

 Speaking from Notes 

Many people like to speak from notes. Typically these notes are either on 
cards or paper in outline form and contain key ideas and information. If 
you are using an electronic presentation tool, you may be able to include 
your notes in the presentation itself. The benefit of delivering a 
presentation from notes is that you sound natural rather than rehearsed 
and you can still maintain relatively good eye contact with the audience. 
The down side is that you might not express your key ideas and thoughts 
as well as you may have liked had you planned your exact words in 
advance. 

 Speaking from Text 

Speaking from text involves writing your speech out, word for word, 
then basically reading from the text. As with speaking from memory, an 
advantage of this method is that you plan, in advance, exactly what 
you're going to say and how you're going to say it. A disadvantage is that 
you might appear to the audience to be stiff or rehearsed. You will need 
to make frequent eye contact and speak with expression to maintain the 
audience's interest. 

 Using a Combination of Methods 

You may find the best method to be a combination of all three. For 
instance, experts suggest you memorize the first and last ten minutes of 
your talk so that you can speak flawlessly and without notes. Notes may 
be suitable for segments of your presentation that you know very well, 
for example, relating a personal story. Finally, speaking from a text 
might be appropriate when you have quotes or other important points that 
you want to make sure you communicate accurately and completely. You 
can make a smooth segue to written text by saying something like: "I 
want to read this quote to you verbatim, to ensure that I don't distort the 
original intent." 

Being a Credible Speaker 

Have you heard someone speak whom you thought lacked credibility? 
Did you dismiss what he or she had to say because you thought it was 
probably not true? That's what typically happens when a speaker lacks 
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credibility. While it's always important to be thought of as believable, it's 
especially important when you speak to a group of people, and vital if 
you plan to deliver a persuasive presentation. Without credibility, 
members of the audience may dismiss what you have to say as either 
unimportant or untrue. The guidelines that follow are provided to help 
you learn how to become a more believable speaker. 

 Be accurate and exact with quotes, names, dates, and facts. 

If you want people to believe you, you have to earn their trust. That 
means getting the facts straight. Research the information you're going to 
present to make sure it's accurate and make sure you report it correctly. 
Practice pronouncing names correctly, and state dates, facts, and quotes 
accurately. Copy information that you think you might state incorrectly 
and read it from your notes if necessary. 

 Provide support for your ideas. 

It's not enough just to make a statement, you need to back it up by 
providing factual information, quoting an expert, or speaking from 
experience. The point is, it's not enough to state your ideas, you need to 
be able to explain why you have those ideas. 

 Dress in a professional manner. 

If you want to be taken seriously, then dress accordingly. Being the worst 
dressed person in the room just won't do. You don't need to have the 
most expensive clothes or the most current 

wardrobe, but do look well groomed. Like it or not, research has 
determined that people are  influenced by the appearance of the speaker. 

Use visual aids that look professional. 

Visual aids can enhance your presentation if they are well designed and 
look professional. Be certain to use the visual aids when you practice 
your presentation. 

 Know your material. 

Knowing the material will help you speak more quickly and fluidly. 
Research has shown that a speaker's credibility is enhanced by speaking 
more quickly and without hesitation (uh, well, you know) or qualifiers 
(sort of, kind of, I guess). People who speak faster are perceived to be 
more intelligent, more confident, and more effective than people who 
speak slower. Knowing your material will also help you reduce 
hesitations and qualifiers that might diminish credibility. 

 Use language that's appropriate for the audience. 

Don't try to impress them by using words they don't understand. If your 
subject is new to audience members, be certain to explain jargon they 
might not comprehend. Also, be certain to use your best grammar. Slang 
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can be appropriate for the right audience, but the use of incorrect 
grammar may be taken as a lack of knowledge on your part. 

Using Humor Effectively and Controlling Your Nervousness 

Using Humor Effectively 

Integrating humor into your oral presentation helps enhance and maintain 
the audience's attention and interest. Here are some pointers for 
effectively incorporating humor into your presentation. 

● Beginning a presentation with a joke or humorous story is a great 
way to break the ice. It can help audience members relax, which will 
help you relax, too. 

● Using humor and stories in the body of the presentation is a great 
way to emphasize key points, and recapture the attention of the 
audience. 

● Use topic-related cartoons, drawings, or illustrations that can be 
projected for all to see. 

● Use humor that maintains your personal dignity as well as the dignity 
of audience members. Never use humor that would embarrass an 
audience member or damage his or her self-esteem. 

● Try out your stories or jokes on a couple friends and/or acquaintances 
to make sure they are humorous. Practice telling the stories or jokes 
before the presentation to improve your delivery. 

● Use humor that's acceptable to the group and not offensive. Avoid 
references to ethnicity, religion, politics, and gender. 

● Most humor is very culturally specific and in some cases regionally 
specific. Make sure you know who your audience is and what they 
find humorous before using any jokes. 

 Controlling Your Nervousness 

Most people are a little nervous when they speak in public. In fact, a little 
nervous energy can enhance a performance or presentation. It is 
important to control this nervous energy, however, so that it remains a 
positive motivating force rather than a debilitating one. 

● If you are well prepared you will be less nervious. Practice your oral 
presentation in advance and keep rehearsing it until you're satisfied. 
Then, when the time comes to deliver the presentation, you'll be 
confident in your ability to do well. 

● Prior to the presentation dedicate time to focus and clear your head of 
other thoughts. Run through the presentation in your head one final 
time and remind yourself of how well prepared you are. 
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● Greet the people with whom you'll be speaking. This helps you create 
a rapport with the audience from the beginning and helps you 
recognize that the audience "isn't out to get you" — they want you to 
deliver a good presentation. 

● Take deep breaths and consciously relax your body from head to toe 
to reduce some of the physical symptoms of being nervous. 

● Make eye contact with members of the audience before you begin 
your presentation. If you've already established a rapport with them 
by greeting them, this will reestablish in your mind that the audience 
wants you to succeed. 

 Delivering the Presentation 

How you say things may often appear to be more important than what 
you say. Have you listened to charismatic speakers who gain and 
maintain the attention of the audience? Have you also encountered 
speakers who quickly put an audience to sleep? Experienced presenters 
learn to communicate effectively by using voice, gestures, and visual aids 
while trying to establishing a comfortable environment for the audience. 

 Voice 

Using your voice effectively can have a great impact on your delivery. 
The best speaking voice is conversational, natural, and enthusiastic. Use 
the following guidelines to develop an effective speaking voice: 

● Alter the pitch (high and low) of your voice to prevent yourself from 
sounding monotone. Don't alter the pitch too much, however, because 
this may make you sound unnatural. 

● Speak loudly enough to be heard by everyone in the room, but vary 
the volume of your voice to maintain interest and emphasize key 
points. 

● Stress certain words as another way to add emphasis. Typically when 
you stress a word, the pitch and the volume increase. 

● Alter the rate at which you speak to maintain interest and add 
emphasis. Speak faster to show excitement and/or build suspense. 
Speak slower to show the importance of an idea. Pause after 
important ideas to allow the audience time to grasp them. 

 Gestures 

Speakers often communicate with their audience either intentionally or 
unintentionally using gestures and other physical behaviors. Use the 
guidelines below to help use gestures to your benefit: 

● Maintain eye contact with members of the audience to keep their 
attention level high. Eye contact signals that you care about the 
audience and you are attuned to their needs. Also use eye contact to 
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detect confusion or boredom so that you can then modify your 
approach. 

● Use positive facial expressions such as smiles, expressive eyes, and 
looks of empathy and encouragement to communicate feelings and 
emotions. 

● Stand naturally with your feet spread slightly apart and arms relaxed 
at your sides. 

● Minimize gestures like pacing back and forth, rocking back and forth, 
playing with coins in your pocket, wringing your hands, and other 
types of fidgeting. These gestures not only signal that you are 
nervous, but they are distracting to the listener as well. 

● Use quick and energetic movements of your hands and arms to add 
expression to your talk. Maintain the attention of the audience by 
making your movements unpredictable. 

Visual aids can help you emphasize main ideas, illustrate a concept, or 
stimulate the interest of your listeners. Examples of visual aids include 
posters, overheads, flip charts, photographs, computer-generated slides, 
and three-dimensional effects. 

● Use visual aids to emphasize important points and add interest to 
your presentation — don't put every word of your entire presentation 
on them. 

● Select the appropriate visual aid for the environment. It may be 
possible to pass visuals around to a small audience but in large 
groups you'll need to project them. 

● Give the visuals a consistent appearance including color and spacing. 
Start the text at the same place on each visual. 

● Try to observe the seven by seven rule: on an overhead slide have no 
more than seven lines and seven words per line. Similar rules would 
also pertain to flip charts, PowerPoint and other computer generated 
slides, and posters. 

● Use a simple typeface or font. Don't use more than two different 
typefaces, if possible. 

● Make sure the text is large enough for people in the back of the room 
to read. Letters on a flipchart should be at least 3 inches in height. For 
a projected overhead or slide, fonts between 20 and 48 points are 
customary. 

● Don't show visuals that conflict with what you're saying — this 
includes displaying them once you've moved beyond their content. 

● Don't read the text that's on the visual, but do paraphrase and add                
to it. 
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4.1.8 HANDLING QUESTIONS 

How to handle questions during a presentation 

Tell the audience in advance when you will be taking questions. 

Anticipate questions in advance. 

Realise that questions are a good thing. 

Make eye contact with the questioner. 

Always take a brief pause before launching into your answer. 

4.1.9 TIME MANAGEMENT 

Why is time management important in presentation? 

It is also important to rehearse and time yourself early on in the planning 
stage. This will help ensure that you don't prepare too much material that 
you may have to discard at a later date. It's important that your 
presentation starts on time. 

4.1.10   VISUAL AIDS 

Visual aids are worth including in your presentations because they can 
help you explain information more coherently which makes presenting 
easier for you and learning easier for the audience. They also help add 
variety to your presentation thus making it more interesting for the 
audience 

What visual aids can be used in a presentation? 

Almost all presentations can be enhanced by the effective use of visual 
aids. These can  include handouts, overhead transparencies, drawings on 
the whiteboard, PowerPoint slides, and many other types of props. Visual 
aids are an important nonverbal aspect of your speech that you can 
control. 

4.1.11 PRACTICAL - PRESENTATION BY STUDENTS 
IN GROUPS OF MAXIMUM 3 ON 
ORGANIZATIONAL BEHAVIOR TOPICS 
ALLOCATED BY FACULTY. 

 1.   Students can make a presentation on Save Environment. 

 2.  Students can make a presentation on Cyberloading at Work. 

Suggested Criteria for an Excellent Oral Presentation 

By taking the checklist below and turning it into a matrix, you will have 
a useful tool for evaluating your oral presentation. You can provide this 
checklist to other's listening to you in any practice sessions to obtain 
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feedback on your presentation. You may want to include additional 
items, depending on the requirements of your oral presentation. The 
presentation was relevant to the audience. 

1. The information presented was accurate and relevant. 

2. The information presented was at the right level of detail. 

3. The presentation was well organized and the ideas flowed logically. 

4. The presenter's introduction captured the interest of the audience. 

5. The presenter established the purpose of the presentation during the 
introduction. 

6. The presenter used evidence and examples to support his or her ideas. 

7. The presenter reinforced the main ideas at the conclusion of the 
presentation. 

8. The presenter carefully timed the presentation so that it "fit" into the 
time allowed. 

9. The presenter established a comfortable environment. 

10. The presenter showed evidence of being prepared by not overly 
relying on notes. 

11. The presenter's use of his or her voice was natural and effective. 

12. The presenter's hand and facial gestures were natural and effective. 

13. The presenter controlled nervousness so that it did not distract the 
audience. 

14. The presenter established eye contact with the audience. 

15. Any humor used in the presentation was effective and not offensive. 

16. The presenter's use of visual aids was appropriate for the setting. 

17. The presenter used visual aids primarily to emphasize key points. 

18. Visual aids were professional looking and followed text size/amount 
guidelines. 

19. The presenter effectively managed the use of visual aids by 
paraphrasing information presented on them and displaying them for 
an appropriate period of time. 

20. The presenter stayed within the given time limits for making the 
presentation. 
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4.1.12 SUMMARY:  

This chapter help to understand the presentation techniques. Learn how to 
Plan, structure and prepare a good presentation. Also learn the time 
management skills and use of visual aids in effective presentation.  

4.1.13  QUESTIONS: 

1. Why time management is compulsory in presentation? 

2. Give important point while planning for presentation. 

3.  What are the benefits of visual aids in presentation? What visual aids 
can be used in a presentation? 

4.1.14 PERSONALITY 

Objectives: 

To develop the skills necessary to be able to draw on these theories to 
describe and explain an individual's personality or behavior. 

Introduction: 

Personality: Meaning, Personality Determinants, Traits 

Personality: personality, a characteristic way of thinking, feeling, and 
behaving. Personality embraces moods, attitudes, and opinions and is 
most clearly expressed in interactions with other people. It includes 
behavioral characteristics, both inherent and acquired, that distinguish 
one person from another and that can be observed in people’s relations to 
the environment and to the social group. 

The term personality has been defined in many ways, but as a 
psychological concept two main meanings have evolved. The first 
pertains to the consistent differences that exist between people: in this 
sense, the study of personality focuses on classifying and explaining 
relatively stable human psychological characteristics. The second 
meaning emphasizes those qualities that make all people alike and that 
distinguish psychological man from other species; it directs the 
personality theorist to search for those regularities among all people that 
define the nature of man as well as the factors that influence the course of 
lives. This duality may help explain the two directions that personality 
studies have taken: on the one hand, the study of ever more specific 
qualities in people, and, on the other, the search for the organized totality 
of psychological functions that emphasizes the interplay between organic 
and psychological events within people and those social and biological 
events that surround them. The dual definition of personality is 
interwoven in most of the topics discussed below. It should be 
emphasized, however, that no definition of personality has 
found universal acceptance within the field. 
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The study of personality can be said to have its origins in the 
fundamental idea that people are distinguished by their characteristic 
individual patterns of behaviour—the distinctive ways in which they 
walk, talk, furnish their living quarters, or express their urges. Whatever 
the behaviour, personologists—as those who systematically study 
personality are called—examine how people differ in the ways they 
express themselves and attempt to determine the causes of these 
differences. Although other fields of psychology examine many of the 
same functions and processes, such as attention, thinking, or motivation, 
the personologist places emphasis on how these different processes fit 
together and become integrated so as to give each person a distinctive 
identity, or personality. The systematic psychological study of 
personality has emerged from a number of different sources, including 
psychiatric case studies that focused on lives in distress, from  
philosophy, which explores the nature of man, and from physiology,  
anthropology, and social psychology. 

The systematic study of personality as a recognizable and separate 
 discipline within psychology may be said to have begun in the 1930s 
with the publication in the United States of two textbooks,  Psychology of 
Personality (1937) by Ross Stagner and Personality: A Psychological 
Interpretation (1937) by Gordon W. Allport, followed by Henry A. 
Murray’s Explorations in Personality  (1938), which contained a set of 
experimental and clinical studies, and by Gardner Murphy’s integrative 
and  comprehensive  text, Personality: A Biosocial Approach to Origins 
and Structure (1947). Yet personology can trace its ancestry to the 
ancient Greeks, who proposed a kind of biochemical theory of 
personality. 

Physiological type theories 

The idea that people fall into certain personality type categories in 
relation to bodily characteristics has intrigued numerous modern 
psychologists as well as their counterparts among the ancients. The idea 
that people must fall into one or another rigid personality class, however, 
has been largely dismissed. Two general sets of theories are considered 
here, the humoral and the morphological. 

Humoral theories 

Perhaps the oldest personality theory known is contained in the 
cosmological writings of the Greek philosopher and physiologist  
Empedocles and in related speculations of the physician Hippocrates. 
Empedocles’ cosmic elements—air (with its associated qualities, warm 
and moist), earth (cold and dry), fire (warm and dry), and water (cold and 
moist)—were related to health and corresponded (in the above order) 
to Hippocrates’ physical humours, which were associated with variations 
in temperament: blood (sanguine temperament), black bile (melancholic), 
yellow bile (choleric), and phlegm (phlegmatic). This theory, with its 
view that body chemistry determines temperament, has survived in some 
form for more than 2,500 years. According to these early theorists, 
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emotional stability as well as general health depend on an appropriate 
balance among the four bodily humours; an excess of one may produce a 
particular bodily illness or an exaggerated personality trait. Thus, a 
person with an excess of blood would be expected to have 
a sanguine temperament—that is, to be optimistic, enthusiastic, and 
excitable. Too much black bile (dark blood perhaps mixed with other 
secretions) was believed to produce a melancholic temperament. An 
oversupply of yellow bile (secreted by the liver) would result in anger, 
irritability, and a “jaundiced” view of life. An abundance of phlegm 
(secreted in the respiratory passages) was alleged to make people 
stolid, apathetic, and undemonstrative. As biological science has 
progressed, these primitive ideas about body chemistry have been 
replaced by more complex ideas and by contemporary studies of 
hormones, neurotransmitters, and substances produced within the 
central nervous system, such as endorphins. 

Morphological (body type) theories 

Related to the biochemical theories are those that distinguish types of 
personalities on the basis of body shape (somatotype). Such a 
morphological theory was developed by the German psychiatrist Ernst 
Kretschmer. In his book Physique and Character, first published in 1921, 
he wrote that among his patients a frail, rather weak (asthenic) body build 
as well as a muscular (athletic) physique were frequently characteristic of 
schizophrenic patients, while a short, rotund (pyknic) build was often 
found among manic-depressive patients. Kretschmer extended his 
findings and assertions in a theory that related body build and personality 
in all people and wrote that slim and delicate physiques are associated 
with introversion, while those with rounded heavier and shorter bodies 
tend to be cyclothymic—that is, moody but often extroverted and jovial. 

Despite early hopes that body types might be useful in classifying 
personality characteristics or in identifying psychiatric syndromes, the 
relations observed by Kretschmer were not found to be strongly 
supported by empirical studies. In the 1930s more elaborate studies 
by William H. Sheldon in the United States developed a system for 
assigning a three-digit somatotype number to people, each digit with a 
range from 1 to 7. Each of the three digits applies to one of Sheldon’s 
three components of body build: the first to the soft, round endomorph, 
the second to the square, muscular mesomorph; and the third to the 
linear, fine-boned ectomorph. Thus, an extreme endomorph would be 
711, an extreme ectomorph 117, and an average person 444. Sheldon 
then developed a 20-item list of traits that differentiated three separate 
categories of behaviours or temperaments. The three-digit temperament 
scale appeared to be significantly related to the somatotype profile, an 
association that failed to excite personologists. 

Also during the 1930s, personality studies began to consider the broader 
social context in which a person lived. The American anthropologist  
Margaret  Mead studied the patterns of cooperation and competition in 13 
primitive societies and was able to document wide variations in those 
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behaviours in different societies. In her book Sex and Temperament in 
Three Primitive Societies (1935), she showed that masculinity is not 
necessarily expressed through aggressiveness and that femininity is not 
necessarily expressed through passivity and acquiescence. These 
demonstrated variations raised questions about the relative roles 
of biology, learning, and cultural pressures in personality characteristics. 

Personality Determinants : What determines your personality? Is 
your personality inherited from your family or something that evolved 
over the years as you encountered many psychological changes and 
events that transformed you? Psychologists say that our personality is 
mainly a result of four major determinants, i.e. Physical 
(Biological/Hereditary), Social (the community you are brought up 
in and your role in the community), Psychological (your behaviour, 
emotions and inner thought patterns) and Intellectual (your values 
and beliefs). These determinants of personality further also include 
various cultural, situational and environmental factors that you might 
come across in life. Let’s further understand the meaning of personality, 
its types, determinants, characteristics, nature, perception and more! 

There are four major determinants of personality: 

● Biological/Physical Determinants: Hereditary and physical features 

● Social Determinants: Sociological aspects related to the community 
and his/her role in the community 

● Psychological Determinants: Behaviour, emotions, sentiments, 
thought patterns and complexes of an individual 

● Intellectual Determinants: Values, Humour, Morality, etc. 

Other determinants of personality include cultural, situational, 
environmental factors, etc. 

Physical Determinants of Personality 

Biological traits are the foremost parameter that reflects various factors 
of one’s personality. Being the essential determinant of personality, it 
incorporates a majority of other factors as well which bring out the 
various insights about an individual. Some important constituents under 
the physical determinants of personality are:  

Hereditary: The features that can be determined from the time of 
conception are generally put under hereditary. Sex, physical stature, 
temperament, muscle composition, facial features, height etc are the 
characteristics that one usually inherits from parents. Thus, through the 
hereditary approach, it is evident that the genes located in chromosomes 
are the ultimate explanation of personality. 

Physical Features: Physical appearance is also amongst the integral 
determinants of personality. How one appears physically actually plays 
an important role in how they are perceived by others. Whether one is 
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short, tall, slim, fat, black or white will obviously have an impression on 
others and this will have an influence on the self-conception of the 
individual. Physical characters include but are not limited to height, skin 
tone, weight, hair color, and beauty. 

Psychological Determinants of Personality 

Considering a personality as a particular style pertaining to each 
individual, the psychological approach is amongst the major determinants 
of personality. This specific style which is different for each individual 
actually gets determined through the accumulative characteristics of 
mental trends, emotions, sentiments, thought patterns and complexes. 
Further, it also studies an individual’s mental conflicts, wishes, 
aspirations, feelings of repression, sublimation and emotional well-being. 

Cultural Determinants of Personality   

Just as we are born with biological determinants, cultural determinants of 
personality are the ones with which we grow up with. The ritual and 
norms in the family, the early conditioning, the way we are raised up, the 
social group in which we hang out are the factors that have an impactful 
emphasis on our personality formation. Each culture trains and expects 
its members to behave and breathe in a way that is acceptable by society. 
Hence, factors like aggression, independence, cooperation and 
competition are major cultural contributors to personality determination. 
Thus, it is quite evident to filter out the individuals brought up in the 
western part of the world from the citizens of our country as the cultures 
we have been brought up with are poles apart.  

Family Factors :The most significant out of the different determinants of 
personality is that of familial. The environment at home blended with the 
direct influence of the parents is the major contributors to the traits that 
build our personality. A critical impact is driven by the family especially 
in the early and naive age. For example, a child brought up in a violent 
household will be quite different and emotionally and socially timid and 
cold as compared to a child reared in a warm, adjusting and healthy 
environment.  

Identification can be done by observing the similarity of the behaviour 
like feelings and attitude between the child and their parents. 

Identification can be viewed as the child’s desire and aspiration to be like 
their parents. 

It can be looked as the method through which the child actually takes on 
the attributes of the personality from their parents. 

Social Determinants of Personality 

The social determinants analyse a personality as per the status of the 
individual in their social group or community and consider the 
individual’s conception of their role in the group is like. The key factor 
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that this approach weighs in is what others perceive us as plays a greater 
role in the formation of our personality. 

The era has seen the widespread emergence of communication tools, 
especially through social media. Social media influencers hold an 
authoritative power to influence the masses around the globe. Hence, 
anyone’s personality is majorly persuaded by the social lives they lead 
and are a part of. Through socializing, be it virtual or real, one encounters 
a plethora of other individuals which some way or the other leave a mark 
on our personalities. The process starts as soon as we step into the real 
world from the playschool we go to peers and friends, amongst others. 
Our social life is one of the essential determinants of personality and 
that’s why we are always advised to choose our social circle wisely. 

Situational Factors 

In our discussion of various determinants of personality, a vital mention 
should go to the situational category. It would not be difficult for you to 
relate to the fact that we as humans, react differently to distinct 
situations. Although, it would not be correct to say that situational factors 
determine an individual’s personality in the most correct manner but it 
surely reflects how a person’s behaviour is and how they react in a given 
situation. The traits shown through situational factors usually vary a lot 
as different people exhibit different situational personality traits. For 
Example: You may behave differently in front of your boss in the office 
than at a club with your friends. 

