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EFFECTIVE COMMUNICATION
Objectives:
· To develop effective communication skills that enable the candidates to express, speak effectively, interpersonally and in large or small groups
· To develop awareness about the communication process

· To develop effective writing skills, enabling the candidates to write clear, concise, and audience-centered business documents
· To develop effective listening skills that would enable the candidates to comprehend instructions and become an active listener
Communication

“It is a two way process of exchanging information and ideas from the sender to the receiver with the message being understood as intended by the sender”
                                                                    OR 

“Any act by which one person gives to or receives from another person, information about that person's needs, desires, perceptions, knowledge, or affective states”
Communication Process
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Sender- The communicator or sender is the person who is sending  the message. There are two factors that will determine how effective the communicator will be. The first factor is the communicator’s attitude.It must be positive. The second factor is the communicator’s selection of meaningful symbols, or selecting the right symbols depending on your audience and the right environment. 
Message - A communication in writing, in speech, or by signals
Channel - Messages are conveyed through channels, with verbal including face-to-face meetings, telephone and videoconferencing; and written including letters, emails, memos and reports. 

Receiver- The receiver is simply the person receiving the message, making sense of it, or understanding and translating it into meaning
Feedback- Feedback is that reaction which can be a verbal or nonverbal reaction or response. It’s the feedback that allows the communicator to adjust his message and be more effective. Without feedback, there would be no way of knowing if meaning had been shared or if understanding had taken place

Three Aspects of communication

1. Communication as ACTION: the transmission of information from one person to another through the use of symbols and their accompanying meaning.

2. Communication as INTERACTION: the exchange of information between two (or more) individuals through the symbols and their accompanying meaning

3. Communication as MEANING CONSTRUCTION: the process by which two or more individuals arrive at ostensibly shared (or common) meanings or understandings for symbolic actions.

Types of Communication

The purpose of communication is to get the message across to others. This is a process that involves both the sender of the message and the receiver. By successfully getting your message across, you convey your thoughts and ideas effectively. These thoughts and the ideas can be conveyed either by speaking to the other person or by writing it or by explaining through signs and symbols. So, broadly speaking there are three types of communication

1. Verbal

2. Non-verbal
3. Written 
Verbal Communication- Communication done by way of speaking or by exchange of words is called verbal communication.
Non-verbal communication- Conveying ideas or thoughts through signs, symbols, gestures or facial expressions are called non-verbal communication.

Written Communication- Conveying facts, ideas or thoughts in writing is called written communication. For example: letters, articles, notices and e-mails etc. 

Characteristics of Communication

1. Communication is Inevitable (unavoidable)

2. Communication Operates at Two Levels (content and relational)
3. Communication is Irreversible
4. Communication is a Process
5. Communication is not a (panacea) Cure-all (a remedy for all ills)
6. In Communication Everything Effects Everything Else    
Barriers of communication  
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Have you ever been talking to some one and they misunderstood what you were saying? Or have you ever faced a situation of miscommunication?
Why do you think that happens?
This happens because of barriers in communication process. Anything which blocks the meaning of a communication is a barrier to communication. Barriers keep us from understanding other‘s ideas and thoughts. Barriers can appear at any point of communication loop.
There are two types of barriers
Internal barriers- fatigue, poor listening skills, attitude towards the sender or the information, lack of interest in the message, fear, mistrust, past experiences, and emotions. Here is a list of or reasons why we sometimes find it difficult to take the risk and communicate our true attitudes and feelings to one another.

1. Fear of exposing my/our deep feelings and my/our weaknesses

2. Fear that the other person will not understand my feelings

3. Fear that the listener may hurt me by blaming me or putting me down

4. Fear of appearing less in the listener’s eyes

5. Fear of not being taken seriously

6. Fear of negative feedback from my partner or a fear of potential conflict

7. Fear of appearing self-centered

8. Fear that listener will not be able to cope with such disclosures or that I will not be able to cope with listener’s reactions

External Barriers- noise distractions, e-mail not working, bad phone connections, time of day, jargons, environment etc.
1. The choice of right channel helps the receiver understand the nature and importance of a   

       message
2. An effective communication takes place in the presence of common language between the 
      speaker and the receiver
3.   Physical things that get in the way communication. For example: telephone, noise,        

      Uncomfortable meeting place   etc. 
4.  Jargons
How to overcome the barriers? 
For the sender
· Be clear about the message to be sent

· Be precise and to the point

· Do not be verbose

· Use a language understandable  to the receiver

· Write the message if required

· Request a feedback to ensure receipt of message

For the receiver

· Be attentive

· Concentrate on the message

· Ask for clarifications wherever required

· Listen objectively

· Listen for body language

· Make notes if required

Effective Communication
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Communication is not only conveying or sharing our ideas, thoughts or feelings, however it’s about having those ideas, thoughts, and feelings understood by the people we are talking with. So communication has to be effective which also involves feedback. As without feedback, there would be no way of knowing if meaning has been shared or if understanding has taken place. 
The ability to speak clearly and concisely, and to convey information or articulate an opinion is essential for every job. Communication is reflection of our professionalism, our intellect, our preparedness, and our character. Communication is not an isolated series of only one skill. It involves several other skills. The ability to effectively communicate is a critical skills and it involves the following skills:

A. Language skills

B. Writing Skills

C. Listening Skills

D. Soft skills 
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 NOTES                                                                                 
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

 Verbal Communication:  Language Skills                         
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Subject/Verb Agreement 
Basic principle: Singular subject need singular verbs; plural subjects need plural verbs.

