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BUSINESS COMMUNICATION

CHAPTER 1 BUSINESS COMMUNICATION ESSENTIALS OF COMM UNICATION

1. What is the meaning of the term communication?

The term communication is derived from a Latin wardmmunis’ which means common. This means estaiblisa common
ground. Now whatever is common is shared by alt Blat is that which is shared by all in commurima® It is fact, ideas,
understanding, opinions, information etc.

In the words oNewman, Summer & Warren, “communication is an exchange of facts, ideas, gidians by two or
more persons.”

According toKeith Davis, “Communication is the process of passing informadi
another.”

one person to

Communication should not be interpreted as meselyding a syaienand
continuous process of telling, listening and un@deding. It is a two wa i en there is some

response from the receiver of information.
2. What is the nature of communication?

An analysis of various definitions of communicati@vel the nat s of commuricetvhich are as follows:-

at least two persons thedee and the

1. Communication involves at least two personsCo
i r. The receiver receives thesage and is

receiver. The sender sends the messages
known as communicate.

2. Communication is a two way proc
sending and receiving messages.
the same sense.

two way processloks not merely means
sage has been understot igceiver in

munication is to createiaderstanding. The receiver should
resporsdiagly.

3. Purpose of communic

4, take several form e.g. ordestriiction, report, queries etc. it may be
5 des all human relationshifis Bssential in all type of organizational
6 mic process:Communication is influenced by the mood and thigkof the sender and

sage is accepted dependstiwpdact that which of the fine sensory organghefreceiver is

7. Communication is much more than words:Communication is not merely sending or receiviagt$, expressed in
words. It also involves ideas and emotions. A fat@mmunication is done through signs, symbols gestures.

8. Communication is a goal oriented processCommunication is a goal oriented and effectiveyowhen there is
congruence of goals of sender and receiver.

9. Communication is conversational:Communication sets up a link between facts, ideakthus helps the communicator
and communicatee to progress logically.
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10. Communication is an interdisciplinary science: Communication to be effective derives knowledgenfreeveral

sciences like anthropology (study of body languageriology (study of human bahaviour), psycholdgtiudy of
attitude) etc.

3. What is the significance of communication?

Communication is the life blood of business. laisall pervasive function of management. Todayottyanizational structure is
designed on the basis of specialization and dinisiblabour. Large number of people work togethbp\are functionally related

to each other. Thus, co ordination is must amotigstvorkmen. Co-ordination can be achieved onlymithere is mutual trust
and understanding between them. This understansliageated by effective communication. Thus commatindn is an essential

ingredient for effective management. Further tHe o6 communication may be summed up

1.
2
3
4.
5
4. What is the need of communication?

According toSir John Harvey-Jones, “Communication is th

The objectives, plans and policies of the orgaionadre cleared to the workers t
It provides unity of direction to various activisief the enterpris
It helps in controlling and coordinating the vasaactivities of th
It helps in motivating the workers of an organiaati

It helps the managers to develop their managédiil s

ial skiffective communication is the need

of the day.”In resent times communication has b the following reasons:-

Growth in the size of the business or of communication is requiredcause the
business organizations are growin ork in the organization. Orgations have

Advance technology:Day by da i g place in seiemd technology leading to obsolescence of
chnology proper communication between the rgupand

ion and liberalization have resultedcint throat competition. Thus to
icatidorm of advertisement, publicity, personal casaare essential.

ed way for specialists to work different department’s sound
utoaperation and understanding between differepadments.

rade union movement is on its growth. Managenmenw has to consult trade unions on
and meaningful relati@bween management and trade union is possible mnkffective

Human relation: Employee’s participation in management helps tweltpp among them a sense of loyalty and
belongingness towards the organization. Thus éffiecommunication between management and emplayeedessary
to develop mutual trust and confidence.

Public relations: Public relations help an organization to improtgeiinage in society as the organization has a kocia
responsibility especially towards the customers.

5. What is the process of Communication?
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The process of communication is the inter relatigmdbetween several independent components. ltisgtsnsf a chain of
related actions and reaction which together resulexchange of information. In order to understahd process of
communication, it is necessary to describe eathasfe components.

A model of communication process is as follows:-

(ii) IDEATION (i) INCODING (iv) TRANSMISSION

j l

A 4

A 4

(i) SENDER
(v) RECEIVER
A
(ix) - TEB)R BEHS\; « (vii (vi) RECEIVING
FEEDBACK RECIEVER DECODING

1. Sender: The sender is the first component of the procé may be a speakerijtarver
any other person. He is the one who has a messag& some purpose.

2. Ideation: Ideation is the preliminary step in commu
the content and basis of the message to be

eates an idea to communicate. dédsis
generate in the sendend. Mhe sender
hem to the receiver.

ts to convey to the receiver. It beayerbal

unication is transroissof the message as encoded messages are
pfrounication connects the sender and the recdiberchannel and
e reqent of the receiver, the communication to bectffe and

t of the receiver may make tommunication ineffective. Receiver is thus thémate
sage. It the message doeeanti the receiver the communication is said tmbemplete.

7. Decoding: Decoding means translation of symbols encodechbysender into ideas for understanding. Understgndi
the message by receiver is the key to the decogingess. The message should be accurately repidacthe
receiver’'s mind. If the receiver is unable to urstiend the message correctly the communicatioreféeictive.

8. Behaviour of the receiver:It refers to the response by the receiver of tiarounication received from the sender. He
may like to ignore the message or to store thermmédion received or to perform the task assignethkbysender. Thus
communication is complete as soon as the recedsmonses.
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9. Feedback: Feedback indicates the result of communicatiors the key element in the communication and ischily
way of judging the effectiveness of communicatibrenables the sender to know whether his messagéden properly
interpreted or not. Systematic use of feedbackshdpimprove future message. Feedback, like thesagescould be
oral, written or non verbal. It has to be collectexin the receiver.

6. What is the channel of communication?

A channel means a path or a way. Thus a channebwimunication is the path or way through which infation is
transmitted throughout the organization. It isithete through which the message flows from the setalthe receiver.

7. What are the different channels of communication iran organization?

Human beings in an organization are inter relatedatch other. They are related bot
relationships are maintained by means of commubpitatTherefore, there exists

ormally. These
nnels of
communication: -

1. Formal channel of communication
2. Informal channel of communication
8. What is implied by Formal Channel of communication?

A formal channel of communication is the officialprescr.
communication which is institutionally determineddais a

flow of communication.idtthat route of
d wit or position of thesinezr and sender. The
i

formal channels are deliberately related to enﬂueiccura moothly and timely
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9. What are the various forms of Formal channel of communication?

Human beings in an organization are inter relatedatch other. They are related both formally ag asinformally. These
relationships are maintained by means of commubpitatTherefore there exists in an organization tel@annels of
communication:

1. Formal channel of communication

2. Informal channel of communication

[ Board of Directors]

[ Managing Directors

1 1 1
[ Purchase] [ Production] [ Sales] [ Administration

Public Relation

aiflis
BO000000

vel of thganization to the bottom level along
such type of communication ardecs,
tent of the subordmatethority and their

Accounts

. —1
(0 D e D T O I N e

[ T [ T [ [

1. Downward communication: Communicatio
with the scalar chain is known a
instructions, rules, policies, progra
responsibility.

2. Upward Communicati s just the opposite of dowardv communication. In this
transmittech fihe bottom of the organization upward to the tdpthe

ong thighline. Usually this includes workers grievanesgygestions and
t ajgiet by the superiors. But it has assured impoetan modern

times and g employees.

on: The flow ion between departments orgle®f equal level in an organizational
as horizontal reiroanication. The two departments may be underaheessuperior or
5. Such communication mawiiteen or oral. The main object of lateral comruation is to
different departmentpersons.

4. Diagonal co
the same level of organizational structure. It catsoss departmental lines. It generally takeseplaben members
cannot communicate effectively through other chéne

ation: Diagonal communication is between people who aither in the same department nor on

These upward, downward, horizontal or diagonal camigation may be oral, written, informal or gestura
10. What are the advantages of Formal Channel of commueation?
1. Allinformation flows through the proper channelan orderly and smooth way.

2. Formal channel helps in fixing responsibilities fbe activities carried out in an organization #imrensuring control.

https://www.facebook.com/icainews




Page 6 of 77

3. In Formal Channel the superior and the subordinatesin direct contact with each other. So a beiteterstanding
develops between them.

4. The information is filtered at every level of orgeation which ensures that only essential & neagssgormation
passed to the next level.

5. Formal channel cover all sub system of an orgaiozat

o
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11. What are the disadvantages of Formal communication?

12.

13.

14.

15.

1.
2
3
4.
5
What is the implied by Informal communication?

The informal channel of communication is that cteref communication which is n
which is used by workmen in an organization to risimsocial (inform
as a result of operation of social force in an oizgtion. It can be
to water coolers, down hallways through lunchroama where ever

What is a Grapevine?

Informal communication is known as grapevine. Gvape ari
following the formal channel of communication. dlbws
any direction anywhere

What are the factors responsible for Grapevin

Formal channel is a slow and rigid channel theeethey are time consuming.

The superiors are overloaded as they have to fileeinformation and pass only the essential dartformation.
Formal channel is a narrow channel of communication

Possibilities of over filtration of information caot be denied which may lead to distortions of infation.

Formal channel are expensive as the messagesragrtie conveyed in writing.

us created
h corridors

Informal communication co-exists along with fornsalmmunication

the peoptertomunicate without
efinite rules, butesyls like grapevine, in

According to Keith Davis Grapevine is a lace when:-

1. Workmen in the organization are f ances, increments, joledusities, etc.

2. When there are possibilities tion like change in policy, adoptiomefv technology, etc.

3. When workmen are p ence and trust each other.

What are t

Keith Davi ifi nsmitting information via the grapevine:-

1. Single person communicate @rillp one person. In this the first person tells

to 4" person and so on till the message is communicateti.

2. hain one person communicates with np@ngons. As soon as a person gets some interesting
non j n he conveys the sanevesy other person.