According to Milgram, “Situation exerts an important press on the 
individual. It exercises constraints and may provide a push. In certain 
circumstances, it is not so much the kind of person a man is, as the kind 
of situation in which he is placed that determines his actions”. 

Intellectual Determinants of Personality 

Intelligence is another essential factor that can play an important role in 
the development of our personality. Our intellect can influence various 
aspects and areas of our behaviour which in turn, can determine our 
personality. Here are the intellectual determinants of Personality: 

Humour: Humour is one of the integral intellectual determinants of 
personality as it helps us get a realistic view of things, facilitates social 
acceptance and further also ironically brings forward a lighter perspective 
of life. 

Morality: Our intellect and worldview plays a crucial role in the 
development of our morality and how we see certain things as moral or 
immoral. Thus, morality is another factor that determines our intellect 
and thus overall personality as well. 

Values: An individual learns about values from his/her upbringing as 
well as from the society they are brought up in. These values and beliefs 
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also form our intellectual behaviour and thus are an important 
determinant of our personality. 

The Meaning of Personality 

Derived from a Latin word ‘persona‘ which can be translated as ‘mask’, 
personality can be simply defined as an individual’s experiences, values, 
habits and traits which collectively determine his or her behavioural 
patterns. Psychologists and social theorists have found that there are two 
main approaches or determinants that one can utilise to study personality, 
i.e. Psychological and Sociological. Apart from this, a biological 
approach can be additionally used but since it centrally assesses the 
individual’s biophysical characteristics, it is an adequate approach to 
study a personality in a holistic manner. While there are different 
definitions of personality, most focus on the pattern of characters and 
behaviours that can help predict and explain a person’s behaviour. It 
ranges from genetic explanations for personality traits to the role of 
environment and experience in shaping an individual’s personality. 

What are the big five personality traits?  

Openness 

Openness is a characteristic that includes imagination and insight. The 
world, other people and an eagerness to learn and experience new things 
is particularly high for this personality trait. It leads to having a broad 
range of interests and being more adventurous when it comes to decision 
making.  

Creativity also plays a big part in the openness trait; this leads to a 
greater comfort zone when it comes to abstract and lateral thinking. 

Think of that person who’s always ordering the most exotic thing on the 
menu, going to different places and having interests which you would 
never have thought of… that is someone who has a high openness trait. 

Anyone low in this trait tends to be viewed with more traditional 
approaches to life and may struggle when it comes to problem solving 
outside their comfort zone of knowledge. 

Conscientiousness  

Conscientiousness is a trait that includes high levels of thoughtfulness, 
good impulse control, and goal-directed behaviours. This organised and 
structured approach is often found within people who work in science 
and even high-retail finance where detail orientation and organisation are 
required as a skill set.  

A highly conscientious person will regularly plan ahead and analyse their 
own behaviour to see how it affects others. Project management teams 
and HR departments regularly have highly conscientious people working 
in their teams to help balance out the structural roles within the 
overall team development.  
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A good example of a conscientious person would be someone you know 
who is always planning ahead for the next time you meet - and in the 
meantime, regularly staying in contact, checking in on your wellbeing. 
They like to organise around certain dates and events and are focused on 
you when you meet.  

People low in conscientiousness tend to dislike structure and schedules, 
procrastinate on important tasks and fail to complete tasks as well. 

Extraversion 

Extraversion (sometimes referred to as Extroversion) is a trait that many 
will have come across in their own lives. It’s easily identifiable and 
widely recognisable as “someone who gets energised in the company of 
others.” 

This, amongst other traits which include, talkativeness, assertiveness and 
high amounts of emotional expressiveness, have made extraverted people 
widely recognisable over many years of social interaction. 

We all have that one friend or family member - or several - who aren’t 
exactly wall flowers in a social interaction. They thrive on being the 
centre of attention, enjoy meeting new people and somehow tend to have 
the biggest friends and acquaintance group you have known.  

The opposite is, of course, someone else in our lives we may know, an 
introvert. They prefer solitude and have less energy in social situations. 
Being at the centre of attention or making small talk can be quite taxing. 

Extroverts tend to have very public facing roles including areas such as 
sales, marketing, teaching and politics. Seen as leaders, extroverted 
people will be more likely to lead than stand in the crowd and be seen to 
not be doing anything. 

Agreeableness 

People who exhibit high agreeableness will show signs of trust, altruism, 
kindness, and affection. Highly agreeable people tend to have high 
prosocial behaviours which means that they’re more inclined to 
be helping other people.  

Sharing, comforting and cooperating are traits that lend themselves to 
highly agreeable personality types. Empathy towards others is commonly 
understood as another form of agreeableness even if the term doesn’t 
quite fit.  

The opposite to agreeableness is disagreeableness but it manifests in 
behaviour traits that are socially unpleasant. Manipulation and nastiness 
towards others, a lack of caring or sympathy, a lack of taking interest in 
others and their problems are all quite common.  

Agreeable people tend to find careers in areas where they can help the 
most. Charity workers, medicine, mental health and even those who 
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volunteer in soup kitchens and dedicate time to the third sector (social 
studies) are high in the agreeableness chart. 

Neuroticism 

Neuroticism is characterised by sadness, moodiness, and emotional 
instability. Often mistaken for anti-social behaviour, or worse a greater 
psychological issue, neuroticism is a physical and emotional response to 
stress and perceived threats in someone’s daily life. 

Individuals who exhibit high levels of neuroticism will tend to 
experience mood swings, anxiety and irritability. Some individuals who 
experience sudden changes in character from a day-to-day perspective 
could be highly neurotic and respond to high stress levels in their work 
and personal lives.  

Anxiety, which plays a large part in the makeup of neuroticism, is about 
an individual's ability to cope with stress and perceived or actual risk. 
People who suffer with neuroticism will overthink a lot of situations and 
find difficulty in relaxing even in their own space. 

Of course, those who rank lower on the neurotic level will exhibit a more 
stable and emotionally resilient attitude to stress and situations. Low 
neurotic sufferers also rarely feel sad or depressed, taking the time to 
focus on the present moment and not get involved in mental arithmetic 
on possible stress-inducing factors. 

What factors influence the big 5 traits?  

From nature and nurture to age and maturation, the big 5 traits have been 
widely studied where we can see what influences their impact on a 
person’s behaviour and character.  

Personality has often been hypothesised as a question of nurture or 
nature. One particular study looked at 123 pairs of identical twins and 
127 pairs of fraternal twins. “The findings suggested that the heritability 
of each trait was 53 percent for extraversion, 41 percent for 
agreeableness, 44 percent for conscientiousness, 41 percent for 
neuroticism, and 61 percent for openness.” 

It has also been widely recognised that the older we get, the more our 
behaviour traits will change. We become less extraverted, less neurotic, 
and less open to new experiences whilst our agreeableness and 
conscientiousness will grow as we get older. 

Do men and women differ with the big 5 traits?  

The general consensus is that men and women are actually more alike 
than what normative social science would have us believe. But as the title 
would suggest, there are some exceptions.  

Weinsberg and DeYoung in 2011 studied the big 5 traits and in 
particular Gender Differences in Personality across the Ten Aspects 
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of the Big Five. They concluded that women tend to score higher on 
Extraversion, Agreeableness, and Neuroticism than men.  

Other studies have concluded that whilst the differences may be present, 
some traits are not extensively separate. Getting older will tend to align 
behaviour traits such as agreeableness and extraversion where both 
genders tend to score lower as time moves on. 

Big 5 personality traits tests 

We can successfully measure personality traits with different tools and 
techniques. All in all, these tests are trying to discover how much your 
behaviour varies from high to low in the five traits which include; 
Openness, Conscientiousness, Extraversion, Agreeableness and 
Neuroticism. 

How are the traits measured? 

Traditionally, a big 5 personality test is taken with a questionnaire and a 
multiple choice response.  

For example, these questions will ask how much a person agrees or 
disagrees that he or she is someone who exemplifies various specific 
statements, such as: 

● “Is open to trying new experiences” (for openness, or open-
mindedness) 

● “Is always thinking about others” (for conscientiousness) 

● “Is the centre of attention at a party” (for extroversion) 

● “Is trusting of others” (for agreeableness) 

● “Is anxious about the future all the time” (for neuroticism, or negative 
emotionality) 

The responses, strongly agree to Strongly Disagree (with alternatives in 
between) will determine to what scale the person may be grouped into 
different personality traits.  

Personality types and its, impact on career growth 

There are different types of personality as per several theories. The most 
popular theory of the types of personality is by Greeks which says there 
are four types of temperaments. Thus, the four types of personality are: 

Sanguine: Highly talkative, social, extroverted and enthusiastic 

Phlegmatic: Quiet, easy-going, and reserved 

Melancholic: Deep thinkers and analytical minds 

Choleric: More extroverted and ambitious 
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Other than this theory, there are 16 modern types of personality which 
are as follows: 

 Types of Personality 

Personality Characteristics 

Neither there are set types of personality nor there is any determined set 
of characteristics of personality. Some of us tend to reflect similar traits 
even after being not related by blood, while on the other hand, members 
of the same family have different personalities. Understanding the 
uniqueness of personalities, mentioned below are some of the common 
characteristics of personality- 

Self Efficiency 

Locus of Contol 

Self Esteem  

Risk-Taking 

Positive/ Negative Affect 

Self Monitoring  

Type A and Type B Personality 

Determinants of Personality: How Psychometric Tests Help? 

You might have heard of psychometric analysis utilised to screen 
candidates for a job profile or either in career counselling sessions to map 
a student’s interests and skills. A psychometric test incorporates a 
standard and scientific analysis to evaluate an individual’s mental 
capabilities as well as behaviour. It gauges the merit and aptitude of a 
person while also examining their personality traits. 

Especially in career counselling, a psychometric test plays an essential 
role in helping the counsellors gauge the student’s interest and skill areas 
and find suitable career paths for them. Comprising a basic framework of 
multiple-choice questions, there is no passing or failing in this test. They 
are designed with factoring in the determinants of personality and ensure 
equal opportunity in every aspect. So, to get deeper into what traits and 
skills you have and which career they align with, a psychometric 
assessment has an integral part in helping you solve your career 
confusion whether it be choosing from streams after 10th, finding the 
right academic program, choosing an ideal career path or making your 
way towards personality development. 

  Impact on career growth: 

When pursuing your ideal career, considering your personality traits can 
help establish your strengths and weaknesses. This reflection not only 
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identifies your existing technical skills, but how you interact or behave 
around others, and how to mesh this well with potential job options. 

Personality and Value : 

Personality and Values : We sometimes get asked what the main 
differences are between values and personality. 

In short, personality represents our patterns of thinking and feeling (with 
no judgement involved), whereas values represent what we believe to be 
right. 

They are deeply held principles that guide our choices and influence our 
emotions. 

Most people will be more familiar with tools that compare our 
personality as they have become common practice in the recruitment 
across a variety of industries. 

Yet some of the most popular tools such as Myers Briggs have been 
subject recently to more scrutiny. 

A well researched piece in the Financial Times and this piece by Adam 
Grant point out that the research behind the Big Five personality 
indicators is significantly more robust than Myers Briggs. The evidence 
behind the Big Five is why we use it as the basis for our personality 
reports. 

However, perhaps the biggest problem with measuring personality alone 
is that it’s only a small piece of the story. 

Consistently, and especially in teams where collaboration is critical, we 
have found that values alignment between team members is more 
predictive of team performance. 

Here's a good video to explain how values differences might show up in 
the workplace. 

It’s useful to understand the difference between an introvert and an 
extrovert, this enables us to modify our behaviour. However, when really 
tough conflict happens in a team it tends to be driven by values not 
personality. 

That’s why we believe that it’s important to measure both and understand 
the difference between the two. 

1. Values influence our motivations and what we feel is right whereas 
personality influences how we express ourselves 

2. Values and personality interact in a logical way. There is evidence of 
a small correlation between some Big 5 personality types and given 
values. For example a small positive correlation between 
agreeableness and benevolence. Extraverts have been found to value 
stimulation and exciting new experiences. 
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3. Both values and personality influence goal attainment: The manner in 
which we strive for goals is more driven by our personality. The 
content of the goal is more driven by our values. 

 

Of course there’s much more to us than personality and values… 

Humans are complicated creatures. 

At any mating a couple could produce 52 trillion biologically distinct 
individuals*. Human individuality is genetically too complex for any one 
or two systems to explain. 

Therefore both of these models are simply a common language to 
describe and understand and express our similarities and differences. 

In the Saberr Platform we have chosen the levels of analysis (5 factors of 
personality and 11 values) carefully. 

We are attempting to “walk the tightrope” between language that is 
accessible and not overly scientific, whilst having enough scientific basis 
to have some predictive quality. If we can make small improvements to 
people’s wellbeing, happiness and productivity at work, we’re making 
progress. 

Here are some tips: 

● When individuals become more aware of their values it helps them to 
make choices with which they feel comfortable. They can also 
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become more aware of how they come across to others. Self 
awareness a first step in any change. 

● Pairs working in a team that might have had difficulties working well 
together can identify the cause of blockages or conflict helping to 
address problems. These might be personality related but are more 
likely to be related to values. 

● Teams can understand how they fit together holistically. What are the 
values of the team? What are the dominant personality traits of the 
team? What does this indicate for the team’s ability to achieve its 
goals? Are there any gaps or fault lines in the team? 

Developing a language to discuss personality and values requires effort. 
If we succeed, the evidence indicates that it can help us design better 
teams and manage the relationships in teams more effectively. Therefore 
we’d encourage you to follow in our footsteps and hopefully reap the 
benefits! 

Take a look at how Saberr can help your managers measure and 
understand their personality and values - and how they should go about 
discussing them with their teams! 

Perception and Individual Decision Making.  

Perception: 

Individuals behave based not on the way their external environment 
actually is but, rather, on what they see or believe it to be. 

 Evidence suggests that what individuals perceive from their work 
situation will influence their productivity more than will the situation 
itself. 

 Absenteeism, turnover, and job satisfaction are also reactions to the 
individual’s perceptions. 

Individual Decision Making: 

Individuals think and reason before they act. 

–     Under some decision situations, people follow the rational decision-
making model.  However, this doesn’t happen very often… 

–     So, what can managers do to improve their decision making? 

•     Analyze the situation. 

•     Be aware of biases. 

•     Combine rational analysis with intuition. 

•     Don’t assume that your specific decision style is appropriate for 
every job. 

  •     Try to enhance your creativity 
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4.1.15  DIVERSITY IN ORGANIZATIONS 

Diversity of organisation  

Organizational diversity in the workplace refers to the total makeup of 
the employee workforce and the amount of diversity included. Diversity 
refers to differences in various defining personal traits such as age, 
gender, race, marital status, ethnic origin, religion, education and many 
other secondary qualities. 

❖ The 4 Types of Diversity 

There are a lot of factors that can play into diversity—some things are 
visible on the outside, but others are just a part of the way people were 
born. These distinctions are the grounds for how the four categories of 
diversity were created. 

A good way to think of the four types of diversity is as dimensions or 
classifications that each hold their own list of different applicable 
subsets. 

#1 Internal Diversity 

Internal diversity characteristics are ones related to situations that a 
person is born into. They are things that a person didn’t choose for 
themselves and are impossible for anyone to change. 

Here are some examples of internal diversity: 

Race 

Ethnicity 

Age 

National origin 

Sexual orientation 

Cultural identity 

Assigned sex 

Gender identity 

Physical ability 

Mental ability 

#2 External Diversity 

In the context of diversity, the term external is used to describe things 
that are related to a person but aren’t characteristics that a person was 
born with. While external diversity can be heavily influenced by other 
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people and their surroundings, even forcibly so, they ultimately are 
aspects that a person can change and often do over time. 

Some examples of external diversity include: 

Personal interests 

Education 

Appearance 

Citizenship 

Religious beliefs 

Location 

Familial status 

Relationship status 

Socioeconomic status 

Life experiences 

#3 Organizational Diversity 

Organizational diversity, also called functional diversity, relates to the 
differences between people that are assigned to them by an 
organization—essentially, these are the characteristics within a 
workplace that distinguish one employee from another. 

Regardless of your position or the pay you receive, any form of work that 
you do may help solidify your belonging to an organization. Whether 
you’re working for a private, nonprofit, public sector, or governmental 
organization, and even if you do volunteer work for free, you are a part 
of an organized group. This could be as small as a group of two or 
anything higher, as long as it’s more than one independent person, that 
constitutes an organization. 

However, there are different subsets within organizational diversity, 
which include: 

Job function 

Place of work 

Management status 

Employment status 

Pay type 

Seniority 

Union affiliation 
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ORGANIZATIONAL DEVELOPMENT DEGREE 

Worldview Diversity 

The fourth type of diversity is commonly known as worldview. Even 
though there are a multitude of factors that come together to form our 
worldview, including our internal, external, and organizational diversity 
characteristics, at the end of the day, everyone has a worldview that they 
align with. 

Worldview diversity is another diversity type that changes with time—
we conceptualize the world differently as we have new experiences and 
learn more about ourselves and each other. 

There are still nuances within our worldviews, but some examples 
include: 

Political beliefs 

Moral compass 

Outlook on life 

Epistemology. 

Summary: 

Personality is the collection of characteristic thoughts, feelings, and 
behaviors that make up a person. Personality traits are consistent and 
long lasting, while states are temporary. The Greeks thought that four 
types of humors corresponded to personality types. 

Chapter Questions: 

Q1 What are some characteristics of your personality? 

Q2 What is the 4 personality types?  

4.1.16 ATTITUDE 

Objective: 

The feelings, values, appreciations, motivations, or priorities of your 
discipline or profession you want to stimulate in your students. Learning 
outcomes focus on the essential, transferable learning that can be 
observed and assessed in courses and programs. 

Attitude: Meaning, Components of Attitude, changing attitude and 
its impact on career growth  

Meaning: Attitude is a settled way of thinking or feeling about 
something. 

Attitude is defined as a more or less stable set of predispositions of 
opinion, interest or purpose involving expectancy of a certain kind of 
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experience and readiness with an appropriate response. Attitudes are 
also known as “frames of reference“. They provide the background 

against which facts and events are viewed. 

    Components of Attitude 

1. Cognitive Component 

The cognitive component of attitudes refers to the beliefs, thoughts, and 
attributes that we would associate with an object. It is the opinion or 
belief segment of an attitude. It refers to that part of attitude related to a 
person’s general knowledge. 

Typically these come to light in generalities or stereotypes, such as ‘all 
babies are cute’, ‘smoking is harmful to health’ etc. 

2. Affective Component 

The affective component is the emotional or feeling segment of an 
attitude. It is related to the statement which affects another person. 

It deals with feelings or emotions that are brought to the surface about 
something, such as fear or hate. Using the above example, someone 
might have the attitude that they love all babies because they are cute or 
that they hate smoking because it is harmful to health. 

3. Behavioral Component 

The behavior component of an attitude consists of a person’s tendencies 
to behave in a particular way toward an object. It refers to that part of 
attitude which reflects the intention of a person in the short-run or long-
run. 

Using the above example, the behavioral attitude maybe ‘I cannot wait to 
kiss the baby’, or ‘we better keep those smokers out of the library, etc. 

 

● Change in attitude 

Attitudes are associated beliefs and behaviors towards some object. They 
are not stable, and because of the communication and behavior of other 
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people, are subject to change by social influences, as well as by the 
individual's motivation to maintain cognitive consistency when cognitive 
dissonance occurs—when two attitudes or attitudes and behavior conflict. 
Attitudes and attitude objects are functions of affective and cognitive 
components. It has been suggested that the inter-structural composition 
of an associative network can be altered by the activation of a single 
node. Thus, by activating an affective or emotional node, attitude change 
may be possible, though affective and cognitive components tend to be 
intertwined.  

Attitude Impact on career Growth 

 Your attitude at work can impact your career as well as your general 
outlook on life. 

When something is going wrong, the first thing people usually say is to 
"stay strong" and "stay positive." Those little affirmations sometimes do 
work, and it's important to remember that words can go a long way 
during a time of negativity, especially in the workplace. 

Always looking on the bright side "may sound cheesy, but just positive 
thinking, smiling and positivity, in general, are the main staples of a 
positive personal attitude," said Amy Finlay, co-founder of Edinburgh 
IFA. But what does a positive attitude have to do with the workplace? 

Having a positive attitude in the workplace won't necessarily make you 
better at your job, but it will improve the way people view you as a 
person, so they may be more inclined to help you succeed and cheer you 
on. 

"[A positive attitude] is important for many reasons, but one of the main 
reasons for having a positive attitude in the workplace is because it can 
rub off on everyone else," Finlay said. "Exuding apositivity can be 
infectious and, over time, can influence your co-workers." 

Summary: 

 Attitudes reflect a tendency to classify objects and events and to react to them 
with some consistency. Attitudes are not directly observable but rather are 
inferred from the objective, evaluative responses a person makes. 

Question: 

1. Where does our attitude come from?  

2. To how much extent our attitude towards something is good? 

3. Do you think Disobeying everyone is the right type of attitude? 

      What type of attitude do you find is best for success? 
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4.1.17   MOTIVATION 

Objective: 

The objective of motivation is to create conditions in which 
people are willing to work with zeal, initiative, interest, and 
enthusiasm. 

It also creates conditions in which people work with a sense of 
responsibility, loyalty, discipline and with pride and confidence 
so that the goals of an organization are achieved effectively. 

 What is Motivation ? 

Motivation is the word derived from the word ’motive’ which means 
needs, desires, wants or drives within the individuals. It is the process of 
stimulating people to actions to accomplish the goals. In the work goal 
context the psychological factors stimulating the people’s behaviour can 
be - 

● desire for money 

● success 

● recognition 

● job-satisfaction 

● team work, etc 

Motivation Incentives - Incentives to motivate employees : 

Incentive is an act or promise for greater action. It is also called as a 
stimulus to greater action. Incentives are something which are given in 
addition to wagers. It means additional remuneration or benefit to an 
employee in recognition of achievement or better work. Incentives 
provide a spur or zeal in the employees for better performance. It is a 
natural thing that nobody acts without a purpose behind. Therefore, a 
hope for a reward is a powerful incentive to motivate employees. Besides 
monetary incentive, there are some other stimuli which can drive a 
person to better. This will include job satisfaction, job security, job 
promotion, and pride for accomplishment. Therefore, incentives really 
can sometimes work to accomplish the goals of a concern. The need of 
incentives can be many:- 

1. To increase productivity, 

2. To drive or arouse a stimulus work, 

3. To enhance commitment in work performance, 

4. To psychologically satisfy a person which leads to job satisfaction, 

5. To shape the behavior or outlook of subordinate towards work, 
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6. To inculcate zeal and enthusiasm towards work, 

7. To get the maximum of their capabilities so that they are exploited 
and utilized maximally. 

Therefore, management has to offer the following two categories of 
incentives to motivate employees: 

1. Monetary incentives- Those incentives which satisfy the 
subordinates by providing them rewards in terms of rupees. Money 
has been recognized as a chief source of satisfying the needs of 
people. Money is also helpful to satisfy the social needs by 
possessing various material items. Therefore, money not only 
satisfies psychological needs but also the security and social needs. 
Therefore, in many factories, various wage plans and bonus schemes 
are introduced to motivate and stimulate the people to work. 