Rule 1. The indefinite pronoun anyone, everyone, someone, no one, nobody, each are always singular and, therefore, require singular verbs.

· Everybody has done his or her work

· Somebody has left her purse 

Some indefinite pronouns — such as all, some — are singular or plural depending on what they're referring to. (Is the thing referred to countable or not?) Be careful choosing a verb to accompany such pronouns.
· Some of the beads are missing
· Some of the water is gone
Rule 2.  Phrases such as together with, as well as, and along with are not the same as and. The phrase introduced by as well as or along with will modify the earlier word, but it does not compound the subjects.
· The mayor as well as his brothers is going to prison 

· The mayor and his brothers are going to jail
Rule 3. The pronouns neither and either are singular and require singular verbs even though they seem to be referring, in a sense, to two things. 

· Neither of the two traffic lights is working. 

· Which shirt do you want for Christmas?
        Either is fine with me
However in case of interrogative sentences neither and either take a plural verb.

· Have either of you two clowns read the assignment?

· Are either of you taking this seriously?

Rule 4. When nor or or is used the subject closer to the verb determines the number of the verb.
· Either my father or my brothers are going to sell the house
· Are either my brothers or my father responsible? 

· Is either my father or my brothers responsible?
Rule 5. Sometimes nouns take weird forms and can fool us into thinking they're plural when they're really singular and vice-versa. Words such as glasses, pants, pliers, and scissors are regarded as plural (and require plural verbs) unless they're preceded the phrase pair of (in which case the word pair becomes the subject).
· My glasses were on the bed
· My pants were torn
· A pair of plaid trousers is in the closet

Rule 6. Fractional expressions such as half of, a part of, a percentage of, a majority of are sometimes singular and sometimes plural, depending on the meaning.

· Some of the voters are still angry. 

· A large percentage of the older population is voting against her. 

· Half of the team is with her.

· Two-fifths of the troops were lost in the battle

Rule 7. If your sentence compounds a positive and a negative subject and one is plural, the other singular, the verb should agree with the positive subject.
· The department members but not the chair has decided not to teach on Valentine’s                       Day. 

· It is not the faculty members but the president who decides this issue.
· It was the speaker, not his ideas, that has provoked the students to riot
Exercise
1. Either the physicians in this hospital or the chief administrator ____ going to have to make a decision. (Is, are)

2. ______ my boss or my sisters in the union going to win this grievance? (Is, are)

3. Some of the votes __________ to have been miscounted. (Seem, seems) 

4. The tornadoes that tear through this county every spring _____ more than just a nuisance. (Are, is)

5. Everyone selected to serve on this jury _____ to be willing to give up a lot of time. (Has, have)

6. Kara Wolters, together with her teammates, _________ a formidable opponent on the Basketball court. (Present, presents) 

7. He seems to forget that there __________ things to be done before he can graduate. (Are, is) 

8. Some of the grain __________ to be contaminated. (Appear, appears) 

9. The International Club, as well as the Choral Society and the Rowing Club, __________ to s    submit a new constitution. (Need, needs) 
10. Most of the milk _____ gone bad. Six gallons of milk _______ still in the refrigerator. (Has …. Are, have …. Is) 
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Articles 
The three articles – a, an, the - are a kind adjective.  The is called the definite article because it usually precedes a specific or previously mentioned noun; a and an are called indefinite articles because they are used to refer to something in a less specific manner.

“A” – is used with indefinite singular nouns starting with a consonant or a consonant sound. 
Example: Anita needs a pen. 

“An” – is used with indefinite singular nouns starting with a vowel or a vowel sound.
 Example: Anita needs an apple.

“The” – is used before singular and plural nouns when the noun is particular or specific.
   Example: Anita needs the pen which is kept on her table. 

“The” is also used before the names of the rivers, mountains, islands, continents and    

  oceans.
  Example: The Yamuna, the Everest, the Lakshadweep, the Pacific Ocean.

  However it is not used before names and the countries. Also, it must be remembered   

  that the use of article does not depend on noun but also on the sounds.

  Example: yesterday I met a European.

                  It’s a universal truth. 