3. Probabili probability chain communication takes placewsstn many persons. There information is
conveyed from one person to another irrespectitbefact that they are related to each other bwhether formally or
informally. In this the information passes at ramdo

4. Cluster Chain: In cluster chain one person communicates with mathgr persons but selectively. In this one person

may convey information to 4 or 5 persons whom hewsvery well and can trust out of these 4-5 pessmme or two
may again pass on the information. As the numbewgtarger and larger and information staler, @&dyrally dies out.
This is knows as cluster chain because one perkia eonveying message may from cluster.
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celH ok.com, Cluster Chain
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O
What are the advantages of Informal or Grapevine coomunication?
It is free from formal lines of authority.

Communication is faster and quicker as the meslsag@ot to pass through prescribed route.

There is no channel of command and it spreadd thrattions.

Ll

If properly utilized it may supplement formal chahof communication as it may be
points.

arifjneagements view
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1. Grapevine often carries half truth and distortédrimation with an alar

3. Since there is no chain of command it is diffidolfix re rticular individual.
4. Often the information transmitted is contradictomnatu
5. Grapevine is less orderly and less static on may be spoiled.
How can the Grapevine be used effectiv:

Grapevine is quite powerful and influen . Hence managementdnysto it completely.
But Grapevine cannot be completely elimi

The Grapevine can be use

tain a cordial relationsliip his subordinates so as to reduce the pogsibiligrapevine.

5. As far a manager should work towprdsiding healthy atmosphere at the workplace. Caxenot stop
rumours or curb grapevine altogether but effortsuthbe taken to check these as far as possible.

What is Inter-departmental communication?

The communication between the members of variopari@ent of a company (viz. production, planningrketing, sales
etc.) is known as Inter- Departmental communication

Inter-Departmental Communication: Function
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Dirgtﬁng \\_/

20. What are the advantages of Inter Departmental Commuication?
The advantages of Inter Departmental Communicatiorare as follows:
1. It helps to collaborate and achieve the objectiih® organi
2. It helps in bringing about co- operation and haryniont ctioning.

3. It also helps in avoiding
i. Unnecessary conflicts

ii. Poor performance

iii. Time delays

iv. Decisions that work at cross pur

21. What are the major cause ication Problem?

Inter Depar ises dueto the following reasons:
1.

onship which gural communication process.
2. parate function

22. What are the various Means and Media of Communicatin?

garomatare separated physically this creates barriergftective

perform functions and #ach department has different priorities. This eausarriers in

Messages, ideas, suggestions etc. are the subjaternof communication. They are abstract and gitde, their

transmission and receipt require the use or cestaitbols. The symbols may be:-
1. Verbal Communication symbol

2. Non-Verbal Communication symbol
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Each of these symbols may be either used exclysitieht is to the complete exclusion of othersasris very
commonly the case, two or more of these can be tessedpplement each other.

The verbal communication and non verbal commurocatan be further classified as follows:

— Oral

— Sign Language

Verbal Communication

Written

Non- Verbal Communication » Body Languag

What is Verbal Communication?

The term verbal means ‘use of words’. Verbal comicrfion means com
written. Thus in verbal communication words are mh&n co

h words which mayoral or
and off the Whbrds infect
make languages and are most accurate and powgnfillods munication in wplkce through

words.
What is oral communication?

Oral communication means communication t ch:-

In oral Communication, Both the partie
either in face to face communication
person can exchange their feelings fu
communication is preferred
ask questions and to parti

, exchange their ideas through oral words
evice, such as teleplaiogin this system
doubt or ambiguity may be géau Oral

S supervisors and managers, as they the opportunity to

Ss expensitsalves the money spent on stationary in an orgaoiz

2. the time Iagd in writing the message.
3. in sense ibyides an opportunity to the speaker to correctskifrand
4. mmunication is also helpful in getting duic response from the receiver. The speaker gets

immediate rom the receiver. It thus plesrimmediate feedback to both sender and receiver.

5. Personal touch:Oral communication is personal in nature. It is thature that brings superiors and subordinatesec!
It is also an effective tool of persuasion.

6. Maintains secrecy: Oral communication has an added advantage of aiaing secrecy. Oral messages can be more
easily kept confidential than written messages.

7. Group communication: Oral communication is an effective tool for comrmating with the groups at large. Group
reactions can also be interpreted immediately ioeaat reasonable conclusions.
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Disadvantages/Limitation:

1.

25. What is Written communication?

Written communication means communication througbr

Time Consuming: Oral communication may not be time saver alwayanya times it is seen that meetings continue for
a long time without arriving at any satisfactoryrctusion.

Poor retention: Oral communication is more likely to be forgottdme listener cannot always retain oral messages in
his memory for long. Sometimes even the speakermoayemember what he actually said.

Not suitable for lengthy messagesvery often oral communication gets distorted. Tigisnore so in case of lengthy
messages when communicated through various leveeodrchy.

No Record: No permanent record is kept in case of oral conication. In the absence oral messages ha
legal validity.

Misunderstood: In oral communication, much depends upon the tpiteh, voice
expression, may not be able to make himself cladrthe list zsage may be

misunderstood.

Not precise: Oral communication is not precise and to the pdteo cise when they write rathemwh

they speak. Very often, the exact message to beeged is lost.i

communication, both thertfgs to the

process, i.e. sender and receiver, exchange thessithrou phs, diagrams, giejghs, etc. It transmits

messages through letters, memos, notices, cir
written communication requires conscious ef
into clauses and of matter into paragra

26. What are the Characteristics of Written

The characteristics of written

| communication issgrreous and natural,
pends on language as a mgan$ sentences

Written communicatio n becaudeds not get immediate response from the receiver

efortspecific persons. It can also be general whenmeant for public

¥res a lot of imagination and continuous efforts.
edusduires a meticulous planning on the part ofwhieer.

5 time taking. The messags to be planned, drafted and finally encoded f@w)t before
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27. What is the Importance of Written Communication?

1. Written communication is indispensable to an orgation. Just as it is impossible to think of sodif@ without oral
communication, it is impossible to think of busisesr an organization without written communicatidn.is the
backbone of the business communication.

2. Written communication is used more in an organigatiecause face to face communication is not alwagsible, due
to employees being spread over widely located ggaldcal distance.

3. Written communication assigns responsibility. In@aganization employees have to function withinimksd limits of
authority and responsibility. In the absence otten communication it is not easy to d i

4. Written communication, through its media of lettarsd menus to its creditors, s fhe image of
the organization.

28. What are the advantages and Disadvantages of WritteCommuni
Advantages:

1. Permanent Record: Written communication provides a permanen ference and serves as a good
guide for decision making and planning in future.

2. Precise and Accurate:The writer tries to organize hi
communication tends to be more accurate, precide

penning them down. As a result written

3. Legal evidence:Written messages provide a
Written records are more reliable and ac

e used as legal evidence in a court of law.

4. Wide coverage: Written communi
communication when the sender i ce.

It is perhaps the only means of

5. Easy to understand:Written messages ml Thus it is likely to be understood better.

loose their authenticity in ocammunication. Written
nsmgtiengthy messages.

ges deliberationmiisr editing and review, helps to prevent distartio

not suitable when the sage is to be sent immediately. It is time
quires time in not onlydseq it but also in putting the message in writing.

ation is rigid and lacks flexibjli The doubts and queries cannot be clarified idiately.

3. Costly: Written communication is a bit more expensive toaal communication. It costs a lot in terms ofistaary,
postage and typing costs.

4. Lack of secrecy:lt is difficult to maintain secrecy in written conunication.

5. Delayed feedbackWritten communication is mostly handicapped byntbility to get immediate feedback. The sender
of the message is not able to judge the respontbeaéceiver from his facial expression.
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6. Increase the workload: Written communication creates mountains of pagattered around the premises of the
organization. The staff has a tough time in margginery often valuable papers are lost. Therefa#/managers have
to be extra careful about the papers.

29. What is the Non-verbal Communication?

Non-verbal communication is not the communicatiohiol involves neither written nor spoken words kaltes place
without the use of words. In it we are concernethwiich things as body movements, space, time voiwdpitch, general
characteristics of the environment colour, and king of audio or visual signals that the communaamay use.

o
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Importance:
1. Non-verbal communication is important because adifseak louder than words.

2. Non-verbal communication reveals a person trudrfgemotivation or character. Due to this non védmmmunication
are superior to verbal communication.

3. Non-verbal communication is much more efficientrtherbal communication wave of hand or pat or theklspeaks
volume.

What is Kinesics?

According to a scientific analysis, verbal commuaicn accounts for 7% bodily move epts 55% and

voice, tone etc. account for 38% of out total comroation.

ed as a sub
shlponovement. It

Since bodily movement, gestures etc are also itapbfor comm
area of non verbal communication. It has been tdrageKINESI
stands for the way the body communicates withoutigcand through

What is the Importance of Kinesics?

ogieaul Ekman who says,

1. The importance of kinesics can be put brought fodway
j , tone and pitch of voaér, whole body.”

“We talk with our vocal cord but we communicate$

2. The importance of body language lies in the faat loose with words but Hadguage speaks

truth.

3. When managers consciously read what ement, they can easily deal vatués before

their become problem.

4. Non-verbal communication is also ssage can be very well trarigzoi more

economically than any other means of

How are body movements ¢ s and feeling?

ardeguby out thoughts processes, emotions etc. oddimg of head,
goof shoulders sends out signals and messagespialk fouder than
words. Thai i : language use sets of symbols to convey nggamiin body too both
i i nkmglyi carries messages, status relationships, momaisnth,

ery important place in our b&imilarly it also plays a very important role innesmunication.
The way head conveys a lot. The postmm@ movement of head are very important in facdate
communication. Let us see what each posture conveys

i. A head held up:Sign of honour, self respect and self confidence.
ii. A head bent low: Sign of modesty, politeness, or guilt.
iii. A stiffly head, held or drawn back words: Sign of pride, or naughtiness.