2. Non-monetary incentives- Besides the monetary incentives, there 
are certain non-financial incentives which can satisfy the ego and 
self- actualization needs of employees. The incentives which cannot 
be measured in terms of money are under the category of “Non- 
monetary incentives”. Whenever a manager has to satisfy the 
psychological needs of the subordinates, he makes use of non-
financial incentives. Non- financial incentives can be of the following 
types:- 

a. Security of service- Job security is an incentive which provides 
great motivation to employees. If his job is secured, he will put 
maximum efforts to achieve the objectives of the enterprise. This 
also helps since he is very far off from mental tension and he can 
give his best to the enterprise. 

b. Praise or recognition- The praise or recognition is another non- 
financial incentive which satisfies the ego needs of the 
employees. Sometimes praise becomes more effective than any 
other incentive. The employees will respond more to praise and 
try to give the best of their abilities to a concern. 

c. Suggestion scheme- The organization should look forward to 
taking suggestions and inviting suggestion schemes from the 
subordinates. This inculcates a spirit of participation in the 
employees. This can be done by publishing various articles 
written by employees to improve the work environment which 
can be published in various magazines of the company. This also 
is helpful to motivate the employees to feel important and they 
can also be in search for innovative methods which can be applied 
for better work methods. This ultimately helps in growing a 
concern and adapting new methods of operations. 

d. Job enrichment- Job enrichment is another non- monetary 
incentive in which the job of a worker can be enriched. This can 
be done by increasing his responsibilities, giving him an 
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important designation, increasing the content and nature of the 
work. This way efficient worker can get challenging jobs in 
which they can prove their worth. This also helps in the greatest 
motivation of the efficient employees. 

e. Promotion opportunities- Promotion is an effective tool to 
increase the spirit to work in a concern. If the employees are 
provided opportunities for the advancement and growth, they feel 
satisfied and contented and they become more committed to the 
organization. 

The above non-financial tools can be framed effectively by giving 
due concentration to the role of employees. A combination of 
financial and non- financial incentives help together in bringing 
motivation and zeal to work in a concern. 

Positive Incentives 

Positive incentives are those incentives which provide a positive 
assurance for fulfilling the needs and wants. Positive incentives generally 
have an optimistic attitude behind and they are generally given to satisfy 
the psychological requirements of employees. For example-promotion, 
praise, recognition, perks and allowances, etc. It is positive by nature. 

Negative Incentives 

Negative incentives are those whose purpose is to correct the mistakes or 
defaults of employees. The purpose is to rectify mistakes in order to get 
effective results. Negative incentive is generally resorted to when 
positive incentive does not works and a psychological set back has to be 
given to employees. It is negative by nature. For example- demotion, 
transfer, fines, penalties. 

Importance of Motivation 

Motivation is a very important for an organization because of the 
following benefits it provides: 

1. Puts human resources into action 

Every concern requires physical, financial and human resources to 
accomplish the goals. It is can be done by building willingness in 
employees to work. This will help the enterprise in securing best 
possible utilization of resources. 

2. Improves level of efficiency of employees 

The level of a subordinate or a employee does not only depend upon 
his qualifications and abilities. For getting best of his work 
performance, the gap between ability and willingness has to be filled 
which helps in improving the level of performance of subordinates. 
This will result into- 
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a. Increase in productivity, 

b. Reducing cost of operations, and 

c. Improving overall efficiency. 

3. Leads to achievement of organizational goals 

The goals of an enterprise can be achieved only when the following 
factors take place :- 

a. There is best possible utilization of resources, 

b. There is a co-operative work environment, 

c. The employees are goal-directed and they act in a purposive 
manner, 

d. Goals can be achieved if co-ordination and co-operation takes place 
simultaneously which can be effectively done through motivation. 

4. Builds friendly relationship 

Motivation is an important factor which brings employees 
satisfaction. This can be done by keeping into mind and framing an 
incentive plan for the benefit of the employees. This could initiate 
the following things: 

a. Monetary and non-monetary incentives, 

b. Promotion opportunities for employees, 

c. Disincentives for inefficient employees. 

In order to build a cordial, friendly atmosphere in a concern, the 
above steps should be taken by a manager. This would help in: 

a. Effective co-operation which brings stability, 

b. Industrial dispute and unrest in employees will reduce, 

c. The employees will be adaptable to the changes and there 
will be no resistance to the change, 

d. This will help in providing a smooth and sound concern in 
which individual interests will coincide with the 
organizational interests, 

e. This will result in profit maximization through increased 
productivity. 

2. Leads to stability of work force 

Stability of workforce is very important from the point of view of 
reputation and goodwill of a concern. The employees can remain 
loyal to the enterprise only when they have a feeling of 
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participation in the management. The skills and efficiency of 
employees will always be of advantage to employees as well as 
employees. This will lead to a good public image in the market 
which will attract competent and qualified people into a concern. 
As it is said, “Old is gold” which suffices with the role of 
motivation here, the older the people, more the experience and 
their adjustment into a cncern which can be of benefit to the 
enterprise. 

From the above discussion, we can say that motivation is an internal 
feeling which can be understood only by manager since he is in close 
contact with the employees. Needs, wants and desires are inter-related 
and they are the driving force to act. These needs can be understood by 
the manager and he can frame motivation plans accordingly. We can say 
that motivation therefore is a continuous process since motivation 
process is based on needs which are unlimited. The process has to be 
continued throughout. 

We can summarize by saying that motivation is important both to an 
individual and a business. Motivation is important to an individual as: 

1. Motivation will help him achieve his personal goals. 

2. If an individual is motivated, he will have job satisfaction. 

3. Motivation will help in self-development of individual. 

4. An individual would always gain by working with a dynamic team. 

Similarly, motivation is important to a business as: 

1. The more motivated the employees are, the more empowered the 
team is. 

2. The more is the team work and individual employee contribution, 
more profitable and successful is the business. 

3. During period of amendments, there will be more adaptability and 
creativity. 

4. Motivation will lead to an optimistic and challenging attitude at work 
place. 

Summary: 

Motivation is the process that initiates, guides, and maintains goal-
oriented behaviors. It is what causes you to act, whether it is getting a 
glass of water to reduce thirst or reading a book to gain knowledge. 
Motivation involves the biological, emotional, social, and cognitive 
forces that activate behavior. 
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Question: 

Q1 What is the importance of Motivation? 

Q2 How Motivation builds friendly relationship? 

Q3 As a manager of a institution how you will motivate your employee? 

4.1.18 GOAL SETTING: SMART (SPECIFIC, 
MEASURABLE, ATTAINABLE, REALISTIC, TIMELY) 
GOALS, PERSONAL AND PROFESSIONAL GOALS  

SMART (Specific, Measurable, Attainable, Realistic, Timely) 

Objective: 

 A SMART goal incorporates all of these criteria to help focus your efforts 
and increase the chances of achieving your goal. 

What are SMART Goals? ∙ Statements of the important results you 
are working to accomplish ∙ Designed in a way to foster clear and 
mutual understanding of what constitutes expected levels of 
performance and successful professional development What is the 
SMART criteria? 

What are SMART Goals? 

 Statements of the important results you are working to 
accomplish 

 Designed in a way to foster clear and mutual understanding of 
what constitutes expected levels of performance and successful 
professional development 

What is the SMART criteria? 

S Specific What will be accomplished? What actions will 
you take? 

M Measurable What data will measure the goal? (How much? 
How well? 

A Achievable Is the goal doable? Do you have the necessary 
skills and resources? 

R Relevant How does the goal align with broader goals? Why 
is the result important? 

T Time-
Bound 

What is the time frame for accomplishing the 
goal? 
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How do I decide the right scope for my SMART Goals? (How big? 
How many?) 

SMART goals are meant to address all of your major job responsibilities. 

Remember, goals are intended to focus attention and resources on 
what is most important so that you can be successful in achieving 
your priorities. SMART Goals are goals for your day-to-day job. 

● Common types of goals are to: 

o Increase something 

o Make something 

o Improve something 

o Reduce something 

o Save something 

o Develop someone (yourself!) 

Where to start? 

1. Start by thinking about your whole job and the broad areas (or 
“buckets”) of responsibility and results for which you are 
accountable. 

2. Develop a goal statement for each bucket. To get the scope right, 
remember to focus on end results not tasks. 

3. Goals should be high level enough to encompass the core outcomes 
for which you are responsible, but specific and clear enough so you 
will be able to measure success. 

4.  Goals should be on-going job responsibilities and any new projects, 
assignments, priorities, or initiatives that are specific to this 
performance cycle. 

5. Having too many goals can be an indicator that your goals are 
scoped at too low a level and are focused more on tasks than on end 
results. 

6. If it seems that your goals are becoming too numerous and task-
oriented, it may be helpful to consider combining several goal 
statements into a broader outcome area. 

How to write your S-M-A-R-T goal 

S – Specific 

When setting a goal, be specific about what you want to accomplish. 
Think about this as the mission statement for your goal. This isn’t a 
detailed list of how you’re going to meet a goal, but it should include an 
answer to the popular ‘w’ questions: 
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 Who – Consider who needs to be involved to achieve the goal (this is 
especially important when you’re working on a group project). 

 What – Think about exactly what you are trying to accomplish and 
don’t be afraid to get very detailed. 

 When – You’ll get more specific about this question under the “time-
bound” section of defining S.M.A.R.T. goals, but you should at least 
set a time frame. 

 Where – This question may not always apply, especially if you’re 
setting personal goals, but if there’s a location or relevant event, 
identify it here. 

 Which – Determine any related obstacles or requirements. This 
question can be beneficial in deciding if your goal is realistic. For 
example, if the goal is to open a baking business, but you’ve never 
baked anything before, that might be an issue. As a result, 

you may refine the specifics of the goal to be “Learn how to bake in 
order to open a baking business."Why – What is the reason for the 
goal? When it comes to using this method for employees, the answer 
will likely be along the lines of company advancement or career 
development. 

 “S” actions may include: 

Oversee Update Write 

Coordinate Upgrade Process 

Supervise Develop Provide 

Manage Create Maintain 

Plan Implement Reconcile 

Support Evaluate Direct 

Transition Produce Administer 

 

 Note that this list does not include verbs like “improve,” “reduce,” 
or “increase” (e.g. “Improve customer service” or “reduce cost.” 
These imply the direction that you want a result to move in, but 
don’t do much to explain the role or specific action that you will 
take to accomplish this change. 

M – Measurable 

What metrics are you going to use to determine if you meet the goal? 
This makes a goal more tangible because it provides a way to measure 
progress. If it’s a project that’s going to take a few months to complete, 
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then set some milestones by considering specific tasks to accomplish. 
Milestones are a series of steps along the way that when added up will 
result in the completion of your main goal. 

 As the “M” in SMART states, there should be a source of 
information to measure or determine whether a goal has been 
achieved. 

 The M is a direct (or possibly indirect) indicator of what success 
for a particular goal will look like. 

 Sometimes measurement is difficult and managers and employees 
will need to work together to identify the most relevant and 
feasible data sources and collection methods. 

 Data collection efforts needed to measure a goal can be 
included in that goal’s action plan. 

 Even if a perfect, direct measurement source is not immediately 
feasible for a given goal, the discussion about the desired end 
result (why this goal is important) and what the measurement 
options are (what success might look like) is an important and 
valuable part of performance planning. 

 Measurement methods can be both quantitative (productivity 
results, money saved or earned, etc.) and qualitative (client 
testimonials, surveys, etc.). 

 Some typical data types and data collection methods may include: 

DATA TYPES DATA COLLECTION 
METHODS 

Quality/accuracy rates Automated reports 

Amounts produced Audits, tests 

Revenue generated Surveys 

Productivity rates Work products, samples 

Customer Satisfaction Other documents 

 

A – Achievable 

This focuses on how important a goal is to you and what you can do 
to make it attainable and may require developing new skills and 
changing attitudes. The goal is meant to inspire motivation, not 
discouragement. Think about: 

 how to accomplish the goal, 

 if you have the tools/skills needed, 

 if not, consider what it would take to attain them. 
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R – Relevant 

Relevance refers focusing on something that makes sense with the 
broader business goals. For example, if the goal is to launch a new 
program or service, it should be something that’s in alignment with 
the overall business/department objectives. Your team may be able to 
launch a new program, but if your division is not prioritizing 
launching that type of new programs, then the goal wouldn’t be 
relevant. 

T – Time-Bound 

Anyone can set goals, but if it lacks realistic timing, chances are 
you’re not going to succeed. Providing a target date for 
deliverables is imperative. Ask specific questions about the goal 
deadline and what can be accomplished within that time period. If 
the goal will take three months to complete, it’s useful to define 
what should be achieved half-way through the process. Providing 
time constraints also creates a sense of urgency. 

   The Easiest Way to Write S.M.A.R.T. Goals 

When it comes to writing S.M.A.R.T. goals, ask yourself and 
other team members a lot of questions. The answers will help 
fine-tune your strategy, ensuring the goals are something that’s 
actually attainable. Utilize the template provided in the appendix 
as a guide. 

This doesn’t have to be a daunting experience; in fact, it should be quite 
illuminating. Below we demonstrate how to write S.M.A.R.T. goals for 
two typical business scenarios: completing a 

project and improving personal performance. We’ve also created 
an easy-to-use S.M.A.R.T. goals template and worksheet to help 
you get started. 

Examples of Creating a SMART Goal 

Here are two examples of initial goals we'll use to walk through this 
process: 

1. I want to complete a project 

2. I want to improve my performance 

This is a typical approach to creating goals, but both of these are very 
vague. With the current wording, the goals probably aren’t going to 
be attainable. The statements lack specifics, timelines, motivation, 
and a reality check. 

Now, let’s use the S.M.A.R.T. goals formula to clarify both and create 
new and improved goals. 
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Goal: I want to complete a project 

 Specific: Many people are accessing our current site from their 
mobile devices. Since it’s not a responsive site, it provides a poor 
experience for customers. I want to launch a mobile app for my 
company website by the end of June, which requires involvement 
from software development, design, and marketing. 

 Measurable: Creating a mobile app for our company site will require 
a lot of resources. 

To make it worthwhile, I’d like to have 50,000 installs of the site within 
six months of 

launch. I’d also like to show a 5% conversion rate from customers using 
the mobile site. 

 Achievable: The departments that will be involved have signed-off 
on creating a mobile app. I’ll need to manage the project and set 
milestones to keep everyone motivated and on target. 

 Relevant: Improving the customer experience on mobile devices 
is a core initiative for my company this year. 

 Time-Bound: In order to achieve 50,000 mobile app installs and a 
5% conversion rate by the end of the fiscal year, the app will need 
to be launched by Q2 with a robust marketing campaign that 
should continue through the end of the year. 

Goal: I want to improve my performance 

 Specific: I received low marks on my ability to use PowerPoint 
at my last performance review. Improving my skills requires that 
I learn how to use PowerPoint efficiently and practice using it by 
creating various presentations. I’d like to be more proficient 
using PowerPoint in time for my next review in six months. 

 Measurable: By the time of my next review, I should be able to 
create presentations that incorporate graphs, images, and other 
media in a couple of hours. I should also be able to efficiently use 
and create templates in PowerPoint that my coworkers can also 
use. 

 Achievable: Improving my PowerPoint skills is instrumental in 
moving forward in my career and receiving a better 
performance review. I can set time aside every week to watch 
PowerPoint tutorials and even enroll in an online class that can 
teach me new skills. I can also ask coworkers and my manager 
for PowerPoint tips. 

 Relevant: Working with PowerPoint is currently 25% of my job. 
As I move up in the company, I’ll need to spend 50% of my time 
creating PowerPoint presentations. I enjoy my career and want to 
continue to grow within this company. 
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 Time-Bound: In six months, I should be proficient in 
PowerPoint ensuring it only occupies 25% of my workload 
instead of the nearly 40% of the time it occupies now. 

Once you go through and write your goals according to each 
S.M.A.R.T. characteristic, you can then combine and consolidate all 
the work you’ve done into one S.M.A.R.T. goal. 

S.M.A.R.T. goal: I want to complete a project 

● Description: Improving the customer experience on mobile 
devices is a core initiative for my company this year, so we are 
going to create a mobile app. By the end of the fiscal year, there 
should be 50,000 installs of the mobile app we develop, and it 
should produce a 5% conversion rate. We’ll build the mobile app 
in-house and launch it by the end of June with an app-related 
marketing campaign that will continue to the end of the year. 

● Milestone: Mobile app launches end of June. 

● Deadline: End of the fiscal year. 

S.M.A.R.T. goal: I want to improve my performance 

● Description: To grow in my career, I need to improve my 
PowerPoint skills. By taking online classes and reviewing 
tutorials, I’ll improve my PowerPoint skills so that it only 
requires 25% of my work time. 

● Milestone: Complete an online PowerPoint course in three months. 

● Deadline: Next employee review in six months. 

Summary:  

SMART in SMART goals stands for Specific, Measurable, Achievable, 
Relevant, and Time-Bound. Defining these parameters as they pertain to your 
goal helps ensure that your objectives are attainable within a certain time frame. 

Question: 

Q1 What are th goals of SMART? 

Q2 How do you decide the right scope for my SMART Goals?  

Q3 What you will do to improve your performance? 

4.1.19   TIME MANAGEMENT 

Objective: 

The objective of time management is to maximize the time spent on 
important things. So the one point of being efficient is to use up less time on 
the unimportant things so that we have more time for the important things. 
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Time management is the process of organizing and planning how to 
divide your time between different activities. 

 What Is Time Management? 

Time management is the strategy of planning out your available time and 
controlling the amount of time you spend on specific tasks in order to 
work more efficiently. Effective time management comes easier to some 
people than to others, but everyone can develop habits to improve their 
time management skills. Without strong time management, your work 
and wellbeing can suffer, and it can lead to: 

Producing poor quality work 

Missing deadlines 

Increasing your stress levels 

Ruining your work-life balance 

Harming your professional reputation 

What Are Six Characteristics of Successful Time Management? 

1. Goal Orientation 

Effective management skills include goal setting, whether you’re seeking 
to organize your personal life, school schedule or workload. In 
fact, Indeed Career Guide suggests that goal setting is the first thing you 
must do to gain mastery of your time. Setting daily and long-term goals 
helps you define objectives and make the best use of your limited time. 

Goal planning is an art and a science in itself. Initially, goal setting starts 
with daydreaming and envisioning all the possibilities. From there, you 
decide on specific, measurable goals and identify the tasks you must 
complete along the way. The University of California recommends 
formulating S.M.A.R.T. goals that are specific, measurable, achievable, 
realistic and time-bound. In other words, your goals should be 
quantifiable and doable within the deadline you set for yourself or your 
team. 

2. Strategic Scheduling 

Successful time management requires a workable system for allotting 
time and scheduling activities throughout the day and week. Instead of 
simply hoping to get a lot done that day, you make choices about what 
you will accomplish and then follow through. To a large extent, 
scheduling tools are a matter of personal preference. Options include 
everything from sticky notes on your computer screen to a penciled 
checklist and sophisticated project management software. Some time 
managers take advantage of multiple methods. 
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3. Prioritized Activities 

Start by blocking off time on your calendar for mandatory meetings and 
essential tasks that you must complete. Add other priority items such as 
working without interruptions to finish a project or a report by noon. 
Include running errands, shopping, paying bills and other chores that 
could be postponed if you’re running late. Self-care is important to 
staying calm and positive, so schedule time for hobbies and activities you 
enjoy such as socializing with friends, running, yoga and meditation. 
Understanding deadlines can help you recognize when adjustments are 
necessary that may involve asking for help or canceling some plans. 

4. Appropriate Delegation 

Successful time managers recognize that they can’t, and shouldn’t, try to 
do everything themselves. Synergy happens when work is shared by 
team members with shared goals who can bring their unique skill set to 
the project. Proper delegation requires careful deliberation of what has to 
get done and who can best tackle the assignment. Delegating tasks allows 
you to focus on your own priorities and meet fast-approaching due dates. 
Time management qualities to cultivate when delegating include clearly 
communicating assignments, expectations and time frames. 

5. Emotional Composure 

Successful time managers don’t let fear and anxiety consume them when 
working under pressure and tight time constraints. They plan accordingly 
and let go of worry. Time management qualities necessitate strategies for 
emotional regulation of stress. Stress is managed by taking little breaks to 
stretch and decompress. Relaxed time managers practice work-life 
balance to maintain their positive attitude and physical health. 

6.    Time Limits 

Knowing how long each task should take, setting deadlines and working 
efficiently are essential time management attributes, according to CFI. 
Positive outcomes are more likely to be achieved if efficiency is highly 
valued. Spending too much time on trivial or unnecessary details reduces 
productivity and profitability. Conducting a time study of each task in a 
production process, for example, can help streamline the workflow. 
Efficient workers have more time to pursue other interests and set new 
goals. 

 4.1.20 LEARNING IN A GROUP, UNDERSTANDING 
WORK TEAMS, DYNAMICS OF GROUP BEHAVIOR, 
TECHNIQUES FOR EFFECTIVE PARTICIPATION  

LEARNING IN A GROUP 

Group learning refers to a collection of persons who are emotionally, 
intellectually, and aesthetically engaged in solving problems, creating 
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products, and making meaning—an assemblage in which each person 
learns autonomously and through the ways of learning of others.   

There are two basics of learning; the first one is to learn by their own 
with the help of individual’s understanding and knowledge and the 
second one is by learning in groups or by learning socially within the 
groups. Working in small groups provides learners with opportunities to 
articulate ideas and understandings, uncover assumptions and 
misconceptions, and negotiate with others to create products or reach 
consensus. Group activities enable students to discover deeper meaning 
in the content and improve thinking skills. The most effective use of 
group work is that which engages students with higher-level content that 
is thought-provoking, difficult to understand, or has multiple 
interpretations. 

By group, we refer both to the learning of individuals that emphasizes by 
being in a group and to a more scattered kind of learning that does not 
reside inside the head of any one individual. Rather than focusing only on 
what the individual knows, the goal is to build a collective body of 
knowledge; learning groups strive to create publicly shared 
understandings. 

 UNDERSTANDING TEAM WORK: 

A team is defined as “people organized to function cooperatively as a 
group.” Some of the characteristics of a team are that it has a common 
commitment and purpose, specific performance goals, complementary 
skills, commitment to how the work gets done, and mutual 
accountability. 

Some of the practices that make a team effective are that they have a 
sense of urgency and direction; they set clear rules of behavior; they 
spend lots of time together; and they utilize feedback, recognition, and 
reward. 

Teamwork has never been more important in organizations than it is 
today. Whether you work in a manufacturing environment and utilize 
self-directed work teams, or if you work in the “knowledge economy” 
and derive benefits from collaboration within a team structure, you are 
harnessing the power of a team. 

A team, according to Katzenbach and Smith in their Harvard Business 
Review (HBR) article “The Discipline of Teams,” is defined as “people 
organized to function cooperatively as a group”. 

Why have teams become so popular? 

 Teams typically outperform individuals when the tasks being done 
require multiple skills, judgment, and experience. 

 Differences Between Groups and Teams 
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 Work Group – the goal is to share information, neutral 
synergy, individual accountability, random and varied skills 

 Work  Team – the goal is collective performance (greater than the sum of 
individual inputs), positive synergy, individual and mutual 
accountability, complementary skills 

 Types of Teams 

 Problem-solving teams - usually 5-12 members from same 
department meeting to improve quality, efficiency and work 
environment 

 Self-managed work teams - usually 10-15 members who take on 
responsibilities usually associated with management 

 Cross-functional teams - members come together from different work 
areas or departments to accomplish a task 

 Virtual teams – use on-line technology to tie together members in 
different geographic areas.  They are made up of physically dispersed 
employees who use computer technology to achieve a common goal. 

 Creating Effective Teams 

 The value of teams can be powerful!  Consider these four general 
categories… 

 Context (adequate resources, leadership, climate of trust, 
performance evals and rewards) 

 Composition (abilities, personality, roles & diversity, size, flexibility, 
preference for teamwork) 

 Work design (autonomy, skill variety, task identity, task significance) 

 Process (common purpose, specific goals, team efficacy, conflict, 
social loafing) 

  WHAT IS MEANT BY DYNAMICS OF GROUP BEHAVIOUR? 

A group can be defined as several individuals who come together to 
accomplish a particular task or goal. Group dynamics refers to the 
attitudinal and behavioral characteristics of a group. Group dynamics 
concern how groups form, their structure and process, and how they 
function. Group dynamics are relevant in both formal and informal 
groups of all types. In an organizational setting, groups are a very 
common organizational entity and the study of groups and group 
dynamics is an important area of study in organizational behaviour. 

Group dynamics deals with the attitudes and behavioral patterns of a 
group. It can be used as a means for problem-solving, teamwork, and to 
become more innovative and productive as an organization. The concept 
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of group dynamics will also provide you with the strengths, success 
factors and measures along with other professional tools. 