EXERCISE
Insert the articles “a”, “an”, and “the” in the following paragraph:
horse knows when he is going to race. How does he know? His breakfast was scanty.(he is angry about that.) he does not have saddle on his back. He is being led, not ridden, to grandstand. He is led under grandstand into unusual special stall. Horse is nervous. Sometimes he does not know what to do when starting gate flies open and track is before him. During race, when he sees another horse just ahead of him, he will try to pas him. Sometimes jockey holds him back to save his energy for last stretch. Eventually horse gets to run as fast as he can. Exercise boy, watching owner’s favorite jockey riding horse he has exercised day after day says nothing. Secretly, he is planning for day when he will be jockey himself, and his horse will be first to cross finishing line. 
________________________________________________________________________________________________________________________________________________________________
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Preposition

A preposition denotes the position that one person or thing occupies in relation to the other
List of Some Common Prepositions
Simple Preposition                                      Phrase Prepositions

	about
above
across
after
against
around
at
before
behind
below
beneath
beside
besides
between
beyond
	by
down
during
except
for
from
in
inside
into
like
near
of
off
on
out
	outside
over
since
through
throughout
till
to
toward
under
until
up
upon
with
without
	according to
because of
by way of
in addition to
in front of
in place of
in regard to
in spite of
instead of
on account of
out 


Preposition of Time: at, on and in
· The train is due at 12:15 p.m
· My brother is coming on Monday
· He started the job in 1971.
Prepositions of Place: at, on, and in
· She lives at 55 Riverdale Road in Durham.
· She lives in Durham
· She lives at 55 River dale Road

Prepositions of Movement: to and No Preposition
· They were driving fast to reach early
· We’re moving towards the right
· She went outside ( no preposition)
Prepositions of Time: for and since
· He held his breath for seven minutes
· She's been sitting in the waiting room since two-thirty.
EXERCISE

1. I bought this hat______________fifty pence

2. He hasn’t been here____________Monday.

3. You can cut the apple_____two_______this knife

4. My home is ___London, but I was born ____Lynton a small village___Devinshire.

5. There’s no bus; we’ll have to go________foot

6. Hold it carefully______your thumb & first finger.

7. As he was coming____me,he threw some oranges______the fence ____ his way _____the garden

8. We walked____the main road, turned left _________the railway station, went as far as the third turning_______the right.

9. Read______line 10___line 20____page 7.

10. A girl______blue eyes has just gone____the door.

Non Verbal communication
Non-verbal communication consists of all the messages other than words that are used in communication. These symbolic messages are transferred by means of body posture, body gestures, and facial expressions, which all together are called Body language.

Body Language

Body language is the person’s expressions, behavior, body movement etc through which you can judge a person.

Body language consists of signs and symbols we send out by the small movements we make with our eyes, face and the way we sit, stand and move.
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A recent study tells us that non verbal signals play a large part of any communication between people. But exactly how much?
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According to the 10-40-50 principle, 10 % of the impression or impact comes from what we actually say, 40% comes form the way how we say it and the major par i.e. 50% coming from our body language.

                         Examples of Body Language

	NONVERBAL BEHAVIOR
	INTERPRETATION

	Brisk, erect walk
	Confidence

	Standing with hands on hips
	Readiness, aggression

	Sitting with legs crossed, foot kicking slightly
	Boredom

	Sitting, legs apart
	Open, relaxed

	Arms crossed on chest
	Defensiveness

	Touching, slightly rubbing nose
	Rejection, doubt, lying

	Rubbing the eye
	Doubt, disbelief

	Hands clasped behind back
	Anger, frustration, apprehension

	Locked ankles
	Apprehension

	Rubbing hands
	Anticipation

	Sitting with hands clasped behind head, legs crossed
	Confidence, superiority

	Open palm
	Sincerity, openness, innocence

	Tapping or drumming fingers
	Impatience

	Patting/fondling hair
	Lack of self-confidence; insecurity

	Tilted head
	Interest

	Stroking chin
	Trying to make a decision

	Looking down, face turned away
	Disbelief

	Biting nails
	Insecurity, nervousness


Top Ten Body Language Tips
· Eye Contact

Eye contact is one of the most important aspects of dealing with others, especially people we've just met. Maintaining good eye contact shows respect and interest in what they have to say.
· Posture

Posture is the next thing to master, get your posture right and you'll automatically start feeling better, as it makes you feel good almost instantly. Next time you notice you're feeling a bit down, take a look at how your standing or sitting. Chances are you'll be slouched over with your shoulders drooping down and inward. This collapses the chest and inhibits good breathing, which in turn can help make you feel nervous or uncomfortable.
· Head position 
Head position is a great one to play around with, with yourself and others. When you want to feel confident and self assured keep your head level both horizontally and vertically. You can also use this straight head position when you want to be authoritative and what you're saying to be taken seriously. Conversely, when you want to be friendly and in the listening, receptive mode, tilt your head just a little to one side or other.
· Arms 
They give away the clues as to how open and receptive we are to everyone we meet and interact with, so keep your arms out to the side of your body or behind your back. In general terms the more outgoing you are as a person, the more you tend to use your arms with big movements. The quieter you are the less you move your arms away from your body. So, try to strike a natural balance and keep your arm movement’s midway. When you want to come across in the best possible light, crossing the arms is a no, no in front of others.
· Legs

Legs are the furthest point away from the brain; consequently they're the hardest bits of our bodies to consciously control. They tend move around a lot more than normal when we are nervous, stressed or being deceptive. So best to keep them as still as possible in most situations, especially at interviews or work meetings
· Body Angle