2. Face: A popular states ‘the face is the index of mind: the face is the mirror of mind. The face iseied the primary
site for expressing emotions. It reveals both ytpe tand intensity of the feeling. Facial expressionveys a lot without
speaking a single word. Every facial muscle andyeyart of the face is an instrument of communaratbe it eye
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brows, the lines of forehead, the cheeks lips. Aager can very well practice to interpret thesenaig by first
observing his own expression in a mirror.

3. Eye Contact: Eye command particular attention as a source of verbal communication. Eyes communicate our
deepest feeling. In face to face communication eyetact is of great importance. They are especkfiigctive for
indicating attention and interest, influencing atheregulating interaction and establishing doméeanEyes adopt
different position in different situations such-as:

i. Fixed eye:Show concentration.

ii. Raised eyesindicate fear or surprise.

iii. Smiling eyes:Reflect happiness.
iv. Long fixed gaze:Show interest.
v. Evasive eyesNervousness or lack of interest.

4. Gestures: The physical movement of arms, legs, hands, t
important role in conveying meaning or messagekouit using words,

ey also play a very

i. Pounding fist on the table shows ‘anger’
ii. Arms spread apart means wide.
iii. Shuffling from one leg to another means nervo

The anger the gesture, the louder t together and therefore, have tprdngdly
co-ordinated. Lack of co-ordinatio lead to confusion.

5. Body shape and posturesBehavio
in the following three types:-

fuman body and have broadly put there

dy shapevbutan definitely put it to effective use. Standorgsitting
ing ending sideways all convey meanings. A person cakenboth
f or ;thterough his body posture. Therefore we shoullenaforts to
t wrong oativegsignals especially during interview, meetargd other
ractions.

34. What are th nd disadvantages of Kinesi?

Advantages:

1. Body language communication is easily visible.dlps the receiver of the message in decoding tlesage.
2. It adds intensity to the process of communication.

3. People are for the body language so it goes awangto improper the overall atmosphere.
Disadvantages:

1. No one can totally rely upon the body language bseit is non verbal. It cannot be taken seriously.
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2. There are chances of misinterpretation becausele@&mbonging to different cultural backgrounds seiifferent body
signals.

3. If the listener are inattentive, these body langsdogecome ineffective.
35. What is Para Language?

‘Para’ means ‘like’. Para language means ‘like lzagg’. It is non-verbal communication which is @lysrelated to verbal
communication. It is non verbal communication beeait does not comprise words. It is ‘like’ vertmmmunication
because it is related to way the words are spoWéthout it words do not convey their intended meaniWhile verbal
communication consists of ‘what’ or the contentswvofds, paralanguage involves the ‘how’ ak@ice or the ways
in which the speaker speaks. Example of paralargisgpice, words stress etc.

o
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36. What is the various elements of Para language?

1. Voice

: Voice is the most important element of Para laggud/oice tells us about the speaker’s sex, agekdoaund,

education; temperament etc. voice conveys the messaa more effective way. However these pointgeht be
considered.

Pitch variation: Pitch means highness or lowness of sound i.eitgudisound. Wide variation in pitch should be
made during a speech. This is essential and helgsatching the attention of the listener and maiig the
interest in the speech.

Speaking speed:The speaking speed should neither be too fastawslow. T should be such which
ensures fluency. As a rule the easy parts of thesages should be deliver e adikely to be
understood easily. On the other hand, the difficalinplicated, technical p beldelivered
at a slower rate.

Pause:Pause is an important aspect of speech. On
pause have to be at the right moment. A pause eatitfin

ithout pause. But
in emphasizing t
oils the speech.

iv. Variation in volume: an efficient speaker varies hi i ch. Volume means loudness
of voice. Volume variation puts life into one ess of voice should be astjust
according to the size of the audience. While s ud enough to be audible butawloud to
put the audience off.

v. Non fluencies: speech is not alwa invords. There are pauses scattered at
intervals. These pause are very ces like ‘ah’, ‘oh’, ‘uh’, ‘hunyou know’, ok
etc. These sound or utteran . uencies if used carefully aparsgly add

makes the listener more aletrtgats the
2. Proper word stress: Prg i ortant in compation. A speaker can change the meaning by

A good speake

d there inghme sentence. For example, let us read thewvfoljoseries of

group odsnis used but the stress on different words givesdifferent
spoken. Similarly we charge the meaning by stressing different partpokan words like
ay (verb) Fly (verb).

should put stress on words or passrds. One should also improve one’s word sthgskstening the

good speakers and participating in discussion.

37. What are the advantages and disadvantages of Paraahguage?
Advantage:
1. Paralanguage aids the verbal communication. Vedraimunication is incomplete without Para language.
2. One can very easily judge the speaker’s backgrbotil educational and cultural from the way he speak

3. Paralanguage also indicates the speaker’s poditithe hierarchical structure of the organization.
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4. Para language is also helpful in dealing with d@ipalar person.

5. Para language is not rigid and one can improvg @hiserving and listening the good speakers.
Disadvantages:

Para language cannot be fully relied upon asdhlg a like language.

Listener has to be open minded otherwise the Ragubge may prejudice him.

Para language can thus be misleading or misguiding.

Ll

It requires extra care to get the exact conteth@tanguage.

5. Due to speaker’s belonging to different speech canity it is difficult to achieve u
What is Proxemics or Space Language?

Xemics is the
sid receiver

Non verbal communication involves not only bodygaage and Pa
study of how we communicate with the space aroumdrbe space he
of the message in oral communication. This distasicalled proximity.

Edward T. Hall has done very useful and interesting work i
space around us in the form of the following congerircles;

e centre he has pexbéine

Distance wise it can be stated as below:-
Intimate: Physical contact to 18 inches.
Personal: 18 inches to 4 feet.
Social: 4 feet to 12 feet.
Public: 12 feet to as far as one can see o

1. Intimate space language
the use of body lang

aintained withie gpace of 18 inches. It is most suitable for
ur body morewrginate within this area. Only very speciabpke like our
emeo this area intimate space is very suitable fghlly confidential

2. ds from 18 inches to 4 feepl® have normal conversation with close
f moimication is more or less personal and is generalaxed and
gn8amportant decisions are also taken in this.
3. ial space extends fro 4 feet to 12 feet. Wisisd for formal and official relationship. Most of

the co e organization takes platehis space. Communication here is dominated lagae and
y emotion and feeling.

4. Public space languagepublic space extends beyond 12 feet. Communicatiopublic space is highly formal and
objective. Public address system may have to bd. igblic announcement and election rallies ar¢ &esmples of
public space language.

How is space used in communication?

Proxemics is also concerned about the use of dpageoups of people. Different people make usepatce around them in
different ways. The way a group uses the spac@rass$idetermines their respective position and acten pattern. For
example: people seated in front are considere@ toold and are the ones who initiate the convensati
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Fixed and semi fixed spaces have important imptinan communication. Let us analyse it further.

Fixed spacesFixed spaces refer to permanent features like yoaalis, buildings and its total capacity, lengtineadth etc.
These features determine who interacts with wholy, Wwow and for what purpose.

Semi Fixed SpeciesSemi fixed spaces refer to physical features whrehnot permanent and can be changed or re-arranged
For example, furniture decor etc. In other wordwisiixed spaces are flexible that permits the usa wariety of spaces to
conduct different types of communication. For exlngome furniture can be arranged or rearrangeggenshe need of
communication.

What is the significance of surrounding in communiation?

Surrounding or physical environment speaks a lapgud its own. It is a vast area. T,
colour and layout. We get meaning from our surrangd

urrounding are

Similarly our choice of colour and design givessigto others:-

1. Colour: Colours have been used since long to convey mga
different colours are associated with differenitadie. Behaviourial p
stands for peace and chastity. Pink, red, yelldug bepresen
and negative feelings.

colour langtiag
ackgrofimdexample white
is asstiaith sober mood

2. Layout and Design: The layout and design of an o
office creates good impression. Thus the spacen
important in communication.

f an organization. A tastefully decorated
e furniture and its coloasign etc. are

What is Time Language?

unication with eacheotih terms of time
thinking and dominates aammunication.
gement is now one of the most important gadverall

Time language is another type of non
by showing then in a sophisticated wa:
All communication is meant to
management.

What are the

ind understanding from one person to anotherthang that onstructs

the free flo i f communication-
E.g. Proble afe communication channel, noise in the chaateel

Barrier following lev

3. The medium of communication.

What are the types of Barriers in communication?

Types of Barriers: The barriers to communicatioamnorganization may be broadly categorized inlofong groups:
1. Physical barriers

2. Socio- psychological or personal barriers

3. Organizational barriers
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4. Semantic barriers
5. Mechanical barriers

However, such a classification does not suggestthiese are mutually exclusive. Rather, it is hdljri understanding
the nature of communication barriers.

1. Physical Barriers: There are the environmental factors that alsorobistor reduces the sending and receiving of
communication, such as physical distance distrgatimises and other interferences difficulty arisesommunicating a
message, when the physical distance increases:-

I Noise: Noise is first and foremost barrier to effectivemenunication. Noi
equipment, communication device, disturbances éntithhe of transmissi
other factors such as the sender may use ambiguoagnfusing sign
message. Thus communication is likely to be sploié t

caused by machines,

2. Socio-psychological or personal BarriersThere are certain s the free flow of
communication. They are the attitude and opinietatus conscio ellowkers, seniors,

I Motives, attitudes, judgments, emotions, and part of the personaties.

Il. Individual Differences: There are difference i ituded sentiments of the people. So this
causes problems in encoding and d i s and motives.

M. Differences in interest: The intere roblem rbayimportant for one person but may
not carry weight for anothe i i etc of other party may repreaarobstacle
to one’s own personal goal.

\VA Division of People: viewpoint also getscaffd by the division of people into

nication suffers when there are differencesiéw point of the different

VI. never happens but has to be@th When people take it lightly and

to mis coumication or mal communication.

VII. the cultural background thens word, phrases, symbols, actions etc.

nt to different group of peoplesMnderstanding may take place due to this.

VIII. ontrol is essential in effective communicatiMessages are likely to be distorted when it is

9y emotions of both sender and receiver.