What is Importance of Group Dynamism? 

Firstly, a group can influence the way the members think. The members 
are always influenced by the interactions of other members in the group. 
A group with a good leader performs better as compared to a group with 
a weak leader. 

The group can give the effect of synergy, that is, if the group consists of 
positive thinkers then its output is more than double every time. 

Group dynamism can furthermore give job satisfaction to the members. 

The group can also infuse the team spirit among the members. 

Even the attitude, insights & ideas of members depend on group 
dynamism. For example, negative thinkers convert to positive thinkers 
with the help of the facilitator. 

WHAT ARE TECHNIQUES FOR EFFECTIVE 
PARTICIPATION? 

1. Always maintain a calm temper. If unjustly opposed, use polite 
expressions to restate your position. 

2. If there are private mini-discussions between two or three members, 
suggest that the whole group should get the benefit of their views. 

3. Generally, job selection GDs are impromptu (the topic is given on the 
spot). If so, quickly plan an ex tempore speech to fill the time that 
you may fairly be allotted by the group. Practice in ex tempore stage 
speaking helps in GD. 

4. Be a good listener. (Refer to the chapter “Listening as a Tool of 
Communication.”) Do not talk when some other member is 
addressing the group, nor indulge in minor entertainment (e.g. 
fiddling with a pin). Cheer, appreciate, nod and in other ways be an 
active, dynamic listener. 

Summary: 

Time management is the process of organizing and planning how to 
divide your time between different activities. Get it right, and you'll end 
up working smarter, not harder, to get more done in less time – even 
when time is tight and pressures are high. The highest achievers manage 
their time exceptionally well. 
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QUESTIONS: 

1) What are benefits of learning in a group? 

2) Is there some disadvantage of group learning? if yes, then state what 
are they? 

3) Other tips according to you to improve group participation? 

4) Does group participation effects career growth? how? 

5) Group behviour effects  an individual growth in what ways? 

6) What is  the importance of time management in day to day life?  

4.1.21   LEADERSHIP 

Objective: 

The major objective of leadership is to bring the diverse group of people 
together towards a common goal – at least for the period that they are at 
work. This involves communicating in clear terms that the larger agenda 
of the organization is more important than focusing on the individual 
goals 

WHAT IS LEADERSHIP 

Leadership is the ability of an individual or a group of individuals to 
influence and guide followers or other members of an organization.  

Leadership involves making sound -- and sometimes difficult -- 
decisions, creating and articulating a clear vision, establishing achievable 
goals and providing followers with the knowledge and tools necessary to 
achieve those goals. 

Leaders are found and required in most aspects of society, from business 
to politics to region to community-based organizations. 

An effective leader possess the following characteristics: self-confidence, 
strong communication and management skills, creative and innovative 
thinking, perseverance in the face of failure, willingness to take risks, 
openness to change, and levelheadedness and reactiveness in times of 
crisis. 

In business, individuals who exhibit these leadership qualities can ascend 
to executive management or C-level positions, such as CEO, CIO or 
president. Noteworthy individuals who have exhibited strong leadership 
in the technology industry include Apple founder Steve Jobs, Microsoft 
founder Bill Gates and Amazon CEO Jeff Bezos. 

Multiple definitions of leadership exist, although the different definitions 
generally converge in the theory that great leaders have the ability to 
make strategic and visionary decisions and convince others to follow 
those decisions. The consensus is leaders create a vision and can 
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successfully get others to work toward achieving that goal. They do this 
by setting direction and inspiring others to want to succeed in achieving 
the end result. Moreover, they are capable of getting people excited and 
motivated to work toward the vision. 

In other words, great leaders know how to both inspire people and get 
followers to complete the tasks that achieve the leader's goal. 

Former U.S. President Dwight D. Eisenhower articulated this idea when 
he said, "Leadership is the art of getting someone else to do something 
you want done because he wants to do it." 

Just as there are multiple definitions of leadership, many different 
leadership theories exist. These theories are often grouped into buckets 
based on the ideas each theory professes. 

For example, one group is the Great Man Theory, a category that 
originated in the 19th century and stresses that great leaders were men 
born to the task. Another group is the Trait Theory, which dates to the 
mid-20th century and also centers on the idea that some people are born 
with the traits that make them great leaders, such as integrity and self-
confidence. 

The second half of the 20th century saw the arrival of several more 
categories. Those include situational leadership, where the leadership 
style is adjusted based on the readiness or skill level of followers in a 
given situation, and contingency theories, in which effective leadership 
depends on having the right leader for the right situation; transactional 
leadership theories, in which leaders reward or punish followers to 
achieve results; and transformational leadership theories, where leaders 
help transform followers through example. 

Similarly, leadership experts believe there are different types of 
leadership styles and that some leaders have a dominant single style, 
while other leaders use different styles in different situations or with 
different followers. 

Commonly identified leadership styles include affiliative, authoritative, 
coaching, coercive, charismatic, democratic, innovative, command and 
control (or bureaucratic), laissez-faire, pacesetter (or transactional), 
servant, situational and transformational. 

Summary: 

Leaders help themselves and others to do the right things. They set 
direction, build an inspiring vision, and create something new. 
Leadership is about mapping out where you need to go to "win" as a 
team or an organization; and it is dynamic, exciting, and inspiring. 
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Question: 

Q1 What is leadership? 

Q2 How efficient leadership is important for motivating people? 

Q3 what makes a great leader? 

Q4 what is leadership theory? 

 Q5 what are leadership styles? 

4.1.22   EMOTIONAL INTELLIGENCE 

Objective: 

Emotional intelligence helps you build stronger relationships, succeed at 
school and work, and achieve your career and personal goals. It can also 
help you to connect with your feelings, turn intention into action, and 
make informed decisions about what matters most to you. 

What Is Emotional Intelligence? 

Emotional intelligence (EI) refers to the ability to perceive, control, and 
evaluate emotions. Some researchers suggest that emotional intelligence 
can be learned and strengthened, while others claim it's an inborn 
characteristic. 

The ability to express and control emotions is essential, but so is the 
ability to understand, interpret, and respond to the emotions of others. 
Imagine a world in which you could not understand when a friend was 
feeling sad or when a co-worker was angry. Psychologists refer to this 
ability as emotional intelligence, and some experts even suggest that it 
can be more important than IQ in your overall success in life. 

How Emotional Intelligence Is Measured 

A number of different assessments have emerged to measure levels of 
emotional intelligence. Such tests generally fall into one of two types: 
self-report tests and ability tests. 

Self-report tests are the most common because they are the easiest to 
administer and score. On such tests, respondents respond to questions or 
statements by rating their own behaviors. For example, on a statement 
such as "I often feel that I understand how others are feeling," a test-taker 
might describe the statement as disagree, somewhat disagree, agree, or 
strongly agree. 

Ability tests, on the other hand, involve having people respond to 
situations and then assessing their skills. Such tests often require people 
to demonstrate their abilities, which are then rated by a third party. 

If you are taking an emotional intelligence test administered by a mental 
health professional, here are two measures that might be used: 
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● Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT) is 
an ability-based test that measures the four branches of Mayer and 
Salovey's EI model. Test-takers perform tasks designed to assess their 
ability to perceive, identify, understand, and manage emotions. 

● Emotional and Social Competence Inventory (ESCI) is based on 
an older instrument known as the Self-Assessment Questionnaire and 
involves having people who know the individual offer ratings of that 
person’s abilities in several different emotional competencies. The test is 
designed to evaluate the social and emotional abilities that help 
distinguish people as strong leaders. 

There are also plenty of more informal online resources, many of them 
free, to investigate your emotional intelligence. 

What's Your EQ? Test Your Emotional Intelligence 

 Emotional intelligence (otherwise known as emotional quotient or EQ) is the 
ability to understand, use, and manage your own emotions in positive ways 
to relieve stress, communicate effectively, empathize with others, overcome 
challenges and defuse conflict.our Emotional Intelligence 

5 Key Components of Emotional Intelligence 

Components 

Researchers suggest that there are four different levels of emotional 
intelligence including emotional perception, the ability to reason using 
emotions, the ability to understand emotions, and the ability to manage 
emotions.1 

1. Perceiving emotions: The first step in understanding emotions is to 
perceive them accurately. In many cases, this might involve 
understanding nonverbal signals such as body language and facial 
expressions. 

2. Reasoning with emotions: The next step involves using emotions to 
promote thinking and cognitive activity. Emotions help prioritize 
what we pay attention and react to; we respond emotionally to things 
that garner our attention. 

3. Understanding emotions: The emotions that we perceive can carry a 
wide variety of meanings. If someone is expressing angry emotions, 
the observer must interpret the cause of the person's anger and what it 
could mean. For example, if your boss is acting angry, it might mean 
that they are dissatisfied with your work, or it could be because they 
got a speeding ticket on their way to work that morning or that 
they've been fighting with their partner. 

4. Managing emotions: The ability to manage emotions effectively is a 
crucial part of emotional intelligence and the highest level. 
Regulating emotions and responding appropriately as well as 
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responding to the emotions of others are all important aspects of 
emotional management. 

The four branches of this model are arranged by complexity with the 
more basic processes at the lower levels and the more advanced 
processes at the higher levels. For example, the lowest levels involve 
perceiving and expressing emotion, while higher levels require greater 
conscious involvement and involve regulating emotions. 

Impact of Emotional Intelligence 

Interest in teaching and learning social and emotional intelligence has 
grown in recent years. Social and emotional learning (SEL) programs 
have become a standard part of the curriculum for many schools. 

The goal of these initiatives is not only to improve health and well-being 
but also to help students succeed academically and prevent bullying. 
There are many examples of how emotional intelligence can play a role 
in daily life. 

Thinking Before Reacting 

Emotionally intelligent people know that emotions can be powerful, but 
also temporary. When a highly charged emotional event happens, such as 
becoming angry with a co-worker, the emotionally intelligent response 
would be to take some time before responding. This allows everyone to 
calm their emotions and think more rationally about all the factors 
surrounding the argument. 

Greater Self-Awareness 

Emotionally intelligent people are not only good at thinking about how 
other people might feel but they are also adept at understanding their own 
feelings. Self-awareness allows people to consider the many different 
factors that contribute to their emotions. 

Empathy for Others 

A large part of emotional intelligence is being able to think about and 
empathize with how other people are feeling. This often involves 
considering how you would respond if you were in the same situation. 

People who have strong emotional intelligence are able to consider the 
perspectives, experiences, and emotions of other people and use this 
information to explain why people behave the way that they do. 

How to Use 

Emotional intelligence can be used in many different ways in your daily 
life. Some different ways to practice emotional intelligence include: 

● Being able to accept criticism and responsibility 

● Being able to move on after making a mistake 
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● Being able to say no when you need to 

● Being able to share your feelings with others 

● Being able to solve problems in ways that work for everyone 

● Having empathy for other people 

● Having great listening skills 

● Knowing why you do the things you do 

● Not being judgemental of others 

Emotional intelligence is essential for good interpersonal 
communication. Some experts believe that this ability is more important 
in determining life success than IQ alone. Fortunately, there are things 
that you can do to strengthen your own social and emotional intelligence. 

Understanding emotions can be the key to better relationships, improved 
well-being, and stronger communication skills.  

Tips for Improving EI 

Being emotionally intelligent is important, but what steps can you take to 
improve your own social and emotional skills? Here are some tips. 

Listen 

If you want to understand what other people are feeling, the first step is 
to pay attention. Take the time to listen to what people are trying to tell 
you, both verbally and non-verbally. Body language can carry a great 
deal of meaning. When you sense that someone is feeling a certain way, 
consider the different factors that might be contributing to that emotion. 

Empathize 

Picking up on emotions is critical, but you also need to be able to put 
yourself into someone else's shoes in order to truly understand their point 
of view. Practice empathizing with other people. Imagine how you would 
feel in their situation. Such activities can help you build an emotional 
understanding of a specific situation as well as develop stronger 
emotional skills in the long-term. 

Reflect 

The ability to reason with emotions is an important part of emotional 
intelligence. Consider how your own emotions influence your decisions 
and behaviors. When you are thinking about how other people respond, 
assess the role that their emotions play. 

Why is this person feeling this way? Are there any unseen factors that 
might be contributing to these feelings? How to your emotions differ 
from theirs? As you explore such questions, you may find that it becomes 
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easier to understand the role that emotions play in how people think and 
behave. 

Habits of Emotionally Intelligent People 

Potential Pitfalls 

Having lower emotional intelligence skills can lead to a number of 
potential pitfalls that can affect multiple areas of life including work and 
relationships. 

People who have fewer emotional skills tend to get in more arguments, 
have lower quality relationships, and have poor emotional coping skills. 

Being low on emotional intelligence can have a number of drawbacks, 
but having a very high level of emotional skills can also come with 
challenges. For example: 

● Research suggests that people with high emotional intelligence may 
actually be less creative and innovative.2 

● Highly emotionally intelligent people may have a hard time 
delivering negative feedback for fear of hurting other people's 
feelings. 

●
 Research has found that high EQ can sometimes be used for 

manipulative and deceptive purposes.3 

4.1.23 SUMMARY: 

Emotional intelligence (EI) refers to the ability to perceive, control, and 
evaluate emotions. Some researchers suggest that emotional intelligence can be 
learned and strengthened, while others claim it's an inborn characteristic. 

4.1.24 CHAPTER QUESTIONS: 

1. What Are Your Most Important Values?  

2. How Important Is Diversity To You, And What Value Does It 
Bring?  

3. What Are You Doing To Make Sure Everyone Feels Included?  

4. Can You Share Data On The Organization's Diversity? 

5. what somes in your mind when you hear the word leadership? 

6. what is leadership? 

7. what makes a great leader? 

8. what is leadership theory? 

9. what are leadership styles? 
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10. How do you prioritize tasks? 

11. How do you limit distractions? 

12. How do you manage deadlines? 

13. Why do you think it is important to manage your time well? 

14. How do you balance work and personal life? 
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Module V 

5 
PUBLIC SPEAKING 

Unit Structure  

5.0 Objectives  

5.1 Introduction 

5.2 Oral Communication 

5.3 Meaning of Public Speaking 

5.4 Need for Public Speaking 

5.5 Skills required for Public Speaking 

5.5.1 Body Language 

5.5.2 Soft Skills 

5.6 Selecting a topic for Public Speaking 

5.7 Preparing a speech 

5.8 Examples of Famous Speeches  

5.8.1 Steve Jobs’ Commencement address  

5.8.2 Jawaharlal Nehru’s ‘A Tryst with Destiny’  

5.8.3 Chief Seattle’s Speech 

5.9 Examples of General Speeches 

5.9.1 Lou Gehrig’s Speech: Farewell to Baseball 

5.9.2 Winston S. Churchill: Never Give In 

5.9.3 President Ronald W. Reagan: Explosion of the Space Shuttle 
Challenger 

5.10 Topics for practice 

5.10 Language aids for effective speaking 
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5.0 OBJECTIVES 

After going through this unit, you will be able to: 

1. Learn the importance of oral communication. 

2. Understand the meaning and need of Public Speaking. 

3. Identify and learn the dos and don’ts of Public Speaking. 

4. Learn to draft and give a speech. 

5.1 INTRODUCTION 

Communication is the key to human survival. Humans have been living 
on planet earth for a very long time and their survival has been possible 
only because of their sense of social existence. Humans have evolved 
through the years by sharing their ideas, thoughts, perspectives, feelings 
and emotions. Humans have always lived in a society and that has helped 
them to grow as a species all together. The knowledge and understanding 
that humans possess in the 21st century is an outcome of continuous 
communication over the ages. Communication can be done in various 
ways. One can communicate with or without the use of words. There is 
no right or wrong way of communication however there are acceptable 
and unacceptable forms of communication that exist. Communication is 
broadly classified as oral and written communication. In this chapter, we 
will learn the impact of public speaking which is a part of oral 
communication. 

5.2 ORAL COMMUNICATION 

Communication done through words is called verbal communication. 
Verbal communication can be done by speaking and /or writing. 
Communication done with the use of speech is called oral 
communication. It may be a direct conversation or through a telephonic 
medium. It may be live or a recorded one. It could be in person or via 
video calls. Oral communication creates a different impact as voice has 
the capacity of building trust. Lectures, presentations and speeches 
influence people in a positive manner and help them to get a clearer 
picture of the topic discussed as there is some person taking the effort to 
simplify and explain the matter. Oral communication was one of the 
important factors that enabled even our freedom fighters to bring a large 
number of people directly under their ideology.  

Meetings held at the workplace, interviews and group discussions for job 
selection, business conferences are all examples of face-to-face 
interactions which help in understanding the personality of people, and 
sharing ideas and views thereby building a bond with them. Facial 
expressions, tone, gestures etc. help in building interpersonal 
relationships over a period of time. It aids in social interactions and helps 
in quick decision-making. It also helps in influencing people to a deeper 
extent. One such important way of communicating with an audience is 
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done through giving speeches. Let us understand what public speaking is 
all about.  

5.3 MEANING OF PUBLIC SPEAKING 

Public speaking means addressing a large audience on a given matter. It 
is an acquired skill to engage and address a large audience as it is a 
difficult task. Though public speaking may come naturally to many 
people, it is a skill that can be worked on and enhanced as one gets more 
and more experience. Public Speaking is the art of communicating with a 
large audience effectively. 

5.4 NEED FOR PUBLIC SPEAKING SKILLS 

In our professional or personal life, we often come across situations when 
we are required to address an audience. The size of the audience may 
vary yet it is definite that a speech is given in front of listeners. It could 
happen in a classroom or in a public arena. The spectators could be 
known or could be complete strangers. But it becomes necessary to form 
some kind of a connection with the audience so that the subject matter is 
conveyed effectively. Public speaking is a useful form of oral 
communication. The message must be brought forth well, which is the 
basic principle of public speaking. The audience must feel enlightened, 
encouraged and made to think or rethink. Basically, an attempt should be 
made such that the thought process of people gets stirred. 

However excellent a person may be with his expertise in the subject 
matter of the speech, it need not make him a good public speaker. A 
fairly comprehensive knowledge of the topic may not ensure the person’s 
oratory skills. One must be able to interpret and understand the matter 
and at the same time create curiosity in the minds of the audience and 
attempt to influence them. The goal is to inculcate interest and make the 
matter more appealing to the listeners. One must, therefore, adorn oneself 
with various skills needed for effective public speaking. 

5.5 SKILLS REQUIRED FOR PUBLIC SPEAKING 

5.5.1 Body Language 

Body language is a non-verbal way of communicating with people. It 
could be a smile, a nod, a gesture with the hands, our ability to feel 
comfortable with eye-contact or our nervousness which causes 
continuous fidgeting and nail biting. Even without speaking or having 
interactions with people, many silent signals like these are sent by the 
speaker and received by the listener. The  body language of the speaker 
creates positive or negative impressions in the minds of the listeners. It is 
something that gets displayed innately. It is impulsive but could also be 
habitual, depending on one’s experiences. When it comes to public 
speaking, body language can overrule any top-quality speech or any 
extent of thorough knowledge of the topic. It is imperative to work on 
this type of physical behaviour and develop an encouraging body 
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language which is as important as a language made up of expression of 
words. 

Confidence 

Confidence is the jewel in the crown of speakers, an essential companion 
of public speaking. The speaker must be confident with both himself and 
with the subject-matter, if he has to be taken seriously by the audience. If 
the speaker is nervous, it only shows that he does not believe in himself 
and is apprehensive about the topic being spoken about. The audience 
will sense that he is not well-prepared. The audience will disregard him, 
no matter how good a speaker he otherwise is, in all other aspects. At the 
same time, overconfidence too spoils the show. The listeners will 
immediately give less value to such a speaker. 

Low confidence is not uncommon. Speakers do tend to have sweaty 
palms or at times experienced speakers end up blanking out while facing 
people. A calm mind gives clarity of thoughts and reflects all the points 
to be spoken about in front of the audience. When the speech, thus, is 
given with confidence, no stone can be left unturned and it will definitely 
create a good impression. 

Eye Contact 

Eye contact is an important aspect of public speaking. It is a useful 
characteristic of body language as it establishes a clear connect between 
the speaker and the listeners. When the speaker looks into the eye of the 
listeners, the audience realises that he is confident of what he is talking. 
The listeners too feel inclined to mindful speeches and pay attention to 
the speaker as a connection is built between them. They are more likely 
to listen to the speaker, knowing that personal attention is given to them, 
in spite of the largeness of the audience. When the speaker maintains eye 
contact during public speaking, the audience develops a bond with the 
speaker and this helps in a successful speech delivery. 

Gestures 

Gestures are an important element of public speaking. Movement of arms 
while speaking creates good emphasis on certain specific and vital points 
of the speech. This helps in drilling the message to the audience and 
developing a sense of understanding. Gesticulation reduces the monotony 
of the speeches. A variety of feelings and emotions can be conveyed 
through gesticulation. Actions with hands are definitely an advantage if 
used in measure. Though this is not a part of verbal communication, it 
helps in providing meaning to the speech in such a way that the audience 
can be kept engaged for a longer time. 

Gestures give life to a speech. A great amount of interest and emotions 
are generated through appropriate hand gestures. Our hands can speak 
effectively too. In fact, their movement comes naturally to us. It draws 
the attention of the audience and helps them to understand as well as 
retain the speech better in their minds.  
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Postures 

Having the right posture is an essential part of a strong body language. It 
enables to drive the speech in the right direction. Standing tall and 
straight exudes confidence while a drooping shoulder shows lack of 
authority. While addressing an audience, the speaker must keep these 
basic points of a good posture in mind. The speaker should be relaxed 
and yet stand with an upright and erect back. 

Movement 

The speaker can follow basic movement rules while addressing the 
audience, like a casual step around the place where the speaker is 
standing. However, the speaker should avoid shifting weight from one 
leg to another while standing. This swinging rhythmic movement 
distracts the audience and they will lose focus. The speaker should also 
avoid moving around too much. It portrays an unhealthy image and 
shows that the speaker is unengaged. The speaker should avoid touching 
the face or the hair too while speaking. Movements should ideally be 
restricted to hand movements, a slight nod of the head and a little tilt of 
the shoulder.  

5.5.2 Soft Skills 

Good communication leads to a good speech. Lot of emphasis should be 
laid on how the information is conveyed to a live audience with respect 
to clarity of speech. The listeners should be able to follow the words 
spoken. The speech should be concise and should not be dragged too 
much so that the audience loses interest. The content should be spoken in 
a concrete manner so that it is logically appealing to the listeners. It is 
imperative to understand that the way we speak affects the results we 
anticipate. Vocal delivery must be appropriate in order to draw the 
listeners’ attention towards particular words in the speech and specific 
ideas that have been constructed along the way of the talk.  

Pitch 

We can distinguish various emotions and feelings in our speech by using 
appropriate pitches while speaking. For example, pleasant and exciting 
information may be highlighted by raising the pitch of those specific 
words while a sad or unfortunate incident can be made more acceptable 
by lowering the pitch. Narratives involving anxiety, horror, humour, 
boredom etc, when spoken in suitable pitches, immediately capture the 
interest of the audience.  

Tone 

Tone refers to usage of relative highness or lowness of the tone of 
speech. It plays the role of infusing vigour in the audience. During an 
oration, what appeals more to the audience is not what you say but how 
you say it. So, the listeners, who can not only see your smile as you 
convey the humourous part of your speech, should be able to feel it and 
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also automatically wear one on their face too. The emotions, passions and 
perceptions that the speaker goes through as a part of his learning, should 
reach the listeners through intonations. The listeners tend to get 
engrossed in the speech when the speaker takes advantage of the various 
possibilities in structuring the pitch of the voice. 

Speed 

Slow and steady wins the race. This adage holds true even while giving 
speeches. What is the use of speaking so fast that the audience fails to 
understand what is spoken? At the same time, the speech can be made 
more effective by working on the speed, in certain cases. While the fact 
still remains that the speech should be appreciated, while laying stress on 
certain important facts, the speaker may speak slowly to reiterate his 
point. In case the audience is not used to the language as used by the 
speaker in his speech, the speaker must be sensitive enough to speak 
slowly so that the listeners are in sync with his speech.   