Angle of the body in relation to others gives an indication of our attitudes and feelings towards them. We angle toward people we find attractive, friendly and interesting and angle ourselves away from those we don't, it's that simple! Angles includes leaning in or away from people, as we often just tilt from the pelvis and lean sideways to someone to share a bit of conversation.
· Hand Gestures

Hand gestures are so numerous it's hard to give a brief guide but here goes. Palms slightly up and outward is seen as open and friendly. Palm down gestures are generally seen as dominant, emphasizing and possibly aggressive, especially when there is no movement or bending between the wrist and the forearm. This palm up, palm down is very important when it comes to handshaking and where appropriate we suggest you always offer a handshake upright and vertical, which should convey equality.
· Distance

Distance from others is crucial if you want to give off the right signals. Stand too close and you'll be marked as "Pushy" or "In your face". Stand or sit too far away and you'll be "Keeping your distance" or "Stand offish". 

· Ears
Yes your ears play a vital role in communication with others, even though general terms most people can't move them much, if at all. However, you've got two ears and only one mouth, so try to use them in that order. If you listen twice as much as you talk you come across as a good communicator who knows how to strike up a balanced a conversation without being me, me, me or the wallflower.

· Mouth

Mouth movements can give away all sorts of clues. We purse our lips and sometimes twist them to the side when we're thinking. Another occasion we might use this movement is to hold back an angry comment we don't wish to reveal. Nevertheless, it will probably be spotted by other people and although they may not know the comment, they will get a feeling you were not to please. There are also different types of smiles and each gives off a corresponding feeling to its recipient
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The ability to convey your message in writing using proper grammar is a basic requisite for nearly every job. Once you have control of grammar, you can work to enhance your style. However, written communication as compared to oral communication is at a disadvantage because of the absence of non-verbal gestures, voice variation and physical expressions. This is why the importance of clarity and accuracy of the content of our written message becomes all the more critical. 

Written Communication can be in the form of:

1. Letters

2. E-mails

3. Notices
4. In-house Magazines 

Steps to ensure effective written communication
Plan
Like nearly any activity, written communication too requires a plan and a structure.  

Certain things must be clearly ascertained like

· Sender: From whom is the communication starting?

· Receiver: Who is the end receiver/audience of the written

      communication?

· Purpose: Why are we making the communication? 

· What is the expected outcome: what do you expect the receiver to do?

Follow KISS rule

The Structure of the content of the message must be Brief: Brevity and simplicity avoids any confusion in understanding the message. The content must be:
· Short Sentences
· Simple usable words
· Facts and Figures
· Suit it to the audience
· Request feedback
Write It

Once we have done the above, we could proceed to actually writing our communication on paper, bearing a few things in mind.

· Double spacing to improve readability, as used on this page
· Use of paragraph to make the communication more logical and understandable
· Neat, uniform handwriting, in case it is not typed or printed
· Avoid jargon, acronyms, technical terms unless essential

Writing business e-mails                                
Understanding Email and e-mail template
E mail Address                   Definition 

To                                       This option is used for the primary recipient of the message.

Cc                                        Means carbon copy. This option is used when you want to 
                                            send a copy of the message to someone.    

Bcc                                       Means blank/ blind carbon copy. If you want to send a copy of                

                                             the message to someone without the original recipient’s 
                                             knowledge.  

Subject

A good subject description makes the person to whom you’re sending aware of the nature of your message. So, always remember to add the subject and keep the subject line short and relevant, and not vague   
E mail Template 
When formatting the structure for e-mails, there are six basic parts required in every email.

· Opening salutation: It means a polite expression of greeting, used to begin a letter or an email. For example: “Dear Sir/Madam! In opening salutation “Mr. or Ms” are used either with the full name or with the last name, as  “Hello Mr. Mehra” and not “hello Mr Amit”

· Opening Line: Opening line in a business letter or e mail is used to

· to inform the recipient about the reason of writing

· to make reference to previous correspondence.
· to acknowledge the previous mail

· to inform how you found the recipient’s name and address

Some good opening lines:
 With reference to your letter of 8 June, I ...

 I am writing to enquire about... 
 After having seen your advertisement in ..., I would like... 
  Thank you for your letter regarding... 
Thank you for your letter/e-mail about... 
· Body of the email: It is usually placed in the middle of the text. It conveys the message and it consists of two or more paragraphs, according to the content. The first word always begins with capital letter. For each new point to be stressed, a new paragraph is started. It states the facts, develops the most important points in logical sequence and gives further information or details on the subject matter.
· Closing Line: It concludes a letter, states what the writer wants to obtain from the recipient (a telephone call, quick reply, a piece of information etc), thanks the recipient for the attention. It also refers to future action, encourages him/her to establish future relationship and to offer assistance to clarify further questions or concerns.
Some good closing lines

I look forward to your reply

I look forward to hearing from you
Please advice as necessary
We look forward to a successful working relationship in the future
Should you need any further information, please do not hesitate to contact me 

I would appreciate your immediate attention to this matter
· Closing Salutation: It is a polite way to bring a letter to a close and it must always be in agreement with the opening salutation.