IX. Poor retention: when people forget the messages reaching themmetbé arises to repeat the message using
more than one media of communication for the saraesage. It should also be noted that about 80%eof t
messages is lost in each transmission.

X. Poor listening: Poor listening defeats the very purpose of compatitn. It leads of poor retention and
incomplete messages reception. Receivers showddmiraged to be attentive listeners.

3. Organizational Barriers: Organisational barriers arise due to defects ia tirganization structure and the
communication system of an organization:
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4. Semantic Barriers: Semantic means th
disadvantages of the symbolic syst
according to the requirement of ¢
facts.

system. Symbol or th
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Hierarchical distance: Downward communication promotes hierarchical distéa The chances of information
being filtered are more at this structure, becdlsee are several layers. Information received ftbentop may
not reach at bottom in the same shape. The infeomagets coloured which brings hierarchical diseanc

Diversion: Diversion of information is also one of the causdsch brings barrier to communication process.
For example sometimes a manager diverts the infismaneant for one person or group to another.

Colouring: Information are also coloured by the manager tidaally with a view to twist the situation in thei
favour. For example, an office may quote his suiate wrongly, to spoil his career or his chancproimotion
or his image in the eyes of the boss.

Status barriers: Status is a barrier of communication in a formajamizati al interaction and

communication are influenced by the status aneéxpectations.

Goal conflicts: Goal conflict acts as communication r interest. Due

to this communication suffers.

er it favourablyisTh
to please their boss.ré&sdt

Filtering: Filtering means manipulation of facts by the s
happens more often in case of upward communicatioen the
is communication of incomplete or bias informati

adjust. When th@pse of communication
mployees to adjust themselves soren

Insufficient period for adjustment: People ta
is to bring about changes, sufficient time
communication.

Erence. Semantic barrier arises from the
ing and one has to choose anybtiem
ion should be made betwefamences and

Semantic refers dgoand signs. It arises from the disadvantage wibsjic
of communication which has to be used vametully:-

e words convey more than one meaning. Whemettwiver assigns a
the sendenihed, there occurs mis-communication.

e two types of meaning. Denotation anthotation. Denotation are
otation are shiggestive meaning of the words. Connotationtlzae
Connotation n&ypdsitive or negative. For e.g. word cheap may be
price (positive Connotation) ev fuality (negative connotations) difference in cotation

a particular message.

yle of communication: Badly expressed messages lose their impact. Offenstyle of
communication leads to communication breakdowniogusss of time and money.

Wrong assumptions: Communication should not be based on assumptiont asay lead to wrong
interpretation. All possible efforts should be maalelarify assumptions.

Selective perception:many a time the message is decoded by the redaigeway which may be selective. In
other words most of the receivers protect their awerest and expectations leading to a partidyjae of feed
back which becomes a communication problem.
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5. Mechanical Barriers: Mechanical barriers include inadequate arrangerfegrttansmission of news, facts and figures.
Example poor office layout and defective procedand the use of wrong media led to poor communinatio

l. Information overload: Excess of communication is called information évad. Brevity is the soul of
communication. The receiver cannot comprehend &sdrh beyond his mental capacity. His mind will a&m
closed for the excess part of the communicatioerdlore one should be brief and to the point.

Il. Loss of transmission:When messages are transmitted from person to ipéney are filtered. In other words
they are diluted and distorted on the way. In e@hmunication about 30% of the information is lwseach
transmission.

44. What is a Business letter?

A letter is price of conversation by post. It ig timost important means._ of written co ization has to
maintain contacts with its customers, suppliersygsoment Depar exchange
information with various parties. Placing ordemslicting enquires, tion. For such

type of communication the media used by the orgdiur is a letter. Th
45. What should be the physical appearance of a businetetter?

A business letter is the media through which aranization xternatld: Thus a business
letter must appeal to the reader’s interest anltidiecin him st as the “appealro€laims the man”, the
appearance of the letter often reveals the charattbe writ n he belongs to.

Thus physical appearance of a business |
depends on its structure, lay out, and form ofl

cal appearance of a busihetter largely

46. What is the Layout of a Business letter?

The layout of a business letter includes
kept in the envelop and lastly th

of the matter, thethea letter is folded and
d addressee’s name and address:-

1. Stationary: For makin i ssargiioose good quality stationary. The extra expensthis
account j ssioedtes on the reader:-

riting a letteralose of its fine texture, gracefulness and stusdine

paper used for busimies Is 11" X 8.5". This is the acceptable for
rtioNmiw days size of office files and office cabinate made to suit

iii. : Most business letters are written on white pag#r black ink. But coloured paper or tinted

iv. Letter head: the first page of a letter is usually typed oretéer head. Following information is neatly printed
embossed on the letter head,;

a.The full name of the individual/firm
b.Address

c.Pin code

d.Telephone number
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e.Fax number

f. E-mail address

g.www URL

2. Typing: Most business letters are typed on electronic typiéers or composed on computers. Typing givesdq t
appearance to the letter and saves time. But batddbe taken to get the letters typed neatly.

3. Margins, blank space at the bottom and the top:Margins and blank space at the bottom and theatig to its
attractiveness. Generally, one inch margin is deftthe side and one and half inch is left on theedand bottom of the
letter. The letter should be set neatly within$pace thus left so to give it a picture f

4. Punctuation: There are 3 types of punctuation:-

i. The traditional style
ii. The mixed style
iii. The modern style
i. The traditional style: this is also known as the convi ' style. In it the main parts of
the letter are punctuated.
ii. The mixed style:In it the comma is put after , the salutation, the complimentary close
and full stop after the last time of the inside
iii. The modern style: The modern ten onamddgull stops and to use what is called
‘open punctuation’. In it no commas part of the letter except in theéyhia which
usual punctuation marks are

5. Folding of the letters in the envelop uit the size optper on which the letter is
typed. These days windo cially prepared envelops with the space mi@antriting
address carrying transg ded in such a way that the inside addfaks just bellow the

eisspoil its sophisticated looks. Thus folding stibbke done keeping in
wpthe number of enclosures.
47. What are

The com s of a letter. The following parts usually stitute the structure of a

business

1. Headin 2. Date

3. Reference 4. Inside address

5. Attention line 6. Salutation

7. Subject 8. Body

9. Complementary close 1&ignature

11. Enclosures

13. ‘CC’ or Carbon copy notation
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1. Heading: The heading which is also knows as ‘head addm@s4etter head” contains information relating teetname
of the organization and its address. It is usugilyen at the top centre or top right side of thgegya Following
information are provided in the heading.

The firms name, address, trade mark, telephone eyréddex number, Ethics-mail address etc.

2. Reference Number:The number which the receiver refers in all futcoerespondence is called reference number. It is
usually printed below the date line or on the sdime where the date is written to the right mardite purpose of
reference number is to enable replies to be linkital the previous correspondence and to send sefi¢hese letters to
the proper official or department.

3. Date: The date consists of day, month and year. The fitads its place either at
closing of the right margin as the style adoptedteDenables quick references i t action and
orderly filing.

4. Inside address:The inside address contains the name an i al to whom the
letter is written. It is written below the referenttme starting fro t
the copy which helps in identification for filliqgurpose.

akes a record on

5. Attention line: Attention line is placed below the attenti and is underlined. ftatds

the name of those for whom the letter is meant.

6. Salutation: Salutation means to greet the addresse
letter. it is written below the inside address
or may not end with comma depending u

greeting with which the writer beghs
ce. It starts fromldft side margin. It may

7. Subject line: Subject line tells what i ed just below the salutation lineutually
tain apart from the subjecgt specific

the letter and usually phs. The firstof the opening paragraphbegins the letter and
second paragraphontains the proper subject matter. It is the main
extension of the second paragraph.

s the letter to an end. It must be naturdllagical must be final and
t, astjon, an offer or a request leaves the door dperfurther

own as subscription. It is merelydite way of ending a letter. It is written belohetlast
of the letter, either at I#fe side or at the right side, depending on thdesof letter. The
subscriptic e corresponding to the sadutat

10. Signature block/slot: Signature is the assent of the writer to the sutbjetter of the letter and is a practical necgsHit
is usually hand written and contains the writersn@eastatus, department, firm etc. Signature isjpsitt below the
complementary close.

11. Enclosures: Sometimes some documents like price list catal@go@re attached with the letter. Enclosure masttbe
documents which are enclosed or attached with etter] The enclosures usually find their placehat bottom left
margin.
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12. Postscript: PS as t is commonly known as is something writthiar the letter is closed. It is usually done wiilea
writer forgets to put in some information or messagthe main part. It should be very precise anthé point.

13. ‘CC’ or Carbon Copy notation: When copies of the letter are meant to be sentaie than one person it is mentioned
under “CC” or carbon copy notation. The names effibrson to whom copies are to be sent should tenvadjacent
to the left margin.

14. Reference initial: When typed initials are put it refers to referemigals. These are useful for office checkingeVtare
typed adjacent to the left margin.

Heading Subodh Engineering
3/56 Industrial Enclave

Bhagatpur, Bihar

Date September, 222000
Reference Reference: Letter No- P-48
Attention line To,

inside address The financial

A/4, Hazrat G

Salutation
Subject

Body

Rajesh Tandon

Material Manager,
Ide tion Mark BCT/L9
Encl.: 1. Cheque No. P4291

Enclosure
2. copy of bill no. KLW 1085.
ps My heartiest congratulation on your assuming thdependent
charge of the department.
Ref. initial Mr. R. K. Ghospal
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48. What are the different forms of a letter?

There are several forms which are used for wrikinginess letters. Choosing a particular form isatten of individual taste
and preference.

The forms used by business organization includédif@wving:-

1.
2.

a &

https://www. Our reference : POC 30 U

The indented form

The block form

The complete block form
The semi block form

The hanging intended form

The indented Form: In this form, each new element is i
punctuation is used. A specimen of this form isegibelow:-

usually closed

Bhaduri Trading Co. Ltd
24/7 Mathura Road

Delhi-110001
12 September, 2003
To,
The General Manager,
Punjab National Bank
Delhi — 110014
Dear Sir,

Please refer to your letter No. C-BC/43 of 4 Setiter, 2003.