Articulation 

Articulation is another area on focus for a good orator or speaker. 
Pronunciation and clarity of words during a speech plays a significant 
role. The listeners must be able to pick up each word and every sentence 
that is spoken. In case of poor speech delivery because of lack of proper 
articulation, the audience will experience a break in the flow of the 
speech. This gap cannot be retrieved by the audience as there is no scope 
of requests of repeating the speech during public speaking or a rewind 
button as in the case of recorded speeches. The point then gets 
completely lost by the audience as they can no longer follow the 
speaker.  

Volume 

Another aspect of speech delivery that one has to work on is the volume. 
It is a general misconception that the louder the volume of speech, the 
more effective it will sound. A loud volume is actually known as 
shouting. Shouting may give an impression of losing control, while 
speaking in a relatively lower but deeper voice will do a better job and 
get the desired outcomes. Also, in case of the usage of microphones, the 
speaker should control the volume of speech even more to avoid echoing 
of voice.  

Vocabulary 

The vocabulary used in a speech is crucial. It has direct implication with 
the type of audience to whom the speaker is attempting to convey his 
ideas. The usage of words has to be in tandem with the level of the 
listeners. The words must be understood by them so that the speaker is 
sure of holding the listeners’ interest. It is a mistaken belief that big and 
ornamental words will automatically give more weightage to the speech. 
Short and sweet is a formula to ensure success. Once the meaning of the 
words is conveyed in the correct manner, the speaker has done his job.    
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Facial expressions 

We are all accustomed to expressing our emotional state through various 
emoticons that we send via text messages and are aware of how much 
can be said without actually typing many words. Facial expressions are 
another classic example of non-verbal communication that can be used to 
convey our message to the audience during public speaking. Contextual 
gist can be easily conveyed through facial expressions. The audience can 
connect with the emotions displayed by the speaker through a smile or a 
frown or any facial expression displaying fear, concern, excitement etc. 
as it is a common expression used by all human beings across all ages. 
Through facial expressions, the speaker can easily communicate not only 
his feelings but also his ideas to the listeners. 

Personality 

Our true personality also comes out clearly when we are addressing an 
audience, just like our reflection sparkling on a clean mirror. A speaker 
appears genuine to an audience when he does not appear to have put on a 
show while talking. If the speaker is basically a humourous person, then 
he should not try to make himself look serious while talking. There will 
be an inner conflict between the real personality of the speaker and the 
personality that the speaker wishes to adorn on stage, believing that it 
would be more acceptable to the audience. This would make the speaker 
really uncomfortable while facing the audience and this discomfort will 
be clearly visible to the listeners. The speaker should be in his skin in 
order to appear honest to the audience and for the message of the speech 
to be accepted by them. When the speaker talks from the heart, he is 
recognised as a real person. Everybody has their own strength which they 
have to work on for being good speakers, so that they do not appear fake 
to the listeners. 

Persuasion 

Persuasive public speaking is one which is intended to make the audience 
put on their thinking hats so that they start wondering whether they 
should create or reinforce or reconsider or abandon the suggestions or 
ideas as projected by the speaker. A speaker should exhibit qualities of 
persuasion if he has to make a difference in the outlook of his audience. 
Persuasion is an art which the speaker should display on a subtler level. 
He should avoid being forceful as it will be rejected at once by the 
audience. 

A good speaker is one who, with the help of both the verbal and non-
verbal skills as discussed, speaks in such a way that the audience begins 
to believe in him. The speaker must first recognise and make use of his 
strong attributes that exist within himself. He should be authentic enough 
to be able to connect with the people. Then the speaker simply has to lay 
down his cards in front of the listeners. If his genuineness shines through, 
the listeners will themselves come and pick up the cards. The audience 
will be able to trust the speaker and the speaker will then succeed in 
persuading them without seeming assertive. 
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Optimism 

High level of optimism laced with realism in the speech can help the 
speaker to invoke a streak of positive energy in the minds of the 
audience. Optimism gives rise to hope and when the speaker talks with 
such cheerfulness, the audience feels more inclined to listen to him as, 
after all, optimism helps people to act and take efforts. The speaker 
should include proposals or suggestions in his speeches which display 
faith as this gives the audience the power to absorb the ideas with more 
willingness. 

Charisma 

We are all attracted to speakers who possess a captivating charm. This 
trait is known as charisma and it makes the audience become compulsive 
listeners, irrespective of how interested they are in the lecture. A truly 
charismatic speaker attracts the audience and engages them at an 
emotional level. Sometimes, the audience even becomes defensive about 
such speakers, as they are totally charmed by them. 

Charisma need not necessarily be inborn. A speaker can easily cultivate 
this trait. The speaker must charm the audience by giving a convincing 
oration, making use of a positive body language and maintaining a good 
level of eye contact. The moment the audience gets to believe in what the 
speaker is talking; a major part of the work is done. The speech should 
radiate confidence, optimism and command over the subject. The speaker 
should be passionate about what he’s talking and there should be no 
traces of doubt in his lecture. The speaker should also take efforts to 
understand the audience and involve them occasionally.  

Quick thinking 

There are times when we may not be able to give prepared speeches and 
may have to go extempore. It could also happen that certain questions are 
thrown at the speakers for which quick answers have to be given by the 
speaker then and there. Such unprepared situations involve quick 
thinking. Meaningful and quick communication comes out of fast 
thinking. It is important to articulate your thoughts spontaneously and be 
able to respond at the spur of the moment without displaying nervousness 
or unreadiness to the audience. A thorough knowledge, self-confidence 
and the ability to transform thoughts into speech are essential.  

Humour 

Humour is relative. Though everyone likes to laugh over a joke, different 
people find different things humourous. Therefore, though including 
humour in the speech may sound good, the speaker must have a thorough 
idea of the type of audience he is addressing. The speaker should use 
humour sparingly, after giving enough thought as to whether he has a 
good relationship with the audience. Humour used has to be refined and 
has to be appropriate with the situation. Humour helps in relieving the 
monotony of the speech.  
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5.6 SELECTING THE TOPIC FOR PUBLIC SPEAKING 

The choice of topics for the speech should mainly be relevant to the 
occasion and the audience. The speaker should be aware of the purpose 
of the event. The speaker must also consider the availability of resources 
to prepare the speech. At times, general topics like current affairs or even 
topics in which the speaker has expertise, may work. It is advisable to 
make a rough list of choices and then decide which topic may find a 
better fit. 

Vocation 

One of the main concerns while choosing a topic for public speaking 
should be the vocation of the audience. It would be totally inappropriate 
to give a lecture on medical ethics in a technological meet. The speaker, 
therefore, must do a thorough research on the educational background of 
the audience he is to address. He may also give them some information 
that they are not completely clear about. 

Expertise 

The speaker must either himself be proficient in the subject of the speech 
or must be prepared to take the effort to find interesting and additional 
informative matters that would appeal to the type of audience. A lot of 
research may be required for this to enable the speaker to gain regard and 
a positive response from the audience. 

Interest 

The aim of the speaker is to keep the audience alive and perky 
throughout the speech. The speech should tickle the imagination of the 
audience. The speaker may include bits of humour, involve the audience 
to the extent he feels comfortable with, use simple vocabulary so that the 
speech is understood well, use visual aids to make the presentation more 
colourful etc. Avoid making the matter too long and intense. Instead, try 
to keep the audience hooked on to the talk by reducing the monotony of 
the speech. After all, the audience has every possibility of getting tired, 
sitting in the same position throughout the lecture! 

Relatability 

Engaging with the audience becomes easier for the speaker if he includes 
examples or incidents in his speech that are relatable to the audience. For 
example, the speaker can mention that unexpected delays are caused due 
to traffic jams, which can immediately be accepted by an urban audience. 
He can talk about the advantages of drip irrigation, which will appeal to a 
group of farmers. If the listeners are young people, the speaker can talk 
about how a start-up business gives a great learning experience.  

Conviction 

Be friendly and approachable as a speaker, stick to your beliefs as you 
speak on the dais and work hard to deliver a good speech. The speaker 
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must pack in the written work with evidence so that it makes it easier for 
him to uphold and defend the points. The speaker’s belief will then get 
transferred to the audience too, making them take the speaker seriously. 
The speaker must use an enthusiastic and confident tone. He should be 
able to promote or propose ideas with passion and assurance such that the 
audience can get convinced without difficulty. 

UNDERSTANDING THE AUDIENCE 

The speech which finally reaches the audience must include information 
that is suitable to the audience being addressed. The speaker must devote 
time to understand the audience so that appropriate matters may be 
included in the speech. Relatable examples and fitting vocabulary will 
help to engage the audience better. It will also help the speaker to interact 
with the audience in a better manner. The speaker will be able to 
communicate his message well if he understands the perspective of the 
audience. In order to reach the audience, the speaker should know whom 
he is writing the speech for and what is the easier way to keep them 
connected and engaged.  

Background of the audience 

The speaker must find out various details of the audience like the age, 
education, cultural and traditional background, interests and habits, 
location, language spoken etc. The speaker can accordingly develop the 
content and know the purpose of the speech. It is also important to 
analyse the extent of knowledge the audience may have about the topic 
and their expectation from the speech. If the speech given is as per their 
interest, it will be more effective and will help the speaker to tailor his 
talk aptly. 

Level of education 

The speaker should be aware of the educational background of the people 
he is addressing. His speech content has to be modified based on what 
level of information the audience is looking for. It is also imperative to 
find out the language of education for the majority of the audience. It 
would be improper if the speaker addressed an audience from a 
vernacular medium in English.For example, if a major section of the 
public were used to Marathi, they would find a lecture in English 
repulsive due to a simple reason that they would lose continuity due to 
lack of understanding. 

Age 

Age of the audience is an important factor to be considered. People of 
similar age will have related interests. People across various age-groups 
will have varied experiences. Keeping all these aspects in mind while 
preparing the speech, one can reach out to a wider audience. The matter 
of the speech should be such that it finds interest across all age-groups so 
that each and every listener feels involved in the event. The speaker can 
include certain age-specific examples or references to attract the 
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corresponding section of the audience. For example, the speaker can talk 
about the effects of global warming and climatic changes to a younger 
age-group and can speak about assisted living activities to the super 
senior citizens. 

Profession 

The audience must be analysed based on their profession too. The 
content of the speech should acknowledge the professional diversity of 
the audience. Depending on the profession of the audience, the speaker 
may include relative matters which may be technical or scientific or 
literary, based on their background. In case the speaker is giving a talk to 
a room of doctors, he must not speak about the stock market as there may 
be few buyers for his talk. At the same time, if it is a general audience 
without any specialisation, the speaker must not complicate matters by 
including too many technical terms. By following these simple rules of 
audience study, the speaker can work on his matter so that the listeners 
can understand him and stay tuned too.  

Cultural background 

The cultural background of the audience asserts itself when the speaker 
tries to influence the audience with certain views and beliefs. The 
audience always responds to the opinions or suggestions of the speaker 
based on their own value systems. It is therefore necessary to understand 
the cultural background of the audience so that the speaker is able to 
gauge their response through their respective value systems. The speaker 
then realises why certain people think the way they do and also how far 
he can influence them with his speech. Cultural diversity of an audience 
is a huge task for the speaker to tackle as people with different cultural 
backgrounds will process the information in their own way and conclude 
with diverse opinions. The speaker will have to be sensitive enough to 
accommodate and account for all such factors. 

5.7 PREPARING A SPEECH 

The soft skills required to communicate well act as a fuel to the speech. 
However, the main body of the speech is the subject-matter and it has to 
be written well. The speaker must take efforts to prepare the speech in 
such a way that all the relevant points are included and at the same time, 
it does not exceed the given time limit. All in all, the speech has to appeal 
to the audience. The speaker can follow ideas as mentioned below: 

Planning 

Planning how to construct a good speech will help the speaker to 
complete the writing work fast. The speaker must know his audience well 
so that he can plan on the points to be included that would impress the 
audience. He must know the topic, which will help the speaker to have a 
clear purpose of his speech delivery. The speaker can then know how to 
frame his matter. Planning the speech gives more flexibility to the 
speaker about how productive or imaginative he can be with his speech.  
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Rough ideas 

The speaker can accumulate or note down the information that he plans 
to project in his speech. This will give a rough idea and he can then 
arrange them in a logical format. Such an outline will help the speaker to 
decide what he wishes to convey in each portion or paragraph of his 
speech. In this manner, it will be less likely for him to miss out on points. 
The speech can then be organised into three main categories - 
introduction, body and conclusion. Once the main points of these three 
categories are noted down, the speaker can further refine them by noting 
down the sub-points.  

Introduction 

The first impression lasts long and this is true for a speech too. The 
speaker must work on a striking introduction which will keep the 
audience engrossed for the rest of the speech. It is important for the 
speaker himself to sound interested and energetic. The introduction may 
begin with an anecdote or some examples instead of the regular way of 
starting a speech. This will leave the audience wondering about the 
different track chosen. The speaker should ooze out confidence so that 
the listeners take him seriously. Humour may also be applied in the 
introduction if it seems appropriate. 

Examples 

The speaker may include relevant examples in the speech as the audience 
is able to identify very well with them. Examples help the audience to 
understand the matter and the message better. The speaker is then able to 
communicate in a desirable way and the audience also feels connected 
with the speaker. Examples used may be short stories, incidents or 
anything specific to the topic.  

Quotes 

Though it is not necessary to always use quotes in the speech, usage of 
quotes can emphasise the speaker’s message. The audience tends to 
remember the quotes rather than the entire explanation. The audience 
forms a good impression of the speaker on the basis of specific 
quotations used by him. Quotations make the speech multi-dimensional 
and add variety to the contentions and opinions presented by the speaker. 

Interactions 

If possible and if permitted, the speaker must make an effort to involve 
the audience during the speech. Interactions between the audience and 
the speaker ensure a lively atmosphere and the audience enjoys the talk 
as it experiences a connection with the speaker and the topic. The 
audience is more receptive to the message and tends to remember the talk 
better later on too. The speaker can ask questions to the audience, crack 
jokes with them or make them repeat things. He can conduct some 
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activities involving the audience. A passive audience may end up being 
tired sitting still. Interactions wake-up and shake-up people. 

Conclusion 

“Great is the art of beginning but greater is the art of ending”. These 
famous words of H.W. Longfellow say it all. The concluding parts of the 
speaker’s speech will remain in the minds of the audience if they are 
written as well as spoken effectively. The speaker must include the 
summary of the speech in the conclusion. He should also create an image 
that leaves a personal impression that connects the speaker to the 
audience even after he has exited the scene. 

5.8 EXAMPLES OF FAMOUS SPEECHES 

Given below are speeches of some famous personalities 

5.8.1 Steve Jobs’ Commencement address on June 12, 2005 

I am honored to be with you today at your commencement from one of 
the finest universities in the world. I never graduated from college. Truth 
be told, this is the closest I’ve ever gotten to a college graduation. Today 
I want to tell you three stories from my life. That’s it. No big deal. Just 
three stories. 

The first story is about connecting the dots. 

I dropped out of Reed College after the first 6 months, but then stayed 
around as a drop-in for another 18 months or so before I really quit. So 
why did I drop out? 

It started before I was born. My biological mother was a young, unwed 
college graduate student, and she decided to put me up for adoption. She 
felt very strongly that I should be adopted by college graduates, so 
everything was all set for me to be adopted at birth by a lawyer and his 
wife. Except that when I popped out, they decided at the last minute that 
they really wanted a girl. So, my parents, who were on a waiting list, got 
a call in the middle of the night asking: “We have an unexpected baby 
boy; do you want him?” They said: “Of course.” My biological mother 
later found out that my mother had never graduated from college and that 
my father had never graduated from high school. She refused to sign the 
final adoption papers. She only relented a few months later when my 
parents promised that I would someday go to college. 

And 17 years later I did go to college. But I naively chose a college that 
was almost as expensive as Stanford, and all of my working-class 
parents’ savings were being spent on my college tuition. After six 
months, I couldn’t see the value in it. I had no idea what I wanted to do 
with my life and no idea how college was going to help me figure it out. 
And here I was spending all of the money my parents had saved their 
entire life. So I decided to drop out and trust that it would all work out 
OK. It was pretty scary at the time, but looking back it was one of the 
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best decisions I ever made. The minute I dropped out I could stop taking 
the required classes that didn’t interest me, and begin dropping in on the 
ones that looked interesting. 

It wasn’t all romantic. I didn’t have a dorm room, so I slept on the floor 
in friends’ rooms, I returned Coke bottles for the 5¢ deposits to buy food 
with, and I would walk the 7 miles across town every Sunday night to get 
one good meal a week at the Hare Krishna temple. I loved it. And much 
of what I stumbled into by following my curiosity and intuition turned 
out to be priceless later on. Let me give you one example: 

Reed College at that time offered perhaps the best calligraphy instruction 
in the country. Throughout the campus every poster, every label on every 
drawer, was beautifully hand calligraphed. Because I had dropped out 
and didn’t have to take the normal classes, I decided to take a calligraphy 
class to learn how to do this. I learned about serif and sans serif 
typefaces, about varying the amount of space between different letter 
combinations, about what makes great typography great. It was beautiful, 
historical, artistically subtle in a way that science can’t capture, and I 
found it fascinating. 

None of this had even a hope of any practical application in my life. But 
10 years later, when we were designing the first Macintosh computer, it 
all came back to me. And we designed it all into the Mac. It was the first 
computer with beautiful typography. If I had never dropped in on that 
single course in college, the Mac would have never had multiple 
typefaces or proportionally spaced fonts. And since Windows just copied 
the Mac, it’s likely that no personal computer would have them. If I had 
never dropped out, I would have never dropped in on this calligraphy 
class, and personal computers might not have the wonderful typography 
that they do. Of course, it was impossible to connect the dots looking 
forward when I was in college. But it was very, very clear looking 
backward 10 years later. 

Again, you can’t connect the dots looking forward; you can only connect 
them looking backward. So, you have to trust that the dots will somehow 
connect in your future. You have to trust in something — your gut, 
destiny, life, karma, whatever. This approach has never let me down, and 
it has made all the difference in my life. 

My second story is about love and loss. 

I was lucky — I found what I loved to do early in life. Woz and I started 
Apple in my parents’ garage when I was 20. We worked hard, and in 10 
years Apple had grown from just the two of us in a garage into a $2 
billion company with over 4,000 employees. We had just released our 
finest creation — the Macintosh — a year earlier, and I had just turned 
30. And then I got fired. How can you get fired from a company you 
started? Well, as Apple grew, we hired someone who I thought was very 
talented to run the company with me, and for the first year or so things 
went well. But then our visions of the future began to diverge and 
eventually we had a falling out. When we did, our Board of Directors 
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sided with him. So, at 30 I was out. And very publicly out. What had 
been the focus of my entire adult life was gone, and it was devastating. 

I really didn’t know what to do for a few months. I felt that I had let the 
previous generation of entrepreneurs down — that I had dropped the 
baton as it was being passed to me. I met with David Packard and Bob 
Noyce and tried to apologize for screwing up so badly. I was a very 
public failure, and I even thought about running away from the valley. 
But something slowly began to dawn on me — I still loved what I did. 
The turn of events at Apple had not changed that one bit. I had been 
rejected, but I was still in love. And so I decided to start over. 

I didn’t see it then, but it turned out that getting fired from Apple was the 
best thing that could have ever happened to me. The heaviness of being 
successful was replaced by the lightness of being a beginner again, less 
sure about everything. It freed me to enter one of the most creative 
periods of my life. 

During the next five years, I started a company named NeXT, another 
company named Pixar, and fell in love with an amazing woman who 
would become my wife. Pixar went on to create the world’s first 
computer animated feature film, Toy Story, and is now the most 
successful animation studio in the world. In a remarkable turn of events, 
Apple bought NeXT, I returned to Apple, and the technology we 
developed at NeXT is at the heart of Apple’s current renaissance. And 
Laurene and I have a wonderful family together. 

I’m pretty sure none of this would have happened if I hadn’t been fired 
from Apple. It was awful tasting medicine, but I guess the patient needed 
it. Sometimes life hits you in the head with a brick. Don’t lose faith. I’m 
convinced that the only thing that kept me going was that I loved what I 
did. You’ve got to find what you love. And that is as true for your work 
as it is for your lovers. Your work is going to fill a large part of your life, 
and the only way to be truly satisfied is to do what you believe is great 
work. And the only way to do great work is to love what you do. If you 
haven’t found it yet, keep looking. Don’t settle. As with all matters of the 
heart, you’ll know when you find it. And, like any great relationship, it 
just gets better and better as the years roll on. So keep looking until you 
find it. Don’t settle. 

My third story is about death. 

When I was 17, I read a quote that went something like: “If you live each 
day as if it was your last, someday you’ll most certainly be right.” It 
made an impression on me, and since then, for the past 33 years, I have 
looked in the mirror every morning and asked myself: “If today were the 
last day of my life, would I want to do what I am about to do today?” 
And whenever the answer has been “No” for too many days in a row, I 
know I need to change something. 

Remembering that I’ll be dead soon is the most important tool I’ve ever 
encountered to help me make the big choices in life. Because almost 
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everything — all external expectations, all pride, all fear of 
embarrassment or failure — these things just fall away in the face of 
death, leaving only what is truly important. Remembering that you are 
going to die is the best way I know to avoid the trap of thinking you have 
something to lose. You are already naked. There is no reason not to 
follow your heart. 

About a year ago I was diagnosed with cancer. I had a scan at 7:30 in the 
morning, and it clearly showed a tumor on my pancreas. I didn’t even 
know what a pancreas was. The doctors told me this was almost certainly 
a type of cancer that is incurable, and that I should expect to live no 
longer than three to six months. My doctor advised me to go home and 
get my affairs in order, which is doctor’s code for prepare to die. It 
means to try to tell your kids everything you thought you’d have the next 
10 years to tell them in just a few months. It means to make sure 
everything is buttoned up so that it will be as easy as possible for your 
family. It means to say your goodbyes. 

I lived with that diagnosis all day. Later that evening I had a biopsy, 
where they stuck an endoscope down my throat, through my stomach and 
into my intestines, put a needle into my pancreas and got a few cells from 
the tumor. I was sedated, but my wife, who was there, told me that when 
they viewed the cells under a microscope the doctors started crying 
because it turned out to be a very rare form of pancreatic cancer that is 
curable with surgery. I had the surgery and I’m fine now. 

This was the closest I’ve been to facing death, and I hope it’s the closest I 
get for a few more decades. Having lived through it, I can now say this to 
you with a bit more certainty than when death was a useful but purely 
intellectual concept: 

No one wants to die. Even people who want to go to heaven don’t want 
to die to get there. And yet death is the destination we all share. No one 
has ever escaped it. And that is as it should be, because Death is very 
likely the single best invention of Life. It is Life’s change agent. It clears 
out the old to make way for the new. Right now the new is you, but 
someday not too long from now, you will gradually become the old and 
be cleared away. Sorry to be so dramatic, but it is quite true. 

Your time is limited, so don’t waste it living someone else’s life. Don’t 
be trapped by dogma — which is living with the results of other people’s 
thinking. Don’t let the noise of others’ opinions drown out your own 
inner voice. And most important, have the courage to follow your heart 
and intuition. They somehow already know what you truly want to 
become. Everything else is secondary. 

When I was young, there was an amazing publication called The Whole 
Earth Catalog, which was one of the bibles of my generation. It was 
created by a fellow named Stewart Brand not far from here in Menlo 
Park, and he brought it to life with his poetic touch. This was in the late 
1960s, before personal computers and desktop publishing, so it was all 
made with typewriters, scissors and Polaroid cameras. It was sort of like 
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Google in paperback form, 35 years before Google came along: It was 
idealistic, and overflowing with neat tools and great notions. 