            When the recipient's name is unknown to you: 
            Dear Sir ... Yours faithfully 

           When you know the recipient's name: 
           Dear Mr Hanson ... Yours sincerely 

           Dear Ms Hanson ... Yours sincerely
           When addressing a good friend or colleague:
  Dear Jack ... Best wishes/Best regards 

 
 Addressing whole departments: 

 Dear Sirs ... Yours faithfully 

· Signature: The person who is responsible for the letter always must add the signatures, followed by designation, company name, contact number, email address and the website address of the company.
Points to Remember while writing emails:
General

· Try to keep the email brief

· Check for punctuation, spelling and grammatical errors

· Use caps when appropriate

· Format the email for plain text rather than HTML

· Use “Arial 8-10” font for professional look

· Try to keep the length of the line at 80 characters or 60 in case message is likely to be forwarded.

· When you are writing directions or want to emphasize something important bullet your main points

· Avoid sending emails to more than four addresses at once. Instead, create a 

      mailing list so that readers do not have to scroll too much before getting to the 

      actual message
· When you are sending an attachment tell your respondent what the name of the file is, what program it is saved in, and the version of the program
Writing Complaint

· Show why it is critical for the problem to be resolved by your reader
· Offer suggestions on ways you think it can be resolved or how you are willing to help in the matter
· Avoid blaming statements

Responding to Complaints

· Empathize with the sender’s frustration and tell them they are right if that is true

· Explain what led to the problem in question

· Avoid getting bogged down by details and minor arguments

· Apologize if necessary

Writing business letters
A Business letter is a permanent record for the business. It can be used for future correspondence, to increase the business by sending letters to the various parties, to collect dues from the customer, to address customer’s complaints and concerns etc.

FULL BLOCK FORMAT 
This is the most modern of the formats and the one most widely used; its clean direct look lends itself well to technical communication, and its simple vertical format tends to reduce the error rate since you simply do not have to be concerned about horizontal spacing to indicate new paragraphs. 
General guidelines

1. The heading includes the date the letter is written. If you do not use letterhead stationery, you need to include your address over the date
2. The address above the salutation is the letter recipient's full address. This address should match the address on the envelope
3. The salutation is the line that begins "Dear..." Use Mr. for men and Ms. for women. Try to obtain a name to whom you can address your letter. If you cannot obtain a name, you should use "To Whom It May Concern" as a salutation. You can also include an attention line two spaces down from the recipient's address as well as a subject line (if necessary)
4. The body of your letter contains the text of your message 

5. The complimentary close should appear two lines below the last line of the body, at the left margin. Capitalize only the first letter of the first word and always end the line with a comma. You can use a variety of closures including Yours truly, Sincerely, Sincerely yours, Best regards or Best wishes

6. Your signature should be in blue or black ink. Allow four vertical spaces for your signature 

7. The identification line contains your typed name, and, if you have one, your title. Depending on the purpose of the letter, you can position your phone number or social security number in place of your title
8. Enclosures or distribution of the letter is placed two vertical spaces below the identification line
 ALTERNATE BLOCK FORMAT 

The only difference between the alternate block and the full block is that the alternate block has a subject line. The subject line can save time for the receiver by informing her/him of the purpose of the letter. The subject line is situated between the recipient's address and the opening salutation. Skip two vertical lines down from the address and skip another two vertical lines before the salutation. 

MEMO FORM 
Memos are mainly used for inter-office, institutional or organizational communication; however, increasingly, the memo letter format is being used for formal, external communications as well as in informal, internal communications. If the memo is used for inter-office purposes, leave out the "Dear" salutation and the "Yours truly" complimentary closure, and initial the memo to the right of your name. 

Points to remember while writing letters
· Whether writing a letter of complaint, introduction, or proposition - you must keep it brief
· If your letter can't be read and understood in less than 20 seconds it has limited chances of success. It used to be 30 - this time limit gets shorter every year
· If you are proposing something you must identify the main issue and make that the sole focus. Introducing other points will distract and confuse
· Use short sentences. More than fifteen words in a sentence reduce the clarity of the meaning. After drafting your communication, seek out commas and 'and's, and replace with full stops.

· Write as you would speak - but ensure it's grammatically correct
· Avoid jargon, acronyms, technical terms unless essential
· Don't use capital letters - even for headings. Words formed of capital letters are difficult to read because there are no word-shapes, just blocks of text. (We read quickly by seeing word shapes, not the individual letters.)

· Black text on a white background is the easiest color combination to read. Definitely avoid colored backgrounds, and black
· Avoid background graphics or pictures behind the text
· In letters, position your main heading between two-thirds and three-quarters up the page

· This is where the eye is naturally drawn first
· Use left-justified text as it's easiest to read
Writing Reports 

Report has been defined as a document in which a given problem is examined for the purpose of conveying information, reporting, findings, putting forward ideas and sometimes, making recommdations.Ut is an account or a statement which describes an opinion, situation etc which is the outcome of observation. Reports are very important for providing information, planning and control, decision making and performance evaluation.