We are grateful that you have agreed to advanseima of Rs. 20,000
(Rupees Twenty Thousand Only). The terms and ciongdityou mention are
acceptable to us. We shall send our account ofticeign the agreement at 11 a.m. pn
Monday, 16 September, 2003 as you suggest.

Yours faithfully
A. S. Bhowmick
Secretary

form, the date line and the complementdoge and the signature with the right margin. All
other part body part are aligned whi¢ghléft margin. Davison between the parts and betwearagraphs of
the body of the letter are indicated by double Bgpwhereas there is single spacing within eacharat paragraph. In it
generally mixed punctuation is used as indicatettiénsample below:-

Sourabh Aluminium Corporation
303, Jahangir Road,
Ahmedabad - 380003
10" September, 2003
Your reference: Letter No. 43- PA of 4 September

To,

General Manager

Rahi Cements Company Limited
Sarangpura
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3. The Complete Block Form:In this form, all parts of
this form generally open punctuation is used asvs

dh the left margin except the heading. In

Supreme Engineering Works
5/44 Bhagat Singh Marg, Agra
14" September, 2003
To,
The Financial Manager
National Development Corporation
22 Mahatma Gandhi Road, Bombay - 400055

Dear Sir,

Thank you for your letter No TR-43/30008 df September, 2003. Your cheque N
P44387 of # September, 20003 is for Rs. 2,000 whereas ouNbillKLW 10057 of
20 August was for Rs. 20,000. I, therefore, hope will not mind sending another
cheque for the balance amount.

©

Yours faithfully

R. C. Tanda

Material Manager

Encl: I. Copy of Bill Ac KLW 1005

4. The Semi Block Form: This is similar to the block form except that th@ragraphs are indented. In this form mixed
punctuation is used as shown in the sample:-

Johnson and Company
Lushai Hills Silchar - 78800
https://w\ 11" September, 2003
To,

Personal Manager
Milk food Manufacturers Limited
Bhaskar Road, New Delhi-110003
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5. The hanging indented Form: This form is similar to the block form except thae first line of each paragraph is
aligned with the left margin whereas, all othee$irin each paragraphs are indented four or fiveespdts appearance is
unusual and may perhaps catch attention quicklthitnform mixed punctuation is used.

Daljeet Industries Limited
Bombay Road
Gurdaspur - 143521
12 September, 2003

The Purchase officer
Sally Exporters Limited
20A, Feroze Shah Marg
New Delhi-110030
Dear Sir,

We hope by now you have gone through the catalogueys we sent yo
on 28 August, 2003. As you will have seen thereaareumber of new toys in thi
year’s catalogue. These are meant not only to lokebgt also to instruct children by
demanding them of a high degree of intelligenceneviile they play.

We specially draw your attention to the asteriskeths on pages 4 and 7,
these are likely to become popular in the countoeshich you have been exporting

Kindly let us know your requirement so that we aside the toys of you
choice. On receipt of your order we shall send tliergou on the last year’s term
and conditions. A copy of the statement showingéhis enclosed for your ready
reference.

n

Yours faithfully
Kulwant Singh
(Manager Marketing)
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CHAPTER 2 BUSINESS COMMUNICATION INTERPERSONAL COMM UNICATION & SKILLS

1. What is the meaning of Interpersonal Skill?

Inter personal skill refers to mental and commutiveaprocesses applied during social communicadiod interactions in
order to reach certain results. It is a skill talerstand people and their problems, needs andi@selin business context the
term inter personal skill is used to refer to measauperson’s ability to operate within busineggaizations through social
communication and interactions.

2. What are the key factors to builds a positive envisnment in all areas of one’s life?

The key factor required to build a positive envirant in all areas of one’s life are:
1. Interpersonal communication
2. Active listening
3. Critical Thinking
4. Emotional Intelligence.
3. What is interpersonal Communication?

Interpersonal communication is the communicatiotwben
also builds up rapport, understanding and clossiogiship

nly communicatésrmation but

4. What are the principles of interpersonal communi

1. ly and even unknowingly. This is because
ice, gesture posture and lfasipression.

2 ack. Itsdtnis permanent. Thus communication is irreveesibl

3 ture may be wronglgrpreted by another. The involvement of various

4 isolations kiliways to the context. The various context are:

t: It is considered with the Psycho-social aspecioofimunication.
ontext: It is concerned with the physical aspects sudbaeion, season, time etc.

\VA Cultural context: It is concerned with the learned behaviour andgals attitude beliefs and values of speaker
and listener.

5. What are the Functions of inter personal communicdbn?
The Functions of Interpersonal communication are:

1. Gaining Information: Interpersonal communication provides informatiow &nowledge about other persons. This
helps in communicating more effectively with otheksiowing a person helps to predict how he thirf&s|s and acts.
The information can be gained
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6. What are the tips for improving interpersonal skills?

The tips for improving interpersonal skills are:-

Listening
listening nsibility.

4,
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i. By observing them i.e. Passively
ii. By having others engage them i.e. Actively
iii. By engaging them i.e. Interactively

Building understanding: Interpersonal communication helps to understaralbptter way as to what some one says in a
given context. Messages may be understood as

i. Context message — meaning of the message

ii. Relationship message — how a message is said.Wdnas can mean very diffe ending on how Hrey
said and in what context.

Establishing identity: Interpersonal communication helps to establishiden the basis of

relationship and image.
Interpersonal needs:Interpersonal communication helps to f follows
i. Inclusion needs:The need to establish identity with others.
ii. Control needs: The need to lead others and prove

iii. Affection needs:The need of recognition and i mbers of group.

Broad mindedness:People must be broad eranother to get word done.

should be in congruence, with theroth
elements of communication like ) d voice modulation etc. this makes th

s complete only wihenrmessage conveyed by the sender is fully
teri;gssential.

. But actually it is not. Hearing through esnd listening is by mind.
erstood by the receiver. Listening is an &cfikocess as it requires

build a strong relatioipsh
It helps a person to grow in his career.
It keeps a person well informed

It helps an organization to meet its objectives.

8. What are the guidelines for effective Listening?

1.

2.

Avoid distractions and prepare yourself for listeni

Maintain eye contact with the person.
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Take keen interest in what the person is speaking.

Keep your mind active. Take notes.

Observe the elements of communication i.e. bodguage, movement, facial expression, tone and mtdnlaf voice.
Avoid whispering, yawning.

Be aware of your feelings.

Think critically. It prevents your judgment to beaged.

© ©®© N o 0o &~ w

Restate what the speaker said to make sure youumaharstood the content of the ma

10. In case of doubt get it clarified by asking questidowever avoid frequent questi eaker.

o

https://www.facebook.com/icainews




9.

10.

11.
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What is Critical Thinking?

Critical thinking means questioning logically evestep of thinking process. In critical thinking erpon uses rigorously and
skillfully the information, experience observatiand reasoning to guide his decisions, actions aefidfb.

The questions generally raised are:
1. Are all the facts considered?
2. Are all the assumptions tested?

3. Is the reasoning sound?

4. Is the judgment unbiased?

5. Is the thinking logical and complete?

Advantage of Critical Thinking:

1. It brings rigour and discipline to the thinking pess.
2. It helps in making good judgment, choices and decis all areas of life.
What are the skills to be developed for Critical Tlnking?
1. Skills to analyse cause and effec©ne must be able t

andetg &if clear understanding.

2. Skills to classify and sequenceOne must be able tems andugrthem according to similar

characteristics.
3. Skills to compare and contract:one m ce andlarities in the items.
4. Skills to infer: One must be able t i y decision
5. Skills to evaluate:One must be able to optiomhomse one among them.
6 tion power to utadelsthe minutest details of what actually

7. future to deternaind analyse trend.

8. Skillsto aws induction, deduaddiod analogy to judge and determine the merits
and d

9. ine the importance efvant and sequence them like wise.

10. Skills [ ust be able to sum up the main theme of teetend present a brief report on it.

11. Skills to must be able to deduce new possibilities fitweririformation available.

What are the Qualities of a Critical Thinker?
1. Broad minded:- A critical thinker is always willing to accept nadeas and respects the views of others.
2. Well informed: A critical thinker keeps himself well informed byllecting facts and data of the events happening.

3. Experimental: A Critical thinker is experimental. He analyses taeise and effects and creates situations to emeeti
with his theories to find out works in a particusituation.
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4. Contextual: A critical thinker always analyses and thinks fre tappropriate context. He never indulges in facts
irrelevant.

5. Reserved in making conclusionA Critical Thinker takes his decision in haste. k®ws when a conclusion in fact in
when it is not.

12. What is Emotional Intelligence?

According to Daniel Goleman, Emotional intelliger(@) means the capacity to recognize one’s fesligd those of others
for motivating one self, and for managing emotiamdl in oneself and in one’s relationsip.

Feature:
1. Elis arare skill and includes
(i) Reigning emotional impulses
(i) Reading another person’s innermost feelings
(i) Handling relationships smoothly.
2. El operates at three levels
(i) With one self (personal Mastery)
(i) With other (one to one)
(iif) Within group (one to all)
3. Elis measured by Emotional Quotient (E
4.
5.

uide decision.

essmenBelf assessment means knowing one’s own streagthsveaknesses.

(i) ce:Self confidence is recognition of one’s self woathd capacities.
(iv) Emotional self control: Self control is the ability to keep one’s feelirayed emotions under control.
(v) Transparency: Transparency is to be honest in all dealings.

(vi) Adaptability: Adaptability is the ability to adjust accordingtte changing situation.

(vii) Achievement: Achievement is the ability to strive for bettesu# or better performance.

(viii) Initiative: Initiative is the ability to be spontaneous in drady opportunities that come in way.
(ix) Optimum: Optimum is the ability to precise the positive e of an event.
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Il. Social CompetenceSocial competence is the capacity to manage oelksttip
A. Social awareness:
0] Empathy: Empathy is to take keen interest in others. b ignderstand other’s emotions and perspective.