Stewart and his team put out several issues of The Whole Earth Catalog, 
and then when it had run its course, they put out a final issue. It was the 
mid-1970s, and I was your age. On the back cover of their final issue was 
a photograph of an early morning country road, the kind you might find 
yourself hitchhiking on if you were so adventurous. Beneath it were the 
words: “Stay Hungry. Stay Foolish.” It was their farewell message as 
they signed off. Stay Hungry. Stay Foolish. And I have always wished 
that for myself. And now, as you graduate to begin anew, I wish that for 
you. 

Stay Hungry. Stay Foolish. 

Thank you all very much. 

(Source: https://news.stanford.edu/2005/06/14/jobs-061505/) 

5.8.2 A Tryst With Destiny’, the Indian Prime Minister Jawaharlal 
Nehru's Inaugural Address of 14 August 1947 

Long years ago, we made a tryst with destiny, and now the time comes 
when we shall redeem our pledge, not wholly or in full measure, but very 
substantially. At the stroke of the midnight hour, when the world sleeps, 
India will awake to life and freedom. A moment comes, which comes but 
rarely in history, when we step out from the old to the new, when an age 
ends, and when the soul of a nation, long suppressed, finds utterance. It is 
fitting that at this solemn moment, we take the pledge of dedication to the 
service of India and her people and to the still larger cause of humanity. 

At the dawn of history, India started on her unending quest, and trackless 
centuries are filled with her striving and grandeur of her success and 
failures. Through good and ill fortune alike, she has never lost sight of 
that quest, forgotten the ideals which gave her strength. We end today a 
period of misfortunes and India discovers herself again. The achievement 
we celebrate today is but a step, an opening of opportunity to the greater 
triumphs and achievements that await us. Are we brave enough and wise 
enough to grasp this opportunity and accept the challenge of the future? 

Freedom and power bring responsibility. The responsibility rests upon 
this Assembly, a sovereign body representing the sovereign people of 
India. Before the birth of freedom, we have endured all the pains of 
labour and our hearts are heavy with the memory of this sorrrow. Some 
of those pains continue even now. Nevertheless, the past is over and it is 
the future that beckons us now. 

That future is not one of ease or resting but of incessant striving so that 
we may fulfill the pledges we have so often taken and the one we shall 
take today. The service of India means, the service of the millions who 
suffer. It means the ending of poverty and ignorance and poverty and 
disease and inequality of opportunity. The ambition of the greatest men 
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of our generation has been to wipe every tear from every eye. That may 
be beyond us, but as long as there are tears and suffering, so long our 
work will not be over. 

And so we have to labour and to work, and to work hard, to give reality 
to our dreams. Those dreams are for India, but they are also for the 
world, for all the nations and peoples are too closely knit together today 
for any one of them to imagine that it can live apart. Peace is said to be 
indivisible, so is freedom, so is prosperity now, and also is disaster in this 
one world that can no longer be split into isolated fragments. 

To the people of India, whose representatives we are, we make an appeal 
to join us with faith and confidence in this great adventure. This is no 
time for petty and destructive criticism, no time for ill-will or blaming 
others. We have to build the noble mansion of free India where all her 
children may dwell. 

The appointed day has come -the day appointed by destiny- and India 
stands forth again, after long slumber and struggle, awake, vital, free and 
independent. The past clings on to us still in some measure and we have 
to do much before we redeem the pledges we have so often taken.  

Yet the turning-point is past, and history begins anew for us, the history 
which we shall live and act and others will write about. 

It is a fateful moment for us in India, for all Asia and for the world. A 
new star rises, the star of freedom in the East, a new hope comes into 
being, a vision long cherished materializes. May the star never set and 
that hope never be betrayed! 

We rejoice in that freedom, even though clouds surround us, and many of 
our people are sorrow stricken and difficult problems encompass us. But 
freedom brings responsibilities and burdens and we have to face them in 
the spirit of a free and disciplined people. 

On this day our first thoughts go to the architect of this freedom, the 
Father of our Nation, who, embodying the old spirit of India, held aloft 
the torch of freedom and lighted up the darkness that surrounded us. We 
have often been unworthy followers of his and have strayed from his 
message, but not only we but succeeding generations will remember this 
message and bear the imprint in their hearts of this great son of India, 
magnificent in his faith and strength and courage and humility. We shall 
never allow that torch of freedom to be blown out, however high the 
wind or stormy the tempest. 

Our next thoughts must be of the unknown volunteers and soldiers of 
freedom who, without praise or reward, have served India even unto 
death.  

We think also of our brothers and sisters who have been cut off from us 
by political boundaries and who unhappily cannot share at present in the 
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freedom that has come. They are of us and will remain of us whatever 
may happen, and we shall be sharers in their good [or] ill fortune alike. 

The future beckons to us. Whither do we go and what shall be our 
endeavour? To bring freedom 

and opportunity to the common man, to the peasants and workers of 
India; to fight and end poverty and ignorance and disease; to build up a 
prosperous, democratic and progressive nation, and to create social, 
economic and political institutions which will ensure justice and fullness 
of life to every man and woman. 

We have hard work ahead. There is no resting for any one of us till we 
redeem our pledge in full, till we make all the people of India what 
destiny intended them to be. We are citizens of a great country on the 
verge of bold advance, and we have to live up to that high standard. All 
of us, to whatever religion we may belong, are equally the children of 
India with equal rights, privileges and obligations. We cannot encourage 
communalism or narrow-mindedness, for no nation can be great whose 
people are narrow in thought or in action. 

To the nations and peoples of the world we send greetings and pledge 
ourselves to cooperate with them in furthering peace, freedom and 
democracy. 

And to India, our much-loved motherland, the ancient, the eternal and the 
ever-new, we pay our reverent homage and we bind ourselves afresh to 
her service 

(Source: https://www.files.ethz.ch/isn/125396/1154_trystnehru.pdf)  

5.8.3 Chief Seattle’s 1854 oration - Chief Seattle’s Speech 

Yonder sky that has wept tears of compassion upon my people for 
centuries untold, and which to us appears changeless and eternal, may 
change. Today is fair. Tomorrow it may be overcast with clouds. My 
words are like the stars that never change. Whatever Seattle says, the 
great chief at Washington can rely upon with as much certainty as he can 
upon the return of the sun or the seasons. The white chief says that Big 
Chief at Washington sends us greetings of friendship and goodwill. This 
is kind of him for we know he has little need of our friendship in return. 
His people are many. They are like the grass that covers vast prairies. My 
people are few. They resemble the scattering trees of a storm-swept plain. 
The great, and I presume — good, White Chief sends us word that he 
wishes to buy our land but is willing to allow us enough to live 
comfortably. This indeed appears just, even generous, for the Red Man 
no longer has rights that he needs respect, and the offer may be wise, 
also, as we are no longer in need of an extensive country. 

There was a time when our people covered the land as the waves of a 
wind-ruffled sea cover its shell-paved floor, but that time long since 
passed away with the greatness of tribes that are now but a mournful 
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memory. I will not dwell on, nor mourn over, our untimely decay, nor 
reproach my paleface brothers with hastening it, as we too may have 
been somewhat to blame. 

Youth is impulsive. When our young men grow angry at some real or 
imaginary wrong, and disfigure their faces with black paint, it denotes 
that their hearts are black, and that they are often cruel and relentless, and 
our old men and old women are unable to restrain them. Thus, it has ever 
been. Thus, it was when the white man began to push our forefathers ever 
westward. But let us hope that the hostilities between us may never 
return. We would have everything to lose and nothing to gain. Revenge 
by young men is considered gain, even at the cost of their own lives, but 
old men who stay at home in times of war, and mothers who have sons to 
lose, know better. 

Our good father in Washington–for I presume he is now our father as 
well as yours, since King George has moved his boundaries further 
north–our great and good father, I say, sends us word that if we do as he 
desires, he will protect us. His brave warriors will be to us a bristling 
wall of strength, and his wonderful ships of war will fill our harbors, so 
that our ancient enemies far to the northward — the Haidas and 
Tsimshians — will cease to frighten our women, children, and old men. 
Then in reality he will be our father and we, his children. But can that 
ever be? Your God is not our God! Your God loves your people and 
hates mine! He folds his strong protecting arms lovingly about the 
paleface and leads him by the hand as a father leads an infant son. But, 
He has forsaken His Red children, if they really are His. Our God, the 
Great Spirit, seems also to have forsaken us. Your God makes your 
people wax stronger every day. Soon they will fill all the land. Our 
people are ebbing away like a rapidly receding tide that will never return. 
The white man’s God cannot love our people or He would protect them. 
They seem to be orphans who can look nowhere for help. How then can 
we be brothers? How can your God become our God and renew our 
prosperity and awaken in us dreams of returning greatness? If we have a 
common Heavenly Father, He must be partial, for He came to His 
paleface children. We never saw Him. He gave you laws but had no word 
for His red children whose teeming multitudes once filled this vast 
continent as stars fill the firmament. No; we are two distinct races with 
separate origins and separate destinies. There is little in common between 
us. 

To us the ashes of our ancestors are sacred and their resting place is 
hallowed ground. You wander far from the graves of your ancestors and 
seemingly without regret. Your religion was written upon tablets of stone 
by the iron finger of your God so that you could not forget. The Red Man 
could never comprehend or remember it. Our religion is the traditions of 
our ancestors — the dreams of our old men, given them in solemn hours 
of the night by the Great Spirit; and the visions of our sachems, and is 
written in the hearts of our people. 
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Your dead cease to love you and the land of their nativity as soon as they 
pass the portals of the tomb and wander away beyond the stars. They are 
soon forgotten and never return. Our dead never forget this beautiful 
world that gave them being. They still love its verdant valleys, its 
murmuring rivers, its magnificent mountains, sequestered vales and 
verdant lined lakes and bays, and ever yearn in tender fond affection over 
the lonely hearted living, and often return from the happy hunting ground 
to visit, guide, console, and comfort them. 

Day and night cannot dwell together. The Red Man has ever fled the 
approach of the White Man, as the morning mist flees before the morning 
sun. However, your proposition seems fair and I think that my people 
will accept it and will retire to the reservation you offer them. Then we 
will dwell apart in peace, for the words of the Great White Chief seem to 
be the words of nature speaking to my people out of dense darkness. 

It matters little where we pass the remnant of our days. They will not be 
many. The Indian’s night promises to be dark. Not a single star of hope 
hovers above his horizon. Sad-voiced winds moan in the distance. Grim 
fate seems to be on the Red Man’s trail, and wherever he will hear the 
approaching footsteps of his fell destroyer and prepare stolidly to meet 
his doom, as does the wounded doe that hears the approaching footsteps 
of the hunter. 

A few more moons, a few more winters, and not one of the descendants 
of the mighty hosts that once moved over this broad land or lived in 
happy homes, protected by the Great Spirit, will remain to mourn over 
the graves of a people once more powerful and hopeful than yours. But 
why should I mourn at the untimely fate of my people? Tribe follows 
tribe, and nation follows nation, like the waves of the sea. It is the order 
of nature, and regret is useless. Your time of decay may be distant, but it 
will surely come, for even the White Man whose God walked and talked 
with him as friend to friend, cannot be exempt from the common destiny. 
We may be brothers after all. We will see. 

We will ponder your proposition and when we decide we will let you 
know. But should we accept it, I here and now make this condition that 
we will not be denied the privilege without molestation of visiting at any 
time the tombs of our ancestors, friends, and children. Every part of this 
soil is sacred in the estimation of my people. Every hillside, every valley, 
every plain and grove, has been hallowed by some sad or happy event in 
days long vanished. Even the rocks, which seem to be dumb and dead as 
the swelter in the sun along the silent shore, thrill with memories of 
stirring events connected with the lives of my people, and the very dust 
upon which you now stand responds more lovingly to their footsteps than 
yours, because it is rich with the blood of our ancestors, and our bare feet 
are conscious of the sympathetic touch. Our departed braves, fond 
mothers, glad, happy hearted maidens, and even the little children who 
lived here and rejoiced here for a brief season, will love these somber 
solitudes and at eventide they greet shadowy returning spirits. And when 
the last Red Man shall have perished, and the memory of my tribe shall 
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have become a myth among the White Men, these shores will swarm 
with the invisible dead of my tribe, and when your children’s children 
think themselves alone in the field, the store, the shop, upon the highway, 
or in the silence of the pathless woods, they will not be alone. In all the 
earth there is no place dedicated to solitude. At night when the streets of 
your cities and villages are silent and you think them deserted, they will 
throng with the returning hosts that once filled them and still love this 
beautiful land. The White Man will never be alone. 

Let him be just and deal kindly with my people, for the dead are not 
powerless. Dead, did I say? There is no death, only a change of worlds. 

(Source: https://suquamish.nsn.us/home/about-us/chief-seattle-
speech/#:~:text=Yonder%20sky%20that%20has%20wept,may%20be%2
0overcast%20with%20clouds.) 

5.9 EXAMPLES OF GENERAL SPEECHES 

5.9.1 Lou Gehrig Speech - Farewell to Baseball Address, delivered on 
4 July 1939, New York 

Fans, for the past two weeks you have been reading about a bad break I 
got. Yet today I consider myself the luckiest man on the face of the earth. 

I have been in ballparks for seventeen years and have never received 
anything but kindness and encouragement from your fans. Look at these 
grand men. Which of you wouldn’t consider it the highlight of his career 
just to associate with them for even one day? 

Sure, I’m lucky. 

Who wouldn’t consider it an honor to have known Jacob Ruppert? Also, 
the builder of baseball’s greatest empire, Ed Barrow? To have spent six 
years with that wonderful little fellow, Miller Huggins? Then to have 
spent the next nine years with that outstanding leader, that smart student 
of psychology, the best manager in baseball today, Joe McCarthy? 

Sure, I’m lucky. 

When the New York Giants, a team you would give your right arm to 
beat, and vice versa, sends you a gift - that’s something. When everybody 
down to the groundskeepers and those boys in white coats remember you 
with trophies -- that’s something. 

 When you have a wonderful mother-in-law who takes sides with you in 
squabbles with her own daughter -- that’s something. 

When you have a father and a mother who work all their lives so you can 
have an education and build your body -- it’s a blessing. 

When you have a wife who has been a tower of strength and shown more 
courage than you dreamed existed -- that’s the finest I know. 
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So, I close in saying that I might have been given a bad break, but I've 
got an awful lot to live for. 

(Source: 
https://www.buckeyevalley.k12.oh.us/userfiles/73/Classes/321/Lou%20
Gehrig%20Speech.pdf)  

5.9.2 Winston S. Churchill: Address at Harrow School: Never Give 
In 

Winston Churchill was speaking to students at his alma mater in 
October, 1941 – after one of the darker periods of World War Two. His 
words are still relevant in our time, with the War on Terror. 

...When I was here ten months ago last time, we Britons were quite alone, 
desperately alone, and we had been so for five or six months. … We had 
the unmeasured menace of the enemy and their airattack still beating 
upon us, and you yourselves had had experience of this attack; and I 
expect you are beginning to feel impatient that there has been this long 
lull with nothing particular turning up! 

But we must learn to be equally good at what is short and sharp and what 
is long and tough. It is generally said that the British are often better at 
the last. They do not expect to move from crisis to crisis; they do not 
always expect that each day will bring up some noble chance of war; but 
when they very slowly make up their minds that the thing has to be done 
and the job put through and finished, then, even if it takes months - if it 
takes years - they do it… 

You cannot tell from appearances how things will go. Sometimes 
imagination makes things out far worse than they are; yet without 
imagination not much can be done. Those people who are imaginative 
see many more dangers than perhaps exist; certainly, many more than 
will happen; but then they must also pray to be given that extra courage 
to carry this far-reaching imagination… But for everyone, surely, what 
we have gone through in this period … of ten months this is the lesson: 
never give in, never give in, never, never, never-in nothing, great or 
small, large or petty - never give in except to convictions of honor and 
good sense. Never yield to force; never yield to the apparently 
overwhelming might of the enemy. We stood all alone a year ago, and to 
many countries it seemed that our account was closed, we were finished. 
All this tradition of ours, our songs, our school history, this part of the 
history of this country, were gone and finished and liquidated. 

Very different is the mood today…. There was no flinching and no 
thought of giving in then; and by what seemed almost a miracle to those 
outside these Islands, though we ourselves never doubted it, we now find 
ourselves in a position where I say that we can be sure that we have only 
to persevere to conquer…. 

Do not let us speak of darker days: let us speak rather of sterner days. 
These are not dark days; these are great days - the greatest days our 
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country has ever lived; and we must all thank God that we have been 
allowed, each of us according to our stations, to play a part in making 
these days memorable in the history of our race. 

(Source:https://academyatthelakes.org/wp-
content/uploads/2016/02/WSChurchillNeverGiveInExcerpts.pdf) 

5.9.3 Explosion of the Space Shuttle Challenger - Address to the 
Nation, January 28, 1986 by President Ronald W. Reagan 

Ladies and gentlemen, I'd planned to speak to you tonight to report on the 
state of the Union, but the events of earlier today have led me to change 
those plans. Today is a day for mourning and remembering. 

Nancy and I are pained to the core by the tragedy of the shuttle 
Challenger. We know we share this pain with all of the people of our 
country. This is truly a national loss. 

Nineteen years ago, almost to the day, we lost three astronauts in a 
terrible accident on the ground. But we've never lost an astronaut in 
flight; we've never had a tragedy like this. And perhaps we've forgotten 
the courage it took for the crew of the shuttle; but they, the Challenger 
Seven, were aware of the dangers, but overcame them and did their jobs 
brilliantly. We mourn seven heroes: Michael Smith, Dick Scobee, Judith 
Resnik, Ronald McNair, Ellison Onizuka, Gregory Jarvis, and Christa 
McAuliffe. We mourn their loss as a nation together. 

For the families of the seven, we cannot bear, as you do, the full impact 
of this tragedy. But we feel the loss, and we're thinking about you so very 
much. Your loved ones were daring and brave, and they had that special 
grace, that special spirit that says, "Give me a challenge and I'll meet it 
with joy." They had a hunger to explore the universe and discover its 
truths. They wished to serve, and they did. They served all of us. 

We've grown used to wonders in this century. It's hard to dazzle us. But 
for 25 years the United States space program has been doing just that. 
We've grown used to the idea of space, and perhaps we forget that we've 
only just begun. We're still pioneers. They, the members of the 
Challenger crew, were pioneers. 

And I want to say something to the schoolchildren of America who were 
watching the live coverage of the shuttle's takeoff. I know it is hard to 
understand, but sometimes painful things like this happen. It's all part of 
the process of exploration and discovery. It's all part of taking a chance 
and expanding man's horizons. The future doesn't belong to the 
fainthearted; it belongs to the brave. The Challenger crew was pulling us 
into the future, and we'll continue to follow them. 

I've always had great faith in and respect for our space program, and 
what happened today does nothing to diminish it. We don't hide our 
space program. We don't keep secrets and cover things up. We do it all 
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up front and in public. That's the way freedom is, and we wouldn't 
change it for a minute. 

We'll continue our quest in space. There will be more shuttle flights and 
more shuttle crews and, yes, more volunteers, more civilians, more 
teachers in space. Nothing ends here; our hopes and our journeys 
continue. 

I want to add that I wish I could talk to every man and woman who 
works for NASA or who worked on this mission and tell them: "Your 
dedication and professionalism have moved and impressed us for 
decades. And we know of your anguish. We share it." 

There's a coincidence today. On this day 390 years ago, the great 
explorer Sir Francis Drake died aboard a ship off the coast of Panama. In 
his lifetime the great frontiers were the oceans, and an historian later 
said, "He lived by the sea, died on it, and was buried in it." Well, today 
we can say of the Challenger crew: Their dedication was, like Drake's, 
complete. 

The crew of the space shuttle Challenger honored us by the manner in 
which they lived their lives. We will never forget them, nor the last time 
we saw them, this morning, as they prepared for their journey and waved 
goodbye and "slipped the surly bonds of earth" to "touch the face of 
God." 

(Source: 
https://history.nasa.gov/reagan12886.html#:~:text=The%20crew%20of%
20the%20space,touch%20the%20face%20of%20God.%22) 

5.10 TOPICS FOR PRACTICE 

Practice makes perfect. Below are a few examples of topics for public 
speaking.  

1] Is there any truth in the saying: “Fake it until you make it”? 

2] Curiosity gives rise to invention 

3] Google is the death of newspapers and libraries 

4] Using plastic is self defeating 

5] Experience is a better teacher than rote learning 

6] Gadgets have restricted imaginations 

7] Age is just a number 

8] Digital India 

9] Which came first: the chicken or the egg? 

10] Are cell phones addictive? 
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5.11 LANGUAGE AIDS FOR EFFECTIVE SPEAKING 

A speech becomes effective based not only on how you speak but also on 
what you speak. A speech filled with the appropriate subject matter is the 
main rung in the ladder. But to break the tediousness of the speech and to 
make it exciting and varied, certain language aids are applied.  

Various suitable quotes from poems, books, speeches etc can be used 
with proper reference during public speaking. Some examples are given 
below: 

Quotes on success 

“Success is not final; failure is not fatal: it is the courage to continue that 
counts.” 

 – Winston Churchill. 

“However difficult life may seem, there is always something you can do 
and succeed at.” –  

– Stephen Hawking 

“Always bear in mind that your own resolution to succeed is more 
important than any other.” – 

– Abraham Lincoln 

“Success is how high you bounce when you hit bottom.”  

– George S. Patton 

Man needs his difficulties because they are necessary to enjoy success.” 
– A. P. J. Abdul Kalam 

Quotes on life 

“The way to get started is to quit talking and begin doing”. -Walt Disney 

“Life is what happens when you're busy making other plans.” -John 
Lennon 

"The time is always right to do what is right." - Martin Luther King Jr 

"The best thing to hold onto in life is each other." - Audrey Hepburn 

“And, when you want something, all the universe conspires in helping 
you to achieve it.” — Paulo Coelho, The Alchemist 

Connectors for joining sentences 

Knowing how to use the right connectors improves the quality of the 
speech. Linking words make the sentence more interesting, and the 
speaker can use pauses and intonations while speaking such sentences 
more effectively. Connectors have to be used in the right place to give 
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proper meaning to a sentence. At the same time, using too many 
connectors in the speech makes the sentences sound inept. Connectors 
can be used when information between sentences needs to be compared 
or contradicted, when certain words have to be emphasised, stating an 
opinion, pointing the obvious etc. 

Enhanced vocabulary 

A wide-ranging vocabulary gives the speaker the additional advantage of 
fluency while addressing the audience. Depending on the level of the 
audience, the speaker can choose words while talking. Tough words may 
not make sense to some people in the audience and the power of a good 
vocabulary can come in handy in such situations. Enhanced vocabulary 
improves communication skills. The speaker will easily be able to 
navigate his way through the speech without having to think of better or 
easier words, allowing the speaker to easily convey his ideas and 
decisions. 

Summary 

● Public Speaking is an art of communicating with a large audience 
effectively. 

● Public Speaking skills are used not only for giving speeches but 
also for communicating in our regular activities. 

● The common aspect of all the great speeches of the world was the 
conviction and confidence with which the orators spoke and the 
connection they built with their audience. 

● Practice makes a man perfect and for giving a good speech, one 
must practice and prepare well. 

● Understanding the needs of the audience is of primary importance 
while drafting any speech. 