Points to remember while making reports
Typical structure: 

· Title, author, date 

· Contents 

· Introduction and Terms of Reference (or aims/scope for report) 

· Executive Summary 

· Background/history/situation
· Implications/issues/opportunities/threats
· Options with implications 

· Recommendations and actions with values and costs 

· Appendices 
General Guidelines
· Map out your structure before you begin researching and writing your report
· Ensure the purpose, aims and scope of the report is clearly explained in your terms of reference
· The executive summary should be very concise, summarizing the main recommendations and findings. Provide interpretation of situations and options. Show the important hard facts and figures. Your recommendations should include implications, with values and costs where applicable. Unless yours is a highly complex study, limit the executive summary to less than two sides of standard business paper
· The body of the report should be divided into logical sections. The content must be very concise. Use hard facts and figures, evidence and justification. Use efficient language - big reports with too many words are not impressive. The best reports are simple and quick to read because the writer has properly interpreted the data and developed viable recommendations
· Do not cram lots of detail, diagrams, figures, evidence, references etc., into the main body of the report. Index and attach these references as appendices at the end of the report

· Where you state figures or evidence you must always identify the source
· Show figures in columns. Try to support important figures with a graph
· If it's appropriate to acknowledge contributors then do so in the introduction or a separate section at the end
Samples of Business letters
EXAMPLE OF FULL BLOCK FORMAT 
     895 North Main Street                   |
     Bowling Green, OH 43402                 |-- HEADING
                                             |     

     February 16, 1994          _____________|
                                _____________
     Ms. Maria Renaldo                      |
     Customer Relations                      |
     Ohio Telephone Company                  |-- ADDRESS
     Columbus, OH 43217         _____________|
                                _____________
     Dear Ms. Renaldo:         _____________|--SALUTATION
  _
 |   I received a collection notice from the Ohio Telephone Company

 |   on February 13, 1994.  The letter states that I owe a past due

 |   balance from the September 16 to October 16 billing period in

 |   1993. However, I am now informing you for the second time that

 I paid that bill on January 1st, 1994.

BODY
 |   On January 15th, I received a call from one of your

 |   Representatives about this matter, and I immediately told him

 |   that approximately two weeks ago I sent a check to your office

 |   for the due amount of $132.57.I am irritated that you have not 
taken care of this matter since I have the canceled check in my    possession, and I am enclosing a copy of it herewith.  

 |   I hope that this will settle the matter once and for all.  

 |_                            _____________    

     Sincerely yours,          _____________|--COMPLIMENTARY CLOSE
                               _____________
                               _____________|--SIGNATURE
                               _____________
     Bill Moritz               _____________|--IDENTIFICATION LINE
     (419) 352-5555            _____________|--TITLE OR PHONE NUMBER
                                    ________
     Encl: copy of canceled check   ________|--ENCLOSURES OR
                                               DISTRIBUTION
EXAMPLE OF ALTERNATE BLOCK FORMAT 

895 North Main Street
      Bowling Green, OH 43402 

February 16, 1994 

      Ms. Maria Renaldo
      Customer Relations
      Ohio Telephone Company
      133 Buckley Street
      Columbus, OH 43217

SUBJECT: Collection notice of February 13, 1994 

Dear Ms. Renaldo: 

(The remainder of the letter is exactly the same as the full block format.) 
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 Listening Skills
 Listening is a neglected skill. While all of us have had instructions in reading, writing and

 speaking, very few of us had any formal instructions in listening.

Recent studies show that we spend 80 percent of our waking hours in some form of communication activity (reading, writing, speaking, and listening) and at least 45 percent of that time is spent in listening.

Importance of Listening:
The ability to listen carefully and understand the speaker's message is key to building relationships and succeeding at work. So, an important aspect of communication is listening, which means paying attention to what the other person is saying. The success of many of our business activities depends on how well we listen.
                           “The spoken words belong half to him who speaks
                                                                       And half to him who listens”

                                                                             By Dr. Ralph C. Nicholas

· We listen at 125 to 250 words a minute. We think at a rate of 1000 to 3000 words a minute.
· Even so, approximately 85 per cent of what we learn, we learn from listening

· 45 per cent of our time is spent in listening

· We are distracted, preoccupied or forgetful 75 percent of the time

· We can usually only recall half of what a person has told us immediately after hearing it. Beyond that, it reduces to 20 percent

Fallacies about Listening
Among the great hindrances to effective listening are the fallacies that people hold about listening. These false ideas often cause people to have inflated opinions of their own listening performance. 
Fallacy#1: Listening Is Not My Problem

Fallacy#2: Listening and Hearing are the Same

Fallacy#3: Good Readers are Good Listeners

Fallacy#4: Smarter People are Better Listeners
Fallacy#5: Listening Skills are Difficult to Learn
Types of listeners

1. The non-listener

At this first level, the listener does not hear others at all. In fact, he does not even make an effort to hear what is being said. He manifests blank stares as well as nervous mannerisms and gestures. He fakes attention while thinking about un -related matters. He is too busy in preparing what to say next. So, primarily concerned with doing most of the speaking. He is typically disliked or “tolerated” by most people”
2. The Marginal Speaker

At this second level, the listener hears the sound and words but not really listening. They postpone problems into the future rather than dealing with them in the present. He is not able to recall or grasp what he has heard. He is easily distracted by their thinking or by outside occurrences
3. The Evaluative Listener