(ii) Organizational awareness:Organisational awareness is to keep oneself abatasit the happenings in the
organization.

(i) Service: Service is to serve others i.e. fulfill or caterthe needs of the subordinate, superior, cheastoimers
etc. in an organization.

B. Relationship Management:
0] Inspirational leadership: Inspirational leadership implies leading guidi
(ii) Influence: To influence is to persuade some one by
(i) Developing others:lt is to develop the capacities of a ining and guiding.

(iv) Change catalyst:Change catalyst is to take initiative for a ing the same and involving and

leading others.
(v) Conflict management: Conflict management i g conflicting minds together.
(vi) Building bonds: Building bonds is to cultivat ining them.

(vii) Team work and collaboration: Tea lies to build anteto word in union with

mutual co-operation.
14. What is Emotional Quotient?

Emotional intelligence is measured thro ed to measure a nunatbeonstructs related

to El. It is the ability to make an

How we relav¢hier determines how successful and satisfiedrev¢hais a large
ftav very often persons with low 1Q but high EQeanuch more
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CHAPTER 3 GROUP DYNAMICS

1. What is a group?

A group is a unit of two or more persons who wargedther to achieve a goal. The members of a gnotgpaict with one
another in face to face relationships over a pedabtime. Thus a group may be defined as a collactf two or more
persons who have a common goal and interact with ether to accomplish the goal. A group is howalifferent from a
mere aggregate of persons. In order to be caltgdap, an aggregate of persons must satisfy th@afislg conditions:-

1. They must have a common seal.

2. They must interact with one another to pursue tiremon goal.
3. They should perceive themselves to be a group.
Thus a tem is a unit whose members share a miasidithe resp
2. What are the characteristics of a Group?

As every individual has a personality of his/ hemoso also a group
personality is characterized by the following feats-

remg®f time. Group

1. Spirit of conformity: Every group establishes cartaorm
these norms in order to gain recognition. They stdj
relationships.

f the group tercomply with
ing to the accepted stasdafrtheir group

2. Respect for group values: Every group dev
other groups. In order to deal with the gr
3. Collective power: An individual alone i
whole rule over individuals. An od

values and ideals malkirdifferent from
erstand the group galu

re powerful than individualfie groups as a
. A group is a collectivever.

ve their own prejudicgzerson’s prejudices
s of the group with similar prejudices.

4. Group prejudice. Just as individuals
tend to become stronger wh

5. anges. However a group opposes changes wtadikely to
3.

A group | gdther to achieve a goal. The members of a gnotgpaict with one

another in fac me. Thus a group may be defined as a coblactif two or more

persons who ha ] ather to accomplish the goal.

050 also a group acquires a personality overiaghef time. Group

y the following

2ry group establishes certain norms of behavidhe members of the group tend to comply
with the der to gain recognition. Thejust themselves by conforming to the acceptaxdstrds of their
group relatio .

2. Respect for group Values:Every group develops and tries to maintain centalnes and ideals making it different from
other group. In order to deal with the group effeady it is essential to understand the group v&lue

3. Collective Power: An individual alone is powerless. A group is alwayiore powerful than individuals. The group as a
whole rule over individuals. An odd member can ménave a say in the group. A group is a collectivever.

4. Group prejudice: Just as individuals have their prejudices so @smps have their own prejudices. A person’s
prejudices tend to become stronger when he intereith other members of the group with similar pdiges.

5. Resistance to changeA group may bring about its own changes. Howeaagroup opposes changes which are likely to
threaten its unity and norms.
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The interactions and relationships between memtifeasgroup are called group dynamics. Interactioag the group
members is the core of group dynamics. A group imesodefunct without communication. Group dynamgshus
concerned with the interactions between membeasgobup in face to face ralationships.

o
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4. What are the advantages and disadvantages of a Grp@

Advantages of a Group:

1. Equipped with complete information: An individual can never have the same volume awedge and information
that a group possesses due to the presence ofindinigluals. A group thus has the advantage ofigg#quipped with
wide variety of information.

2. Equipped with diversity of views and information: A group consists of many individual who have adage of
diversity of views. It has thus many approachesaitetnatives to consider.

3. Encourage innovative thinking: In a group when group discussion takes place kesmidhe members to come up with
fresh ideas. It thus encourages innovative thinking

4. Decisions are more acceptable when taken by groupWhen group members p
collective decisions, these are acceptable to sthlep. In this way decisions get
5. Encourage democratization: Group decision making in itself i
legitimacy of its decision.

y group.
reases the

e experts among

7. Draws out latent talent of the members:Many a times a membe e is silent cofioeward or is

encouraged to pour out his talent as he feelsifréee grou t tat#rthe members.

8. Safeguards the interest of membersAn individual, w| . Hi®erests, needs and aspires are
often looked after well by a group.
9. Employer employee relation improves:When memb ly participate imaggement, decisions or
organizational decisions, their interests a yal to the organization drel @mployer
employee relationship improves.
10. Strengthens the organizationAll the
Disadvantages of a Group:
1. Time consuming: Group decisions ar

making there come out wi

ork talgssemployee relationship improves.

contacting the members, collecting them and

2. Difficult to assign res re undesirable it becomes diffio fix responsibilities due to

3. minated by a few membe&hés leads to the formation of a groupism.
Within nmae to the health of the organization.

4. establish their norms if oftendraes difficult to maintain the norms
due to

5. our, money groupd terbe uneconomical.

6. es team members may have a hidden agendarizate motive that may affect the group

5. What are the of groups in an organizatio?

The main groups in an organization are as follows:

1. Self directed group: It consists of autonomous and self regulated ggoafpemployees who have authority to take
decisions.

2. Quality circles: It consists of a group of employees of save depant who meet at regular interval to discuss qualit
problems, investigate causes, recommend solutimgs take corrective action. Thus they perform qyadbntrol
activities for their own work areas.

3. Committees: A committee is a group appointed by the orgamrativhich meets to investigate a problem and, kater
formulate its report and recommendations.
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There are various kinds of committee:

0] Standing committee
(ii) Executive committee
(i) Advisory committee

(iv) Ad-hoc committee

A standing committee is a permanent empowered and entrusted to takagaarent decisions.

An Executive committee is a committee constituted by executive membermnobrganization to take decisions
for management.

An Advisory Committee consists of persons specialized in a particukeld for fi The members of such
committee are elected fro amongst the members ofgamization at an Annual Ge S pois laid down
by the parent body and its functions relate to ro@anizational goals.

An Ad-Hoc committee is a committee of temporary

constituted for a particular purpose and is dissdlsoon after

eriod. It is

ific administrative
er vadever to take

4. Task Forces: Task Force groups are usually found in go
problems. Their structure is almost same as comenibut is temp
action and fix responsibility.

What team Roles are played by the members of a tedm

The team roles can be classified as below:

1. Self oriented Roles:The roles which memb

2. Team maintenance role:The roles playe
known as team maintenance roles.

3. Task facilitating roles: The roles p
task facilitating roles.

Who is a leader? What is his re

Leadership is an importa

ds are known as self oriented roles.
Il teenbers to work together in harmony are

ishment of the team goals is known as

an organization that set apart successfidnization from an

rgraization is simply a mass of man, machine anigiads.

iduho organizes the efforts of the followers anckdis their activities

towards th n individual or a group in efforts towardsbachievement in a given

situation.
Accor : i activity of influencing peoplestiave willingly for group objectives.”

Characte

@

y personal quality. This guahotivates the individuals to be with leaders.

(ii) his leadership, tries touifice the behaviour of individuals around him tfilfeertain pre-
(i) It tries to influence the individual to behave iparticular way.

(iv) There is a relationship between leader and follewéhich arises out of functioning for common goals.

v) Leadership is a continuous process of influencielgalviour.

(vi) Leadership is exercised in a particular situatikime situation variables also affect the effectissnef leadership.
Role:

1. Motivating employees: A dynamic leader breathes life into group and rsakeople eager to work towards the
achievement of group goals.
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2. Moral building: Good leadership is indispensable to high emplayeeale. The leader lifts a man’s vision to higher
sights, raises his attitude of group and maintdisesipline.

3. Creating confidence:Self confidence and enthusiasm is created amaniptltowers by an effective leader. He provides
advice and guidance by which subordinates can rézegheir quality and capacity.

4. Coordination: leadership helps to maintain coordination amoegdifferent levels of subordinates.

8. What is organizational Conflict?

The word conflict conveys different meaning to éifint people. It may be regarded as disagreemasmtiioation, hostility

of incompatibility between individuals or the graum the organization. It expresses the sense mfaeersy, strife, battle,

clash etc.

Definition: According toS.P. Robbins “Conflicts is a process in which an effort is pu

to block another that results trying in frustratitige attainment of, the other’s goals o
According toDavid L. Austin, “it can be defined as a disagre indi oups, with

each individuals or group trying to gain acceptardeéts view or obj

one person or unit
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Features of the conflicts:

1.

9. What are the causes of Conflicts?
Following are the causes of conflict:

1.

Divergent perceptions: Different individuals and groups have differentatyy values, and interest which are manually
exclusive and incomplete. Conflict arises out @ thiversity of perception.

Deliberate behaviour: When a party deliberately behaves in manner tengthen his interest of disrupting the
functioning of the other, the conflict is felt dgetbehaviour is not just accidental.

Conflict differs from competition: Although competition is a cause of conflict, yleeéy are not the one and the same
things. In conflict one party tries to thwart theportunity of the other, while in competition bdtte parties try to serve
their own ends without frustrating the efforts lof topposite party.

Insistence on their standsWhen two parties having different perceptionsshen their
irrationally the conflicts arise.