● Good public speakers need a combination of skills and practice for 
giving their best. 
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Module VI 

6 
GROUP DISCUSSIONS 

Unit Structure 

6.0 Objectives 

6.1 Introduction 

6.2 Meaning 

6.3 Purpose of a Group Discussion 

6.4 Skills assessed in a group discussion 

6.5 Process of a formal group discussion 

6.6 Structure of a formal group discussion 

6.7 Advantages of a group discussion 

6.8 Disadvantages of a group discussion 

6.9 Evaluation Criteria  

6.10 Dos & Don'ts  

6.11 Suggested topics for Group Discussions 

6.12 Summary 

6.0 OBJECTIVES 

After going through this unit, you will be able to: 

● Define a Group Discussion 

● Explain the purpose of a Group Discussion 

● Describe the skills assessed in a Group Discussion 

● Explain the process of a Group Discussion 

● State the advantages and disadvantages of a Group Discussion 
Explain the evaluation criteria of a Group Discussion 

● Understand the common dos and don’ts of a Group Discussion 

6.1 INTRODUCTION 

In our everyday lives, we are surrounded by people everywhere we go, 
be it our social or professional circles. We meet people from different 
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walks of life who have different experiences and have grown up in 
different backgrounds. Interacting with such people and exchanging 
ideas, views, opinions and perspective is both challenging and 
interesting. It is quite natural for humans to meet and interact with others 
as we believe in living in a society among other people and not in 
isolation. 

An exchange of ideas, views, opinions and perspectives within a group of 
people is known as a group discussion. In the case of an informal setup 
where a person interacts with friends, relatives and peers, a group 
discussion may be just a way of spending time and interacting with the 
people around us. However, a formal setup is quite different. In case of a 
formal group discussion, the people interacting with one another may not 
even know one another and that often makes it a little difficult. Sharing 
your views, opinions or ideas within a group may not be easy as one does 
not know what kind of judgment is being made by others while he/she is 
communicating freely and so it takes a good communicator to talk at 
such formal group discussions. However, group discussion is a time-
tested method of identifying the leaders and the followers. One knows a 
leader is speaking when everyone listens and the speaker is able to 
persuade the listeners. 

6.2 MEANING 

A group discussion is a conversation among people within a group. A 
group discussion is a great way of communicating within a group of 
people. It is a comprehensive method of evaluating the capabilities of a 
person on multiple levels. The personality, behaviour, skill and potential 
of a person can very well be judged through a group discussion. 

6.3 PURPOSE OF A GROUP DISCUSSION 

A group discussion is a very useful form of group communication that is 
conducted to encourage the participants to share their thoughts and views 
on a given matter. Group discussions are conducted at various platforms 
for various purposes. For example, a group discussion may be conducted 
by a few politicians to discuss national policies, a group discussion may 
be conducted by an educational institute to encourage students to express 
their thoughts, a group discussion may be conducted before admitting 
students for an MBA course or a group discussion may be conducted in 
an interview process to identify the most suitable candidate for a 
particular job. 

Purpose of a group discussion 

1. A platform for group communication 

A group discussion is a good way of getting people together and 
interacting on relevant matters that are of common concern. We may 
often find like-minded people getting along in a group discussion and 
having a fruitful and interesting discussion. On the other hand, one may 



  

 

Soft Skill Development 

 

166 

come across people who have different opinions and that too helps in 
broadening our horizons of learning. 

2. Sharing of knowledge 

The world is constantly undergoing different changes in every field and 
so it may be difficult for a person to be aware of all the pressing matters 
of the society, country and the world. A group discussion is a good way 
of getting experts into a panel and carrying out discussions with them. 
Getting the right speakers for the right discussion can lead to a highly 
enriching experience for all. 

3. Recruitment 

In the process of recruitment, a job applicant can also be dishonest and 
claim to have certain skills and abilities which in reality, he/she may not 
possess at all. Therefore, in matters where the communication skills, 
persuasiveness and leadership skills of a person have to be tested, a group 
discussion is a useful form of communication. 

4. Admission into a course 

Many institutes at the post-graduation level conduct group discussions 
before giving admission to candidates as they want to test their ability 
before introducing them into a course. Such group discussions help the 
institute in monitoring the quality of students that are taken in for courses 
that they offer. It is a good way of filtering and getting the best talents to 
study in their institute. 

5. Promotion 

While promoting an employee to a better and bigger role, the skills and 
ability of an employee have to be assessed. Organizations are always 
looking for employees who are skilled in planning, organizing, leading 
and communicating well. A group discussion helps in identifying the 
right employee for a leadership role in the company. 

6. Crisis 

In moments of crisis, a collaborative effort and combined expertise of the 
employees has to be used and a group discussion is the solution in such a 
problem. Many minds working together towards a desired outcome can 
help in not only getting multiple solutions but also in getting quick 
solutions. 

7. Brainstorming 

A discussion among people with the objective of coming up with 
multiple solutions to a particular problem is called a brainstorming 
session. A group discussion can often help in brainstorming and bringing 
out productive solutions. 
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8. Creative thinking 

Creative thinking can be encouraged in a platform where free expression 
of thoughts and views is possible and a group discussion helps in sharing 
the thoughts and ideas of different people. We can always expect creative 
ideas pouring out when the right ambience for thinking and analysing is 
created. Group discussions help people in wearing their thinking caps and 
letting the creative side of their mind gear into action. 

9. A gathering of like-minded people 

It is always motivating when one can share his/ her ideas and opinions 
with people of the same field. Understanding the viewpoints and 
opinions of other people helps in gaining more understanding about a 
particular matter. As multiple people are a part of a group discussion, we 
can see the multiple facets of a matter easily. 

10. Decision making 

A particular matter or problem may have multiple facets which may not 
be visible and understandable by one single individual and so the opinion 
of the right group of people helps in making better decisions. The matter 
or problem can then be evaluated in a complete manner leading to well-
crafted decisions. 

6.4 SKILLS ASSESSED IN A GROUP DISCUSSION 

A group discussion is conducted to observe the following characteristics 
of the participants: 

1. Confidence 

The ability of a participant to express his/her views with confidence is 
clearly visible in a group discussion. Not everyone is able to talk 
confidently when in a group and so the ones who are able to talk with 
confidence are clearly visible when put in a group. Confidence means the 
conviction, clarity and certainty with which one speaks. 

2. Ability to articulate  

We often have a lot of ideas and opinions in our mind that do not reach 
our tongue and so are left unexpressed. It is really futile to store ideas and 
thoughts in our mind alone and not share it. During a group discussion, 
we can observe the ability of the participants to articulate their thoughts 
clearly. 

3. Communication skills 

While putting forth an opinion it is important to be able to catch the 
attention of the team members and to speak in a manner which is 
understood by everyone. While discussing matters in a group the 
communication skills of the participants become very visible. 
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4. Soft skills 

The tone, pitch, accent, speed and vocabulary used while speaking 
determines the pleasantness of a person’s speech. The manner in which a 
person talks makes a lot of difference in the impact that is created and so 
soft skills are among the initial skills that are assessed in any group 
discussion. 

5. Persuasiveness 

The ability to convince people about your opinions and values is called 
persuasiveness. Though every participant gets a chance to talk at least 
once in a group discussion, it is the persuasiveness of the participant that 
can make people agree and believe in the views of the speaker. 

6. Level of intellect 

The intellectual ability of the participants can be observed through a 
group discussion. Participants are generally given a very short period to 
prepare for the discussion and are also given limited time to talk as other 
participants also want to talk during the discussion. In such a situation it 
is easier to understand the level of awareness that a person has along with 
one’s thinking capacity and intelligence. 

7. Leadership skills 

When so many participants are eagerly wanting to talk and share their 
opinions during a group discussion, a leader often becomes visible. Such 
a person stands out due to his/ her ability to function in a group and 
handle the dynamics of the group. 

8. Conflict management skills 

The participants in a group discussion can often get into a disagreement 
or argument due to their differences in views. In such a situation the 
ability of the other participants in handling the conflict and bringing the 
group to a mutual understanding is important. The judges or observers 
can then see the conflict management skills of the participants. 

9. Patience  

During a group discussion, participants often get anxious and restless and 
end up interrupting while the other participant is talking. This indicates 
both lack of patience and maturity. On the other hand, participants who 
are patient and calm are able to perform better not only in the discussion 
but also in other situations in life. It is very easy to lose one’s calm and 
raise one’s voice in a group discussion but the real ability of a person is 
often based on one’s capability to keep calm and analyse and respond to 
the discussion. 
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10. Team work 

When a participant is made a part of a group for a discussion, his/her 
people management skills become visible. A true leader is able to handle 
the discussion and steer it towards a productive outcome. 

11. Initiative 

As many participants are involved, it may be difficult for a person to talk 
and make his presence felt and opinions valued. In such a situation, the 
ones who are able to take initiative and are able to put across their views 
by commenting on others’ opinions or supporting others’ opinions are the 
ones that are doing well in a group discussion. 

12. Quick thinking 

The topics of a group discussion are generally given on the spot which 
gives the participants very less time to prepare. Quick thinkers and good 
communicators are often able to take a lead in a group discussion. 

13. Rational thinking 

We may often come across situations or statements in a group discussion 
that demand the rational and logical thinking of participants as one never 
knows what kind of a discussion one may land up into. Rational thinking 
is a very important mental ability of a person as that helps a person in 
keeping aside the biases of the mind and thinking in an analytical and 
realistic manner, 

6.5 PROCESS OF A FORMAL GROUP DISCUSSION 

A group discussion is a formal discussion among a group of people. It 
could be monitored by a panel of judges/ moderators/ facilitators/ 
interviewers who may have various parameters to judge the participants 
of a group discussion. Let us understand how a group discussion is 
actually carried out. The organizers of the group discussion assign a topic 
to the participants and give them a short period of time to prepare for the 
topics. Generally, not more than twenty minutes is given for this.  After 
the preparation time is over, the organizers announce the commencement 
of the speech which is then judged by the moderators and is observed by 
the audience. In certain cases, there may be no audience and just the 
moderators would observe and judge the participants. 

6.6 STRUCTURE OF A FORMAL DISCUSSION 

1. Introduction of the topic 

One of the participants can introduce the topic in order to make it clear as 
to what is going to be discussed. This generally helps the audience to be 
mentally prepared for the upcoming discussions as they can then have 
their own views and opinions while they listen to the discussion. This 
also helps the participants in understanding the topic better and planning 
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for their own turn. Overall, the tone and depth of the discussion is set 
through the introduction. 

2. Stating of opinions 

Every participant is given an opportunity to express his/ her opinions, 
views, perspectives on the matter discussed. It is best if participants back 
their statements with examples, real life instances or facts and figures. 
This helps in gaining other’s confidence in their views. 

3. Agreements and disagreements  

As each and every participant states his/ her views, the other participants 
may either agree or disagree with them. It is definitely good if more 
people agree to your views as that is likely to then become the view of 
the group. On the other hand, when the other participants disagree with 
one’s views, one can justify and explain his/her stance in the matter 
better. After all, it is all about convincing others about your views 
through examples, facts and figures with true conviction. 

4. Taking sides 

Once everyone has spoken, the sides that participants take become 
clearly visible. The judges can then understand the view of the majority 
people in the group and foresee the upcoming conclusion. 

5. Conclusion 

The end of a group discussion may not always be unanimous which 
means all the participants may not agree or disagree to an idea. They may 
be divided into two teams or more on the basis of their opinions.  A 
group discussion helps to point out various views of people on a matter. 
It often concludes with stating the final views of both the sides and yet 
stating the inclination of the majority people in the group. So, we may 
not always have one single conclusion on a matter. 

All in all, a group discussion is a great way of communicating in a group 
and can serve various purposes depending on the type of participants and 
the type of topic discussed. 

6.7 ADVANTAGES 

1. Boosts confidence 

A person’s confidence is enhanced when he/she speaks her mind and is 
given the opportunity to express his/her views. Participating in a group 
discussion is a great way to challenge yourself and put yourself out there 
for judgment. Not only do you get an exposure to what others think about 
your views and style of talking but also you get a taste of both better and 
poor speakers. 
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2. Enhanced understanding of issues 

All the participants share their ideas and views on a particular matter in a 
group discussion. This leads to better understanding among the 
participants as they are able to understand others’ views on the matter. 
We often understand things better when explained by others and so a 
group discussion helps in developing a deeper understanding of issues. 

3. Better understanding among members 

Through the discussions and interactions within a group, a better sense of 
cooperation, comfort and harmony is developed among the participants. 
The participants then become familiar with the views and opinions of 
others and that can also help in bonding with new people over matters of 
common interest. 

4. Reaching better decisions 

Group discussions help in making better decisions as the participation of 
more people is involved. This also means that before taking a decision, 
we can get the views and perspectives of more people along with their 
expertise. A decision which is taken keeping in mind the views of people 
and their ideologies, experiences and suggestions is undoubtedly a better 
decision than the one taken by an individual alone. 

5. Creative outcomes 

When a number of people sit together for bringing out creative solutions 
to a problem or for getting creative ideas on a matter, it is definitely a 
productive creative thinking session. A group discussion is a great way of 
thinking creatively and inspiring others to think freely. 
 

6. Identification of leaders 

It is generally easy to identify leaders in a group as they are the ones who 
control the group and also lead the group. Leaders are not the ones that 
control and dominate and take all the limelight but the ones who give 
others a chance to speak and help in creating a sense of harmony in the 
group. Such people always stand out and their real ability becomes 
visible in a group discussion. 

7. Sharing of knowledge 

There is so much that one can learn from others in a group discussion. 
The participants give their views on various matters and also get to know 
the views of other people. It is said that knowledge only grows when 
shared and a group discussion helps in spreading knowledge. 
 

8. Easy filtering of candidates 

The observers of a group discussion can easily identify the candidates 
who are suitable for a specific job as their skills are visible during the 



  

 

Soft Skill Development 

 

172 

group discussion. This helps the company in finding the right person for 
the right job faster. 

6.8 DISADVANTAGES 

A group discussion is a great platform to communicate with a group and 
to also showcase one’s knowledge and demonstrate one’s interpersonal 
skills. However, every form of communication can have its own 
drawbacks and so a group discussion is similarly filled with a set of 
challenges/ disadvantages. 

1. Disagreements  

Different people will have different views on a given matter. We may 
often come across a situation where the participants of a group discussion 
disagree with each other and also end up arguing with one another. 
Though in most cases such disagreements lead to productive discussions, 
in certain cases it may lead to unending arguments which are highly 
unpleasant which may demotivate the participants and could also affect 
their confidence. 

2. Confusion 

Sometimes, certain participants may take the discussion to a completely 
different topic and lead to diversion from the ongoing topic. This 
definitely leads to chaos and confusion among other participants. 
Generally, one of the participants then highlights the off-topic discussion 
and brings the group back to the original matter of discussion. In certain 
situations, the moderator may also intervene and bring the group back on 
track. However, if not monitored well, a group discussion can lead to 
pointless discussions too. 

3. Ill feelings 

In case of an unpleasant group discussion, the participants may become 
sour and carry ill feelings against one another. Such a thing should be 
avoided as it affects the morale of the group and does not promote free 
exchange of ideas in the future. 

4. Demotivation 

When a person participates in a group discussion on a matter that he/she 
does not know much about, the outcome will be demotivating. As the 
person is unaware of the matter taken up for discussion, he/she is not 
interested in the matter at all. 

5. Groupism 

In case of a group discussion among known people, there is a high 
possibility that a spirit of groupism is created. The people who know 
each other or are of similar views tend to form a group among themselves 
and the remaining people end up falling in minority as they are 
outnumbered. The people who are not a part of the group are often 
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dominated by the group due to which they are not able to voice out their 
opinions freely. 

6. Weak facilitator 

The facilitator or the one coordinating and managing the group 
discussion should be capable of handling the group and controlling 
participants if needed. A weak facilitator will lead to a mismanaged 
group discussion and so the goal of conducting a productive group 
discussion may not be achieved. 

7. Irrelevant topics 

The topics of a group discussion must be well drafted and should be 
relevant to the people participating as well as the audience. Irrelevant 
topics will lead to both confusion and boredom. While discussing a 
matter which is relevant and is probably related to a current affair, the 
participants will talk with vigour and enthusiasm whereas an irrelevant 
topic will be dealt with casually. 

8. Repetition  

Often participants keep repeating the same matter again and again 
without any new reference in terms of examples, figures or facts. Such a 
discussion does not lead to any productive conversation as it is heading 
towards stagnancy and nothing new is coming out of it. 

6.9 EVALUATION CRITERIA FOR A GROUP 
DISCUSSION 

Group discussions are judged by a moderator who observes and evaluates 
the participants on the basis of the discussion conducted. As a participant, 
one must know the criteria on the basis of which one is going to be 
evaluated in order to perform well. Let us understand the evaluation 
criteria usually followed by the moderators/judges. 

Criteria of content discussed: 

1. Logical & rational 

The opinion of the participant should be both logical and rational. 
Making tall promises and making tall claims may not always be 
impactful as it may not be true at all. 

2. Practical & feasible 

In case of suggestion of ideas, it is essential to understand if the ideas can 
actually be implemented i.e., are the ideas practical and feasible or is it 
just a dreamy plan. Ideas which only sound good but are not worth 
executing keeping the ground realities in mind are not considered worthy. 
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3. Clear and concrete 

It is possible that at the spur of the moment, participants keep talking 
about various matters and end up inter-relating multiple themes. In such a 
case, it is very confusing to understand which idea is related to which 
matter and it turns out to become a ball of confusion. Even though a 
person can give many ideas for a single matter, it should be 
communicated clearly and in a concise manner. 

4. Repetitive 

When a matter is repeated in a group discussion, it leads to boredom as 
the matter is not proceeding any further. Participants who repeat the 
matter and have no new ideas or statements to make do not perform well 
in a group discussion. 

5. Creative 

Creativity is always appreciated in a group discussion. When the 
participants are sharing their views and ideas, a new outlook, a new 
solution always takes the lime light and is highly appreciated. 

Criteria for the participants 

1. Confidence  

Speakers who speak confidently are definitely heard better than the rest. 
A confident speaker comes across as a strong contender in a group 
discussion. 
 

2. Clarity in speech 

It is not about how much one talks but about how clearly one talks even 
if it means not too much. If the audience is able to understand what a 
participant says, then there are high chances that the audience will also 
agree to what he/she says and so it works in favour of the participant. 
 

3. Persuasiveness 

The ability to convince the listener about your views and opinions is 
called persuasion. It is not only about giving your views and ideas but 
about convincing the listeners with your views and ideas that can win 
you anywhere you go to speak. 

4. Impactful 

The manner in which one talks determines the impact that is created 
through the speech of the person. A strong body language accompanied 
with confidence and a good speaking style can help a person in creating 
an impact. 
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5. Empathy 

One cannot just speak confidently and ignore the other speakers. It is 
essential to pay attention to what the participant’s say and also be 
empathetic towards them as everyone’s views matter. 

6. Tactfulness 

The ability to handle a difficult situation in a manner in which it does not 
offend anyone and at the same time the matter is resolved is called tactful 
management. Participants who are tactful can lead a team well and such 
an ability is highly regarded by companies. 

Thus, on the basis of the above criteria, a group discussion is evaluated 
and judged. However, depending on the purpose for which a group 
discussion is conducted, the evaluation criteria may change. 

6.10 DOS AND DON’TS OF A GROUP DISCUSSION 

Dos of a group discussion 

1. Listen to everyone’s views and opinions carefully 

2.  Make a note of important points given by others for further reference 

3. Study the body language of the participants 

4. Speak when given a chance 

5. Give your opinions on the statements made by others, either through 
non-verbal indications or by passing short comments such as - I 
agree, absolutely true, this is right, this sounds good, makes sense etc. 

6. Try to mediate the views of others through your explanations if 
needed. 

7. Speak loudly and confidently. 

8. Manage a moving eye contact and gaze among the participants, 
judges and the audience. 

9. Maintain a positive body language and be open to discussions. 

10. Give others an opportunity to speak if you notice someone who wants 
to speak. 

11. Help the group in achieving a consensus. 

12. Ensure that the group does not discuss matters that are out of the 
scope of the discussion. 

13. In case of a disagreement between members, mediate the matter 
calmly. 
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14. Make sure you appreciate the members who give good ideas or ideas 
which you resonate with. 

15. Be energetic during your discussions so that the group catches on to 
your energy and positivity. 

Don’ts of a group discussion. 

1. Don’t be aggressive while giving your views. 

2. Do not interrupt others while they are talking. 

3. Do not carry-on side discussions or conversations while another 
participant is talking. 

4. Do not raise your voice on anyone while talking. 

5. Do not repeat the same matter. 

6.  Do not point fingers at others while talking 

7. Do not sit with a negative body language 

8. Do not mock the participants when they make a mistake 

9. Do not talk in a winding and confusing manner 

10. Do not deviate from the topic 

6.11 SUGGESTED TOPICS FOR GROUP DISCUSSION 

1. What is more important, IQ or EQ for leading a successful life? 

2. What kind of advertising should be banned in India? 

3. What is your view on the war between Russia and Ukraine in 2022? 

4. How has the world changed due to the impact of the coronavirus? 

5. Is the population of India a strength or a weakness for the upcoming 
years? 

6. What really counts in life? 

7. Is reservation of jobs needed in the private sector? 

8. Should it be made compulsory to have a 5-day work week in India? 

9. What should be the new focus of the education system in India? 

10. Is India heading towards becoming a superpower? 

11. What is more important, education or skill? 

12. Should the legal age for driving in India be changed? 

13. What are your views on Taliban’s takeover in Afghanistan? 
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14. Will denuclearization instill world peace? 

15. Is the aversion of the youth towards politics justified? 

16. How has brain drain impacted India over the years? 

17. Should the search for a new habitable planet be continued? 

18. What are the main challenges that India faced during the pandemic? 

19. Is democracy really dying in India? 

20. What can be done to reduce child labour in India? 

6.12 SUMMARY 

● A group discussion is a form of group communication. 

● When a group of people conduct a discussion on a specific matter it 
is called a group discussion. 

● Group discussions can be formal or informal. 

● Formal group discussions can be conducted as a part of an 
interview process, admission process in a college or for the 
promotion of an employee. 

● Group discussions can also be conducted for sharing ideas and 
knowledge on a specific matter. 

● It is a great way to brainstorm and to come up with creative ideas. 

● One must be careful of his/ her verbal and non-verbal 
communication during a group discussion. 

 
 
 




 



  178 

Module VII   

7 
INTERVIEWS 

Unit Structure  

7.0 Objectives  

7.1 Introduction 

7.2 Objectives of an Interview 

7.3 Terminologies used in an interview process 

7.4 Importance of  Interviews  

7.5 Techniques of conducting an interview 

7.5.1 Face-to-face interview 

7.5.1.1 Preparations made by an Interviewer 

7.5.1.2 Preparations made by an Interviewee 

7.5.2 Online Interview 

7.5.3 Telephonic Interview 

7.6 Communication 

7.6.1 Verbal Communication 

7.6.1.1 Oral Communication 

7.6.1.2 Written Communication 

7.6.2 Non-Verbal Communication 

7.7 Common mistakes made in a interview 

7.8 Types of Interviews 

7.9 Summary 

7.0 OBJECTIVES  

After going through this unit, you will be able to: 

● Define an interview 

● Explain the objectives of an interview 

● State the common terminologies used in an interview 
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● Identify the methods of conducting an interview 

● Explain the preparations made by an interviewer and interviewee 
for an interview 

● Recall the common mistakes made in an interview 

● Classify the types of interviews 

7.1 INTRODUCTION 

An interview is a conversation between two people for meeting a 
common objective. It generally includes a series of questions and 
answers which help achieve the objective of the conversation. 

Interviews primarily serve the purpose of sharing some form of 
information which is relevant to both the parties. An interview generally 
follows the pattern of questions and answers in order to share information 
in a direct and indirect manner. Such information is generally shared 
through a series of direct and indirect questions. 

7.2 OBJECTIVE OF AN INTERVIEW 

The objective of an interview varies on the basis of the purpose, for 
example: in a media interview, questions may be asked by a media 
person regarding a matter that concerns the public. In case of a job 
interview, questions are asked to understand the capability of a person to 
perform a job and handle responsibilities. In this chapter, we will 
understand job interviews in detail. 

 Interviews conducted for filling a vacancy in an organization or for 
assigning a job to a person is called a Job Interview. An organization 
may conduct interviews for various reasons from filling a vacancy, to 
promoting an employee, to understanding the grievances/ problems faced 
by   employees to disassociating or terminating an employee from the 
company.  