This third level takes somewhat more concentration and attention by the listener than the first two levels. At this level the listener is actively trying to hear what the speaker is saying but isn’t making an effort to understand the speaker’s intent. He tends to be a more logical listener who is more concerned about the content than feelings
This type of listener forms opinions about the speaker’s words even before the message is complete. This obviously leads to risks of not understanding the true meaning of the message
4. The Active Listener

This is far by the highest and most effective level of listening. The active listener does not interrupt. He is always looking for verbal or visual clues that might signify that the other person would like to say something. When one appears, the active listener promptly gives the floor to the other person. He listens for feelings and emotions, as well as words from the speaker. He listens not only to what is said and how it is said, but also is perceptive of what is not being said. Above all he is a skillful questioner
How to become an active listener
A good listener tries
to understand thoroughly
what the other person is saying.
In the end he may disagree sharply, 
but before he disagrees, 
he wants to know exactly what it is…
Kenneth A. Wells

Active, effective listening is a habit, as well as the foundation of effective communication.

Therefore, follow these quick and easy steps to ensure that you not only hear but understand what is being said as well.
· Be Prepared- It involves understanding the complexities of listening, practicing listening to difficult material and doing necessary background study. Reading appropriate material, background papers, and doing research before meetings assists in being ready to listen
· Stop Speaking- Resist the urge to jump in and finish sentences. Clearly, you're a far more effective listener when you're not talking as it is difficult to listen and speak at the same time
· The focus factor- This is the most obvious -- and most broken -- rule when it comes to listening. Be in the moment. Put other thoughts out of your mind. Remove distractions. Good listening means giving the speaker your undivided attention
· Walk a Mile in Someone Else's Shoes- It means empathizing with the other person. Take a moment to stand in their shoes, to look at the situation from their point of view.
· Ask questions- Ask the speaker to clarify, to say more, give an example or explain further. It will help the speaker to speak more precisely and it will help you hear and understand more accurately. Here are some tricks for asking good questions:
1. Ask "how" and "why" questions that requires a certain amount of elaboration     

      as opposed to questions that can be answered with a yes or no.
2. It often helps if you share a little bit of yourself while asking questions.   

      Example: "I have been having a hard time getting productivity out of my 
      workers. How do you suggest I deal with it?" 

3. Ask tough questions, but do it with a smile. You can ask difficult or even   

      awkward questions without being confrontational. When you're asking killer   

      questions, kill them with kindness.
· Be patient – Be patient. Some people take longer to find the right word, to make a point or clarify an issue. Give the speaker time to get it all out before you jump in with your reply. Put the other person at ease. Give him/her space and time. How we look at them, how we stand or sit, makes a huge difference. So relax and let the speaker relax

· Take notes- Do not rely on you memory. While listening it is perfectly acceptable to take notes. However, when taking notes make sure to pay close attention, which includes making periodical eye contact, asking questions and understanding non verbal messages. Write down only key words or phrases, the things you will need to trigger the message instead of writing down  complete thoughts sentences, which can distract you from listening.(obviously, remember to expand notes afterwards, while the meaning these key phrases is still  fresh in your mind)
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Soft skills are essentially people skills -- the non-technical, intangible, personality-specific skills that determine your strengths as a leader, listener, negotiator, and conflict mediator. "Hard" skills, on the other hand, are more along the lines of what might appear on your resume -- your education, experience and level of expertise. 

It can also be defined as a set of skills that influence how we interact with each other. It includes such abilities as effective communication, listening skills, body language, empathy and writing skills and intonation & articulation. The goal of soft skill training is to give delegates opportunity to learn and practice new patterns of behavior and in so doing to enhance human relations
Six Common Mistakes That Spoil Conversations
Our own mistakes are so habitual, so well-intentioned, they easily escape our notice Here are six of the most common ones

1. Blabber mouthing
Talking too much, way out of balance. Going on and on without giving the other(s) their turn
2. The "take-away" and "me-too" syndrome

A talker begins a topic and the listener grabs it away and opens a me-centered monologue. You say, "I saw a great movie last weekend . . ." and the listener-soon-to-be talker says, "Oh? I saw one, too . . ." and begins to describe their experience
3. Unsolicited advice

Some people are quick to give advice as soon as the other person mentions a problem. "Have you thought of . . .?” "Why don't you . . .?" erupt quickly from their overflowing volcanoes of counsel
4. Interrupting

This means butting in before your partner has completed the thought. Usually this is done because the interrupting people are impatient and are afraid of not getting their thoughts expressed
5. Contradicting

This is the ultimate conversation-blocker. Although great in structured debate, direct disagreement is not helpful in conversation, which is at its best when its mutual and collaborative
6. Stingy contributors

This describes the people who listen, take and receive, but don't give. They contribute little enthusiasm, information, self-disclosure, acknowledgement, compliments or other elements that lift a conversation
Empathy vs. Sympathy

Sympathy

Sympathy is feeling sorry for the person. It sends the message that if the person gives up or doesn't get started that it is understandable. It says the person is 'justified' in quitting, giving up hope, refusing to get help
Empathy