Implied or expressed: The conflict may be latent or overt. While lateonflict dis
becomes a grievance, the overt conflict is expoebgenvords or behaviour and g

iew points, rationally or

of the man and

Ambiguity of role: when the organization authority, duty and r
delegated to the individuals, the conflict will s&idue to
procedures are faulty and rules are unproductiweflict wi
Multiplicity of roles: Multiplicity of roles also lead
faithfully discharge all such duties or cannot axeche
Adverse consequencesvhen a person percei flg adverse consequences for him, but he
s hesitant or reluctarperform the role.
Perception differences:Personality di gperceptions. No two people understand a
i because of difference in socidtural

t been properly defined and
the polgitack uniformity,
and baiwavs of the seniors.
individuals find that either they cannot

flict within him. Thésdalled inter sender role conflict.

eople in the organisations hail from differentcbarounds, have different values and
eed and different attitude®e organization assumes their functioning togetheer personal
actions. Some people are by nature optimists withers pessimist; some are extrovert and othersvieitt, some are
active and others lethargic. Under these conditjper$ect adjustment and harmony in the organisatisrbeyond the
guestion. Any maladjustment to pull together magomee a cause of conflict.

Contradiction in his perceived and expected role bBeviour: When a person faces a predicament or contradiction
between his cherished values and attitudes ane tfoshich are expected of him by cherished vahras attitudes and
those of which are expected of him by his bossrpaad subordinates. The superior in the orgaoizatkpects him to
bring some illegal money by taking bribe or adogtoorrupt practices, but the subordinate does raottwo do so for
fear of god, society, law or due to his perceivallig of life.
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10. Resource constraints:When an individual is expected to show a partictdée bahaviour, but that is not possible due to
inadequate authority, power or resources made ablaito him. Constraints of time, cost, authorityl aesources are
most common reasons for intra personal conflicts.

11. Values and interest difference:People attach different importance to differentuga. The factory engineer may
emphasise, on quality of the product, whereasaostuntant be adamant on lower cost. Becausevidleies system are
different varying needs and interests of the irdirais clash with each other and become the soofaEflict.

o)
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10. What are the consequences of conflict?

11.

The consequences of conflict are as follows:

Advantage: Conflicts play many positive roles in the orgatimas. An organization devoid of conflicts wouldcka

excitement, diversity and viability. Conflicts bgncompetition, innovations and changes. They pregtagnation and

stimulate interest and curiosity. The advantagesbeasummerised as follows:

1. Stimulate changes:Conflicts help in identifying and clarifying thesues and stimulating the efforts to resolve thgm b
readjusting ways and means.

2. Promote creativity and innovation: Conflicts lead to interactions and restrictionsioissues and thoughts. People

become more creative and imaginative when they caraforted with conflicts and nges. They pdavian

opportunity to learn and develop analytical anticai skills.
3. Encourage collective thinking: Conflicts highlights disagreements over go
stimulate group thinking and discussions. They putlcollective wi
4. Establish group cohesion:Inter group conflicts drive the
party unitedly. They also provide an opportunitytlie people in
misapprehensions. They, thus, help in establislaisting unity and h
Disadvantages: conflicts can also play a negative role resultingharm

isions. Conflicts

t the opposite
er, tensions and

s. The negative roles can be

summerised as follows:-

1. Cause wastage of human energyConflict ridden empilc
letting down the other party on in winning the e
deliberate destructive activities. This causesumearable

gyén preparing the strategies of
e cases, people resort totaging and
ational efficiency ltheand climate.

2. Prevent growth and innovation: Conflicts d ; peopl¢hink coolly and introduce changes.
As a result, organization becomes static
3. Create tensions and hostility:Organi ingdedtruct and hostility. They make people

, performance level detarés and inter

anagers can stimulate conflicts by manipulatiagts. Ambiguous or threatening messages
encourage conflict. Intelligently planted rumoureough grapevine can also be used to stimulatdictnf

ii. Restructuring organization: Careful surfing in the organization structure,. idepartment, authority relations,
duties responsibilities, resources, etc. may alsate organizational conflicts, leading to innovas.

iii. Bringing in outsiders: In organization which has become stagnant, a icomflay be introduced by bringing | new
people whose backgrounds, attitudes, values andgeasial styles are significantly different. Theinovative ideas,
divergent, opinions, demonstration of new styled tathniques will shake up the organization andlbits status
quo.
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iv. Promoting Competition: Encouraging competition among people is also arelent device for constructive
conflicts. Introduction of productive linked bonsshemes, incentive plans and prestigious awardsenegurage
competitive spirit among people and which may lealetter efficiency and performance.

2. Conflict resolution Techniques: Conflicts which are likely to produce adverse effeon the organization must be
resolved. Some useful strategies in the connebtidme been suggested as follows:

i. Persuasion:Both the parties may be persuaded by some infalguersons to arrive at an amicable solution @ver
conflicting issue. Mediation is a good means faoteing inter personal conflicts in the organizatiblowever, the
mediator may initiate discussions and keep ongmttilking and persuading for a mutual agreement.

ii. Reduction in inter dependenceMutual dependence and sharing of organizatio create many occasions
for disagreement and conflict. As such, reductiointerdependence of indivi may edslice the
chances of resources to each department, standlasdand procedures and, s,adager inter
dependency and subjectivity which become the cadiseonilict. jon think

elimination of inter dependency for obvious reasons

iii. Dominance through power: Use of authority and powe solve a conflict
between organizational people and groups is vedehyiused gers havesd¢otheir
position and power to set the trouble makers ri@nflicting par maintain clam, qmseure and

dignity while on the job. They are also asked r suffer disciplinary atti
Organizational authority, by and large, is acc of their social culturewklver,

dominance approach seldom brings lasting pea nflicts and subsequently tligg/iara more
violent form.
iv. Identifying common enemy: In the wor my is a geeanifying force. In the face of

e conflicting claims of the grofgll into the

common threat and overriding comm
i nd of winding conflict.” This tatique can

back ground and are swallowe
serve the purpose only in em
V. Rotation of work: Rotation of the ganizatio drtment over different jobs help in reducing
conflicts. It wides thei versal (empathy) helps people in shakinghgir tharrow
perceptive, depar created by the organizational boundariespleewy to
arty’s viemp
individual and inter personal conflictay be resolved by establishing
entifgd aamove the grievances of the people. If the griee is not
shouldgiven an opportunity to approach and appeal tohilgber

Vi.

by all. When all the ersroba group agree to the same subject mattbe atame time in the
same sens ieved through godd Kaitping in view the benefits of all techniquestild consensus.
In order to =nsus among the team menfibkwsiing techniques can be followed.
1. Problem solving approach: Whenever some problems arise it should be sorttiordugh problem solving the
constructive orientation.
2. Active listening: To ensure that messages are received as intemdgdmember of the group should listen actively.
3. Flexible Attitude: A flexible attitude should be adopted by the mersle order to arrive ate a consensus. The golden
rule should be to disagree without being disagreeab
4. Maximum Transparency: In order to build consensus every aspect shouldldéar to the members. The mandate
agenda, proposals, decision rules etc. should brarsparent as possible.
13. What is negotiation?
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Negotiation is a bargaining process where by twmore parties at discusses and arrives at mutaghgeable decision. It is
a give and take process where both the parties#&islfied at the out come of the deal. It is a Wway process and requires
active participation from both the parties.

Examples:- A salesman settling price with the prospectivedouy

Features of Negotiation

ok whPE

Approach of Negotiation process:
1.

What are the basic rules of Negotiation?
The basic rules of negotiation are as foll
1.

There should be at least two parties.

The parties should be willing to discuss out thétena
Both the parties should have predetermined goalshauld be interested in the deal.
The parties should have a flexible attitude.

The decision arrived at should be beneficial tdhlibe parties.

Win orientation: In this one party wins and other losses

thel.d#ais
communicators. it thus produces both winners a$ ageloser i

ain etbss of the

other.
Loss-loss orientation:In this situation both the parties disagree
Thus both the parties are losers. At the begintivegparties howeve
between them forces the either or both party todbia the
Compromise: Sometimes in order to avoid a lose-los ties n profitable to compromisther
than quitting the deal. Thus in situation of losed com s the best possibleatitar.

Win-win orientation: under this such a deal is struc y both the parties’ needs are satisfied. It
looks beyond the conflicts and focuses on i th the parties emergaswinners.

in discarding the deal.
is end in mindtbe conflict

Objective: To try to understand on
i. Perceptions

ii. Style of negotiati

tion so determine.

. on to clarify the position of the othgarty.

ii. Reformulate the proposal.

iii. Offer alternative without changing the terms andditions.

iv. The final agreement should be finalized beforeintpshe negotiation.
Process

i. Be accommodating avoid unnecessary conflicts.
ii. Be sensitive and adaptive in changing situation
iii. Communicate effective by a good and active listener

15. What are the steps in the process of Negotiation?
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The steps in negotiation process are as follows:
1. Preparing:
i. Get prepared by setting the objectives of negotiat
ii. Determine the limits within which to negotiate.
iii. Priories your objective under like, intend and must
iv. Assess the relative strength and weakness of tiiega
V. Prepare the checklist for preparation and collel@vant data.
2. Arguing:
This is the actual process of negotiation
i. Both the parties put forward their expectation befeach other.
ii. The aim is to forcefully inform the other partiefitioe logic and strength
iii. Both the parties should listen and understand etter’s
iv. Negotiation tends to fail when parties get hostilenc i oach

3. Signaling:
This process begins somewhere during the arguingegs. It usual
and are in a mood a break the deadlock, when signabuld occur.
The parties should be alert of the following aspect

i. Signals made by each party, to indicate his wi
ii. Re-wording of the proposals.
iii. Reasons/causes for the opponent’s stonewalli
iv. Any signs of movement in the argum

4. Proposing:

This decisive phase is the settlem
solution. It is a gesture to overco
negotiations and proposals seize the

5. Packaging:
This phase involves cg¢ ppeared and an overall suggested solutiondiagideration of

e aufalee deadlock

e signals, one party proposea farssible
e negotiated in this ghrapesals advance

d Musnalysis, indicates enough movement to produpackage. It
mepps inhibitions.

atapar. But for a negotiator this phase will be @ssful only if the

he following p
be conditional
e what we require in exchangeh®icbncessions.
one’s own conditions before the offzaty.
iv. If the signal is reciprocated, present proposatgatng the conditions.
V. Be ready to bring back into contention may previpusettled issues, if we need negotiating room unde
pressure of opposition on a point.
7. Closing And Agreeing:
Closing means ending the bargaining and reachstgge where we force the opponent to make decisicagreeing or
otherwise. It refers to our response to the oppbclese. The following aspects are considered
i. Where and when do we intend to stop trading?
ii. Is the whole proposal credible?
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iil. What other close could we use?
iv. Are we serious or is it a bluff?
V. List the agreement in detail.
Vi. List the points of explanation, and understanding.
vii. If the agreement is oral, send a written note éodther party of what we believe was agreed.
16. What is influence?
Influence is a respectable way to change otherlp&ogctions.
Influence process consisting of;
i. A set of skills including body language.
. A set of attitudes including confidence, trust &edief in win win result.
iii. An orientation to be focused on others rather theing self focused
iv. Proactive leadership.
17. What is Persuasion?