7.3 TERMINOLOGIES USED IN AN INTERVIEW 
PROCESS: 

While conducting interviews or giving an interview, one must know the 
following common terminologies: 

Interviewer  

An interviewer is a person who represents a company and conducts the 
interview also known as the Human Resources Personnel 

Interviewee 

An interviewee is a person who has applied for a particular job and is 
also known as the job applicant or candidate. 
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Resume 

It is a document which provides information about a person’s personal 
and family background, education, qualifications, skills and work 
experience if any. 

A resume is a document which is made to provide details to an 
interviewer about a prospective employee. However, people often 
wrongly associate this term with a bio-data which is another document 
that provides information about not only a person’s education and 
qualification but also about one’s religion and other biological 
information. 

It is to be noted that a bio-data stands for the term biological data and so 
it provides information over and above the details needed for a job 
application like – religion, caste, sub- caste etc. which is completely 
unnecessary for a job. 

7.4 IMPORTANCE OF INTERVIEWS 

An interview is a lengthy and detailed process as it involves advertising 
about a job, accepting applications, sorting applications, scheduling 
interviews with candidates, making an offer for a job, finalizing the job 
offer and finally welcoming a candidate into the organization. 

 An interview process in any organization is an integral process as it 
determines the quality of the workforce that drives an organization. It has 
to be well-planned, organized and managed continuously. 

Over the years, the methodologies of conducting interviews have 
changed with the upgradation of technology and though physical face-to-
face interview is the best in most cases – telephonic and online interview 
have its benefits too. Especially, in the case of a company that is open to 
acquire talent from places all over the world – online interviews are very 
helpful as the geographical and physical barriers are completely 
removed. 

7.5 TECHNIQUES OF CONDUCTING AN INTERVIEW 

7.5.1.  Face to face Interview 

An interview that takes place in the physical presence of the interviewer 
and interviewee is called a face-to-face interview. It is generally 
conducted in the premises of the organization itself. An interview is a 
two-way process as it involves the participation of a company and a 
candidate or job applicant. A face-to-face interview is a traditional time 
tested method of conducting an interview.  

7.5.1.1 Preparations made by an Interviewer 

Now as we know the meaning of a face-to-face interview, let us 
understand the preparations made for such an interview beginning with 
the preparations made by a company i.e., the interviewer. 
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In the case of a company, it is the human resource department that is 
responsible for finding the right people for the right job which is both 
tedious and important. Once it is clear that a vacancy has to be filled in 
an organization. The following process has to be followed for hiring an 
employee: 

1. Understand the need:  

It is essential to understand the need of the company when it comes to a 
job. Here, the job role has to be understood along with the compensation 
(salary/ remuneration along with perks) that the organization is willing to 
offer for the said job. 

2. Advertise a vacancy: 

An advertisement has to be posted on various platforms stating that the 
company is hiring for a particular post along with the qualifications and 
experience needed for the job. It is essential to provide details of the 
point of contact for the job (the person to be contacted regarding the job) 
which is generally given in the form of an email ID or a phone number. 

3. Accept applications: 

The applications sent by the job seekers have to be accepted and 
downloaded or viewed and reviewed to understand which applications 
are most promising and meet the company’s needs. 

4. Sort applications: 

Applications received have to be reviewed and on the basis of that have 
to be segregated. Certain applications may fit the requirements of the 
company and certain may be close to the needs of the company. 
Applications which are not a perfect fit, must be kept on standby. 

5. Schedule interviews: 

In this stage, the interviewer or a representative from the HR department 
will contact the job applicant and invite him/her for an interview. It is 
important to ensure that different candidates are called at different time 
slots to avoid any kind of inconvenience or delay for the candidates. 

6. Conduct the interview: 

An interview can be conducted in two to three rounds depending on the 
post that is to be filled. In most cases, in the first round an HR executive 
conducts the interview to understand the background, qualifications, 
experience and goals of the candidate.  

In the second round the candidate is generally interviewed by the 
manager of the department which he/she is likely to join. Here the 
interviewer tries to understand the field knowledge of the candidate and 
the aptitude towards the job. 
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In the third and final round, the candidate is interviewed by the decision 
maker of the department, generally the head of the department which 
he/she is going to join. At this stage the remuneration/ salary and benefits 
are discussed and the terms of employment are finalised. 

7. Make an offer 

After the third round of the interview, the company is then in the position 
to make the final offer to the candidate which if accepted by the 
candidate will lead to recruitment of the candidate. 

8. Confirmation of job offer 

Confirmation of the job offer is done once the candidate accepts the offer 
given by the company and has duly signed the offer letter. 

9. On-boarding 

As the process of recruitment is completed, the candidate joins the 
company and gets introduced into the organization and its system of 
work. 

As we have now understood the process followed by a company in 
conducting an interview, let us now move further and understand the 
other side of the same process i.e. the side of the candidate/ job applicant 
or interviewee.  

7.5.1.2 Preparations made by an Interviewee 

An interview is an important step towards reaching one’s dream job and 
career. Thorough preparation for an interview is the key to achieving 
success in an interview. Preparations involving an upcoming interview 
can be categorized as follows: 

The preparations made by a candidate are divided into three stages 
namely: pre-interview, interview and post-interview preparations. 

Pre- interview Preparations 

A. Physical preparation 

Before going for the interview, it is important to prepare for the 
following things: 

1. Arrange your documents  

Certain documents must be carried while heading for an interview such 
as a covering letter or job application letter, resume, educational 
documents, experience letters, reference letters etc. It is essential to 
organize these documents and carry them in a file or folder. 

2. Formal clothing 

An interview is a formal process and so it is essential to dress formally. 
Well ironed set of clothes and a neat appearance is the key to carrying a 
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formal look. Simplicity is what works best in a formal setup. Neat 
appearance with a confident smile is the best attire that one can be ready 
with. 

B. Mental preparation  

The mind of a candidate has to be ready too for the interview and so the 
following things must be done before the interview: 

1. Get to know the company  

Here one has to understand the profile of the company, the line of 
business, its past record and its current business plans if any. 

2. Get to know the job 

It is essential to understand the job role in detail. One has to find out 
about the qualifications and experience needed for the job along with 
duties and responsibilities to be taken up with the job. Such information 
is generally available either in the advertisement of the vacancy or can be 
demanded at the time of scheduling an interview with the interviewer. A 
clear understanding of the job description certainly helps in better 
preparation. 

An interview includes a series of questions asked by the interviewer. 
Such questions are asked so that the interviewer gets the required 
information needed by the company for the job that is in consideration. 
One must be ready for question based on the following categories: 

Questions about self 

Tell me something about yourself? 

What kind of a person are you? 

How would you describe your personality? 

What are your hobbies? 

What do you prefer doing most in your free time? 

Personal details 

How many members does your family comprise of? 

Which members do you live with? 

What does your husband/wife do? 

What do your parents do? 

Where have you lived in your childhood? 

Where do you live currently? 
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Questions about educational qualifications 

What is your highest qualification? 

Why did you take up this course? 

What would you do if not the course that you pursued? 

What kind of a student were you? 

How important or not important was college life for you? 

Questions about co-curricular and extra-curricular activities 

Which sport did you play in school? 

Which activities did you participate in during your school days? 

Which languages were you most interested in learning? 

Questions about experience  

What did you like about your previous job? 

What did you dislike about your previous job? 

What made you quit your job? 

What were you looking for when you applied for a job in this company? 

What kind of a work culture do you like? 

What kind of a team member are you? 

Do you think you possess leadership skills? 

Tell me about an incident in your previous organization when you felt 
fulfilled with your work? 

Tell me about an incident in your previous organization when you were 
upset with your work? 

Questions about views/ aims / ambitions  

What are your views on life? 

What matters most to you in life? 

Have you found your purpose in life? 

What do you think is your purpose in life? 

What is your motto in life? 

Where do you see yourself in the next five years? 

Where do you see yourself in the next ten years? 
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Questions based on contribution to the company 

Why do you want this job? 

Why should we hire you? 

How can you add value to this company? 

Where do you see yourself in this company? 

Which is your best skill for this job? 

What makes you different from others? 

Questions based on general matters 

What do you think is the future of the retail industry? 

What do you think customers really want? 

What can we do to enhance our product? 

What do you think about the current state of inflation in the country? 

Interview Day Preparations 

Let us understand the things that need to be done on the day of the 
interview. 

1. An early start 

It is important to leave before time in order to ensure that one reaches the 
venue on time or a little before time. Getting late for an interview will 
create a bad impression and will also give no time to the candidate to sit 
with a calm mind before the interview. 

2. Reaching the venue 

Once you reach the venue, you can take some time to freshen up and 
calm yourself from the exertion of travel and then head to the reception 
to confirm your presence for the scheduled interview. 

3. First interaction 

Make sure that you walk with confidence and not in fear. Greeting the 
receptionist, confirming your name and timings is a good way to get 
clarity on the upcoming interview and planning your period of waiting 
before the interview.  

4. Waiting period 

The period of waiting before the interview is a crucial period as you will 
most certainly be observed by the people of the organization in a direct or 
an indirect manner. 

Once your wait is over, the next stage of facing the interview will begin. 
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During the interview 

Once you are informed to go to a particular cabin for the interview the 
following things should be kept in mind: 

• Always knock before entering the cabin. 

• Enter with a smile and confident body language. 

• Greet the interviewer. 

• Give confirmation of your name. 

• Seek permission to sit if not already given. 

• Sit with your back upright. 

• Do not invade the table of the interviewer/ keep your hands to 
yourself. 

• Do not get busy observing various things kept in the cabin of the 
interviewer. 

• Maintain a steady eye contact with a smile. 

• Answer the questions after thinking and not at the very 
moment.          

• Avoid fidgeting with objects or with your hands or legs. 

 Ensure that your phone is on silent mode. 

• Do not ignore the questions which you do not know the answers to. 
Instead, be honest and tell the interviewer that you do not know it 
and would love to find out. 

End of the interview  

Irrespective of the interview being a positive or a negative one, it is 
essential to end the interview on a good note. Conclude the interview in a 
polite and confident manner in order to ensure a clear gateway for 
opportunities. 

Post-interview 

It is acceptable to make a follow up call three to four days after the 
interview in order to know how you have performed and also to know if 
you have been shortlisted. Most of the organizations give a tentative 
answer regarding shortlisting of the candidate at the conclusion of the 
interview itself to avoid confusion later. 

7.5.2. Online Interview 

An interview which is conducted online via a video call is called an 
online interview. Such an   interview can be conducted from anywhere 



 

 

Interview 

 

187 

and does not have a fixed location. However, an appropriate location is 
needed as the video is on during the interview. 

Online interviews are commonly conducted these days as they are very 
convenient in case of candidates who are spread in different parts of the 
country or the world. Even though online interviews do not include the 
physical presence of the interviewer and the interviewee yet it is essential 
that both the parties prepare well for the interview.  

The interviewer must be ready with his / her questions and must follow a 
proper process while conducting the interview and the interviewee must 
give his/her best while answering the questions. Physical preparation in 
terms of formal appearance and confident posture also matters in case of 
an online interview as both the parties are visible through a video 
connection. 

Let us now understand the dos and don’ts of an online interview. 

The preparations made for an online interview are similar to that of a 
face-to-face interview when it comes to the mental preparations; 
however, in case of the physical preparations some additional aspects 
have to be considered and planned in comparison to a face-to-face 
interview. The following things should be arranged for the online 
interview: 

Pre-Interview 

● A laptop/ personal computer  

● A strong internet connection 

● A webcam of a computer 

● A proper room to sit for the interview, preferably with a table, chair 
and a plain background. 

During the interview 

● Be formally dressed 

● Sit on a chair in a comfortable manner ensuring that your back is 
erect. 

● Adjust the camera angle to ensure that your face and your upper body 
is visible. Ideally your upper body and hands should be visible so that 
you can show your hand gestures while talking. 

● Keep a pen and a notepad handy in case you need to note down some 
details during the interview. 

● Even though it is an online interview, one must be ready before time 
and must prepare in the same manner in which one would in case of a 
face-to-face interview. It is essential to be dressed well and to appear 
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neat. Eye contact, smile and gestures are visible and so one must be 
careful about that too. 

7.5.3 Telephonic Interview 

An interview which is conducted via a phone call is called a telephonic 
interview. In such an interview both the parties are not visible to one 
another. Due to the absence of physical presence, there is a high 
possibility of miscommunication and confusion and so it is essential that 
one prepares well for such an interview too.  

In case of a telephonic interview as only the voice of the candidate is 
audible, it is essential to talk clearly and confidently. Ensure that you do 
not speak too fast or too slow. Take proper pauses in between as and 
when needed and also ensure that there is no background sound. 

Now as we are familiar with the three forms in which interviews can be 
taken, it will be easier to prepare for it and have a successful experience. 
Remember, practice and preparation is the key to do your best in an 
interview. Freshers often get worried about an interview and it is 
generally a fear similar to an exam fear which gets them worried.  One 
must know that an interview is just a formal meeting and one will be able 
to perform well only if one prepares well and if at all in spite of the 
preparations an interview does not go well then that will definitely count 
as an experience. Remember, there is always room for improvement 
through experiences and no experience ever goes in vain. 

7.6 COMMUNICATION 

Communication is the process of exchanging information between two or 
more people. This communication can be done in both a verbal and a 
non-verbal manner. Verbal communication is the communication that is 
done with the help of words and non-verbal communication is the one 
that is done with the help of body language, gestures, postures, symbols, 
signals, signs, colours etc. A combination of verbal and non-verbal 
communication often helps in communicating in the most effective 
manner. 

Job interviews are a form of communication too, as it involves 
communication between two parties regarding a job vacancy. It is 
important to ensure that the right combination of verbal and non-verbal 
communication is followed during an interview process. 

 7.6.1 Verbal Communication 

Verbal communication involves usage of words, it includes 
communication by speaking and writing. While communicating by 
speaking and writing, it is important to use the right set of words. 
Whether we are talking or we are drafting a letter or an email, we must 
communicate appropriately. Let us take a look at the things to be careful 
with while communicating orally or in a written form. 
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7.6.1.1 Oral Communication 

Style of talking 

Tone 

The tone in which you talk can determine the impact of your speech. The 
tone of one’s speech can be casual, serious, humorous, sad, sarcastic etc. 
It is important to understand the nature of the conversation and then 
decide the tone in which one is expected to speak. 

Pitch 

Pitch refers to the highness or lowness of the tone in which one talks. 
When a person is talking in a crowded market the pitch has to be high vis 
`a vis when a person is talking in a hospital or a conference room where 
the situation is serious. 

Words 

The choice of words used while conversing makes a huge difference in 
the impression that one creates. Using the right words at the right time as 
per the situation and the people involved in the conversation is important 
to communicate effectively. 

Speed 

The speed at which one speaks has to be consistent with the nature of the 
conversation, number of people involved and the age or level of the 
listener. For example, if it is an urgent matter, one can speak fast. On the 
other hand, if too many people are listening to one person talking then it 
is important to speak slowly so that everyone gets the time to 
comprehend and respond accordingly if needed. The age of the listener 
also determines the speed at which one talks. While talking to children it 
is really important to speak slowly, repeat words and emphasize on 
certain words which may be needed whereas the same may not apply 
while talking to grown-ups. 

Accent 

The style in which one talks, which is often influenced by one’s mother 
tongue, is called the accent of a person’s speech. It is important to 
understand one’s own accent and analyze if the listener is able to 
understand the accent in which one is talking to avoid miscommunication 

7.6.1.2 Written Communication 

Language 

The language in which one communicates has to be the one which the 
receiver of the message can understand. In corporate communication, 
especially in the case of an interview, all communication done in a 
written form is generally expected to be in English and so it is essential 
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to know how to communicate effectively in English keeping the rules of 
grammar as well as the standards of formalism in mind. 

Formalism 

Communicating in the corporate sector demands the use of formal 
language which one may not use in his/her everyday life while 
communicating. The language that we use to communicate with our 
friends and family is way too different in comparison with the one that is 
expected at a workplace. Formal communication involves talking with 
courtesy and clarity with the terminologies used in the corporate sector. 

Clarity 

While communicating information which includes dates, figures, names 
or any form of data, clarity is the key to effective communication. One 
should avoid giving approximate or tentative figures to the extent 
possible and give exact numbers. 

Conciseness 

Written communication can be very confusing if one writes in a lengthy 
and winding manner. Corporate communication has to be short and to the 
point so that the receiver of the message can understand the message in 
the shortest and easiest manner. Keep the messages short and clear. 

Connectivity 

While discussing lengthy matters or while mentioning multiple matters 
on one email, it is often challenging for the receiver of the message to 
comprehend the multiple pieces of information that has been shared. It is 
essential to break the content into paragraphs or divide it into points. As 
and when possible, a connection to the previous point should be made 
and clear introduction and conclusion should be written to ensure clarity. 

Completeness 

Although it is preferred that corporate communication should be short 
and clear yet it should not be incomplete. All the information or points 
that are relevant and required must be stated clearly. 

Courtesy 

In written communication, showing courtesy means following 
mannerisms and being considerate towards the receiver of the message. 
Formal communication must always be courteous as there is no room for 
one’s personal emotions and feelings in such communication. 

7.6.2 Non-Verbal Communication 

Communication is a combination of both verbal and non-verbal elements. 
Most of the time, our body language conveys our ideas, thoughts, 
opinions and perspectives more strongly than our words itself. Our body 
language is the most evident aspect of our communication to the receiver 
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of our message. The manner in which we stand, the posture of our back, 
our eye contact, facial expressions, hand gestures and such elements of 
body language speak volumes about our communication with the other 
person. 

 Let us understand the right ways of communicating through our non- 
verbals. 

Body Language  

Eye Contact 

While talking to a person, one must look into the eye of the person yet 
not in such a manner that it appears that you are staring at the person. 
Though maintaining a steady eye contact is a positive non-verbal sign, 
constantly looking into someone’s eyes with a bold look can be 
considered offensive or even as intruding into one’s privacy. On the other 
hand, not maintaining eye contact may indicate that you are under-
confident, at fault or are hiding something from the person you are 
talking to. 

Facial Expressions 

Our expressions often give away our emotions easily. As we grow up, we 
learn to control our expressions in comparison to when we were children 
and would clearly express whatever we felt through our expressions. Our 
expressions are a very important aspect of non-verbal communication as 
any person talking to us would most definitely look at our face and the 
expression, we give is what they believe we feel. An expression of 
excitement, anger, dissatisfaction, frustration, disagreement, joy is easily 
identified by people and so we must keep our expressions consistent with 
our speech.  

The human mind often wanders easily and gets distracted too soon. 
Therefore, while you are in a long meeting, conference or seminar though 
you are sitting at the venue of the event, your mind may be elsewhere. 
You could be thinking about a million other things and could have 
absolutely no idea as to what is really happening at the event where you 
are currently seated. At such moments, your expressions may give away 
your real emotions and mood and so you may fall in trouble. Therefore, 
always be aware of your expressions and ensure that your expressions 
support your words and are not contradicting. A good practice of 
understanding your own expressions is recording yourself while 
practicing to talk at home. This will help you to know the various 
expressions that you give while communicating with others. 

Gestures  

The manner in which we communicate with our hands, arms and 
shoulders is known as gestures. We have some common hand gestures 
that are used in our daily life, for example, a thumbs up, a show of hand, 
raising a hand, crossing one's arms, placing your hand on your hips, 
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casually placing your hands behind, placing your hands on the side etc. 
Each of these indicate something or the other and are ways of 
communicating in the society. Thus, we must ensure that while 
communicating in the corporate world, our hand gestures are in 
alignment with our speech and are not considered casual or confusing to 
anyone. 

Postures 

The manner in which we stand and the alignment of our  back, shoulders 
and legs is considered as a posture. Some people often stand with their 
weight on only one leg, while others may stand with their back slumping 
and bent, while some stand with their shoulders drooping inwards. Each 
of these postures are signs of under confidence, boredom, frustration or 
tiredness and are definitely not going to make a good impression of you 
wherever you go. Therefore, ensure that you stand with your back erect, 
your shoulders spread broadly and your hands are placed comfortably on 
your sides. 

Clothing 

We know that most of the products that we end up buying are due to their 
attractive, interesting or unusual packaging. No one wants to buy a 
product which is untidily packed or has a terrible colour combination or 
overlapping text on it. Similarly, when we communicate with others, we 
must ensure that we are well dressed. Now being well dressed does not 
mean wearing clothes of famous brands or wearing new clothes. Dressing 
well means dressing neatly with well ironed clothes and avoiding colours 
and designs that are too bright. One must understand that the dress code 
at work is quite different from the dress code in an informal set up- like a 
party or a celebration. It is best to avoid loud colours, patterns and prints 
that are too bright and eye-catchy at a formal set up. In India, both Indian 
and western formal attire is accepted. 

7.7 COMMON MISTAKES MADE IN INTERVIEWS 

Now as we know that an interview is a very important process for both 
an organization as well as a job applicant. Here are some common 
mistakes that one needs to keep in mind while preparing and appearing 
for an interview. 

Don’t go under prepared 

Preparation is the key to achieving success. An interview is nothing less 
of an exam that one has to prepare for. Putting effort into preparing for an 
interview will definitely ensure a better outcome for any candidate. 

Don’t be overconfident 

While confidence is a good way of impressing the interviewer and 
convincing him/ her that you are a good fit for the job, overconfidence is 
just the opposite. An interviewer will never appreciate an overconfident 
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candidate as such people are too full of themselves to learn and grow in 
an organization. All companies look for dynamic and flexible employees 
who are willing to learn and grow. 

Don’t over-commit 

As much as it is important to make the interviewer realize your worth and 
capability, over-committing is never a good idea. You may commit of 
things and skills that you do not know and showcase skills that you do 
not possess which will put you in a difficult situation after joining the 
company. Therefore, one must always be honest of things he/she does not 
know and communicate that you are willing to learn and grow with the 
company with efforts. 

Don’t assume  

Often candidates fail to ask questions to the interviewer regarding the job 
as they are too eager to get the job. This leads to some assumptions 
regarding the job role which can be problematic later. It is advisable to 
ask your questions regarding the job that you will take up so that it does 
not lead to miscommunication or regret later. 

Don’t be stressed 

An interview is an important process that leads one to his/ her dream job. 
However, to do well in an interview, it is very important that a person is 
calm and composed. An anxious and afraid person cannot give his/ her 
best and achieve the goal of getting a dream job. Therefore, one must 
remember that an interview is a common process and getting hired for a 
job in the first go is not the only way of reaching your goal. Try your best 
and consider an interview as a learning experience. 

7.8 TYPES OF INTERVIEWS 

Interviews can be conducted for various purposes and the purpose that it 
fulfills determines the type of the interview. 

1. Appraisal Interview 

An appraisal interview is conducted for appraising an employee and 
checking his/ her performance at work.  

2. Under Stress Interview 

An interview that is conducted to test the skills of an employee in 
handling stressful and difficult situations. Such an interview can be 
conducted for both a candidate as well as an existing employee. 

3. Grievance Interview 

An interview that is conducted to understand the problems faced by 
employees in the course of their work. 
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4. Exit Interview  

An exit interview is conducted right before an employee leaves the 
organization. This is done to understand the reason for an employee’s 
resignation from the job. 

5. Clinical Interview 

A clinical interview is conducted to understand the mental and physical 
state of an existing employee or of a candidate who is likely to join the 
organization. 

6. Group Interview  

In a group interview, a group of candidates is interviewed simultaneously 
in the form of a group discussion. 

7. Panel Interview 

An interview conducted by more than two interviewers is called a panel 
interview. In such a case, one candidate is interviewed by more than two 
interviewers. 

7.9 SUMMARY 

● An interview is a conversation between two parties for achieving a 
specific objective. 

● A job interview is a process conducted by an organization to recruit a 
person for a specific job. 

● Preparations need to be done by the interviewer as well as the 
interviewee for a successful interview. 

● An interviewee has to do both physical and mental preparations for 
an interview. 

● Different types of interviews fulfill different needs of an 
organization. 

 
 


 