The origin of the word empathy dates back to the 1880s, when German psychologist Theodore Lipps coined the term "einfuhlung" (literally, "in-feeling") to describe the emotional appreciation of another's feelings. It also says you can survive this situation and move on. It says there is no excuse for not continuing to work on the problem and do your best. It says you understand but don't accept the status quo.Empathy is the ability to not only detect what others feel but also to experience that emotion yourself
It is not sympathy but empathy which plays an important role in building relationships both at work and in general and helps in rapport building
· Empathy Helps in building Rapport 

When you empathize with others, their sense of identity is connected to yours. As a result, they feel greater in some way and less alone    

· Empathy heals

It can be very healing experience for others when they have someone empathizing with them. It makes them feel that they are important and company cares for them
· Empathy builds trust

When you display empathy, it becomes difficult for others to not to appreciate the concern. Thus it leads to trust
· Empathy Closes the Loop

The more you can empathize, the more you can get immediate feedback on what others are experiencing of your communications with them. And as a consequence, you can change what you are saying and doing to get them to feel what you want them to feel
· Showing Empathy in case of: 

Queries

"Can you tell me more about your concern/issue?" 

 "How has this experience made you feel?"

Clarification

"Let me see if I've gotten this right ..." 

"I would appreciate if you could tell me more about ..." 

"I want to make sure I understand what you've said ..."

Response

"Sounds like you are ..."

"I understand that must be ..."

"I can understand that must make you feel ..."

Art of Acknowledgement
· It is the act of acknowledging or state of being acknowledged
· Something done or given as an expression of thanks or as a reply to a message, etc
“A powerful and largely under-rated conversation skill is that of acknowledging others when they communicate with us. Because it is usually a reaction to another's offering and not a spontaneously initiated comment. “
          By Loren  Ekroth

Sometimes this is done with simple eye contact or a nod; or perhaps with an "uh-huh." Sometimes it is done with a careful verbal response, a summary or paraphrase of what a listener heard.

· Behaviors are reciprocated

One of the powerful results of acknowledging others is that doing so tends to evoke similar behavior. In short, "You're paying close attention to me? OK, I'll also pay close attention to you."

· Example of acknowledgement

Few everyday examples to make acknowledgement even clearer
Billy (14) receives a nice birthday gift from his Aunt Sally, one carefully selected for his interests. Billy does not send a thank you note to Aunt Sally, who had spent much time and money to please Billy. Her feelings are hurt, and she wonders how her sister has raised Billy. The following year she sends him a plain birthday card
· Conversations may not be oral
Sometimes oral conversations are continued with postal or email correspondence, and it is generally observed that many of these messages go unacknowledged. Confirming receipt of an asked-for response is even more important when you continue the conversation electronically

· Pay-offs for acknowledging others

When you install acknowledgement as a reliable move in your conversation repertoire, your communication will benefit in many ways: You’ll have better relations with others, more communication accuracy, and more prosperity, as well. And, on your next birthday, unlike Billy, you'll probably get a nice gift instead of an ordinary card.

Speaking Correctly
Apart from having command over the skills like language, writing and listening, it is very important 

to have a clear speech to compliment the other set of skills. Here are few tips to help you speak effectively and impressively.

· Neutral Speech
It refers to the speech free from any kind of regional influenence, which is generally called MTI

(Mother tongue influence)

· Rate of speech

It is often misunderstood that people with the good communication skills speak fast. However communication is not about speaking fast, rather it is about speaking the message in such a way, which is understandable by others effectively. So rate of speaking should be balanced i.e. neither too slow nor too fast.

· Tone
The tone of voice is a means by which the speaker implies his or her attitude to the message. It is also a means by which he seeks a reaction from the hearer.  Tone reflects whether the speaker is warm, friendly and upbeat or hesitant, uncertain and confused.

· Intonation 
It refers to rise or fall in the pitch of voice. It is practiced by focusing on the key words in the speech, in order to deliver the correct meaning to the listeners.

· Articulation
It refers to the clarity of speech. It emphasis on the correct and clear pronunciation of words. It reflects whether the words spoken by the speaker were clear and meaningful or garbled, mumbled or swallowed
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· Have a positive attitude about communication. Defensiveness interferes with 

       Communication

· Be an active listener and do not answer until the other person has finished talking
· Be slow to speak. Think first about what you are going to say and how it may sound

· Do not use silence to frustrate the other person. Explain why you are hesitant to talk at this time

· Do not get involved in blame-game or name calling. It possible to disagree with having conflict

· Listen without thinking about what you will say next. Take time before you respond

· Do not be invested in being right. Being right is not the point. If you must be right, you are able     
          to neither listen nor communicate because you have set up a barrier already. If you are always   

          right that means the other person is always wrong. That cannot be true
· If your mind wanders, ask for repetition. We all are subject to distraction. Try to stay focused
· In all cases repeat back what you heard and ask if it is correct
· Work at improving communication skills. It takes knowledge and work
· Maintain eye contact

· Use an open posture with your hands and legs

· Smile or nod in accord with what is being said or in what you observe in the other person
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