Persuasion is an aspect of influence. Persuasian dfrect com
arguments and competent views dealt with, in aeetfl manner.
The principles of persuasion are:

i. Honour and respect.

ii. Understanding the other person’s frame of re

o)
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CHAPTER 4 COMMUNICATION ETHICS

1. What is Ethical Communication?
Ethics are the moral principles and norms whichvijgles guidelines to the conduct of the individudlsese moral principles
and norms are applicable to communication alsac&tiicommunication means to a pattern of commuitinatith a sense of
responsibility in it. The golden rule of ethics tha ‘do into others as you would have them do uyda’ applies to
communication also. This happens when one is hanebts communication with his employer, employeelg&nts and
others.

Components of Ethics Communication
Ethical communication enhances and encourages

0] Fairness of the content of matter

(ii) Truthfulness of the contents of matter communicated
(iii) Freedom of expression

(iv) Tolerance towards others

(v) Respect for other’s views

(vi) Responsibility of words spoken.

Attributers of features of ethical communication: The message communi ally as weadkgernally is:

0] Completei.e. contains all relevant information

(ii) True i.e. non deception in any way

(i) Accurate and sincerei.e. avoids exaggeratio tion
(iv) Fair i.e. reveals both positive and negative i equired
(v) Not manipulative i.e. does not stat i

(vi) All pervasive i.e. can also portra
Requirement of ethical communication:
0] Transparency
(i) Objectivity
(i) Truthfulness

ollowing fanemunicating the message

A semlanessage or a communicator communicating inftiongo
whatdisclose and what not to disclose. Here, he islegliby the

For example matters to be disclosed in AGM if comioated or spread before the AGM would amount akage
of information and hence unethical.
(iii) Mode of Communication:

a) The message can be communicated through words spakitten and through body language. While sending
information feelings motives ethical elements aréé kept in mind.

b) The receiver of the message on the other hand inagse to listen or remain listening means to takeam
stand to listen or to merely hear. The safest wayuoid ethical dilemmas is to remain silent. Hoarev
sometimes silence means consent or tacit agreement.

https://www.facebook.com/icainews




2.

Page 50 of 77

Ethical context: Ethical communication depends upon the context wéspect to who, what, when and where. It is
important as to who is speaking?

To whom?

What?

And

Where he is speaking?

All these dimensions should be dealt with toge#iteas to constitute or ethical communication.

3. What are the Ethical dilemmas in communication?

The common dilemmas in communication are as follows
1.

Secrecy:

0] The biggest dilemma is to decide what is to be keptet from the insider,

(ii) The decision regarding the secrecy to be maintasshedl| based on't @\ gndiples.
(i) Although maintaining a certain degree of secredé 0 ept indnhat

too much secrecy leads to lack of innovation.

Needless whistle blowing:

0] Whistle blowers are the employees who out of grdedlou
corporate negligence.

(ii) Although the society has the right to know th
whistle blowers.

otive informs the public abou

d be aware of the dtive of the

Leakage:

0] Leakage is whistle blowing without

(ii) Similar to whistle blowing it is un to leak information vital for thiganization.
(i) Organizations suffer severe

Rumours and gossips:

0] Rumours focus on events an

(ii) Both affect the man i arenfinmed piece of information
(iii) Decisions basg d teabedbthan being rational.
Lying:

0]

(ii)

(iii)

(iv)

Eup

0] s using an expression which is fémssive than the actual one.
(ii) rts the meaning of the message.

(i) I e the real truth and thus unethica

Ambiguity:

0] Words when used in an ambiguous way can influettoere behaviors.

(ii) Deliberate use of vague words to affect the expiects of others is unethical.

(i) Hence one should be very careful while choosingde@o that his message is not misinterpreted.

4. What are the guidelines for handling communicatiordilemmas?
Ethical dilemmas to be resolved require evaluationand judgment about:
(i) Whatis right and wrong
(i) What is fair or unfair
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(i) What is harmful or harmless
Thus one needs critical thinking skill, empathyciabskill etc for ethical communication for thikere are two basic
guidelines
1. Legal consideration
2. Moral consideration

1. Legal Consideration is one has to obey law. Dolmiggs against the law is illegal and hence unethica

2. Moral consideration is helpful as one has to relyoae’s intent. A piece of information however tm be unethical if
the intent is dishonest some guidelines in thisrgégre

(i) Maintaining Candour:
a.Candour refers to one’s truthfulness, honesty aamkhess while ¢ ith others
b.One should maintain the candour but keep in mindtaalisclo
certain amount of secrecy should be maintain
(i) Keeping messages accurate:
a.Ethical communicators do not distort the me
b.Accurate messages should be communicated w
(iif) Avoiding deception:
a.Message should not deceive others
b.Ethical communicators avoid deceptic
(iv) Behaving consistency:
a.One should practice what one purch
b.Ethical communicators en
(v) Maintain trust:
a.Ethical communicat
b.They maintain th

communicating

or before tielevelry of information may prove to be unethical.

ot tolerate unethicalavadr.
their toleranaeuioethical behavior is low.

1. s long term businassess and profit. Hence it emphases shareholder
2 al communication ensures integrity of the tappes as they prefer to work in organization
3. e:Since competent people move to organization witih fethical standard other employees

benefit through their competences.

4. Goodwill increases:Organizational which practice ethical communicati@ve high reputation and goodwill

5. Human dignity: Ethical communication emphases human dignity bgultating qualities embedded in ethical
communication.
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CHAPTER 5 COMMUNICATING CORPORATE CULTURE, CHANGE A ND INNOVATIVE SPIRIT

1. What is culture?

Culture is the way people line, think avid actisitlefined as a set of habits, customs, belielsiegathat influence people. It
is a collection of attitudes and value which shape perception. A message may be interpreted diffity by different
people belonging to different culture. Thus eadtuce is so me what different from others.

2. What is corporate culture?

Corporate culture is described as the personafitgroorganization. It speaks about how the emplsybink feet and
responds in an organization. It also tells as to ttongs are done in the organization.

Corporate culture includes:

(i) Core values

(i) Beliefs

(iii) Corporate ethics

(iv) Rules of behavior norms, which control the way peapteract
Elements of Corporate Culture:

(i) The paradigm: It defies the vision, mission and values of araoiga
(i) Control system:it defines the processes of monitoring activiies per
(iif) Organizational structure: It defines the hierarchies, reporti
(iv) Power structure: It defines the way the authority is di organization.
(v) Symbols:It specifies the company logo, designs stat
(vi) Rituals and routines: It defines the way in which man conducted and reports circulated.
(vii) Stories and myths:These convey message n to the out sides.

3. What are organizational changes?
Organizational change refers to organi
organization operates. It affects the e
Examples:

(i) Change in goals and objecti
(i) Change in technology

ntal and radical re-ortemteof the way an
values held bygbaes in the organization.

Features:
@) Itis initi
(i) Itisp
(i) Itis d ) the functionin erfance of the organization.
(iv) Itis
(v) ltisa
4. Why do Emplo
1. Uncertainty: Employees fear the unknown and uncertainty sitnatirigger anxiety and thus they reseat.

from inside and outsitle organization
altering the status quo.

2. Insecurity: Employees resist due to fear of personal loss of
Security
Responsibility status
Money freedom
Authority satisfaction etc.
3. Failure to understand the need for changeEmployees do not usually want a change in the thay are used to
working. They do not understand the dire need smgk and thus resist change.
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4. Other Factors:

0] Objectionable way of implementing change

(i) The concept that change simply adds more word antlision
(i) Bad timing of change

(iv) Desire to challenge authority

(v) Change perceived as implying personal criticism.

(vi) Negative attitude towards organization.

5. What are the reasons for acceptance of changes bygloyees?
Employees readily accept the change when theyarémced that change will yield them pe
Personal gain

id other benefits.

0] Increment in wage and perks

(ii) Enhanced job security

(i) More responsibility and authority
(iv) Increase/ higher status

v) Better working environment

(vi) Better interpersonal relation

(vii) Self satisfaction
(viii) Reduced time and effect
Other benefits

0] Respect for the source of change
(ii) Reduced boredom
(i) Creation of new challenge
(iv) Opportunity to grow
(v) Opportunity to innovate

6. What role does communication play in or nge?

Advantage of effective communi
0] Creates mutua
(ii)
(iii)
(v)

and t
changes

e will yield tyein

expressimjy ttonsent doubts.
is feelamgl suggestion.

tain in relation between employer eamgloyee
(v) Due to this strenuous relationship the employeegiathctics which adversely affect the production.
Guidelines for effective communication:
The organization wide change must be initiatedieytop management.
A person must be made responsible to carry ouvtiv& of bringing about a change.
The change manager should be visionary, persuasgeonsistent in bringing about the change.
Modification should be brought in the structuretted organization as necessary.
Change should be well planned and well communicatedvance.
There should be interactions with the employedake in their view on the plan.

ok whPRE
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7. The problem and perceptions of the employees shmilieard and steps should be taken to remove them.

8. Changes in a team effort. Thus changes can be balgiut only when there is a perfect co-ordinatietween the
various persons of the organization involved in it.

Factors to be considered while communicating:

1. What to communicate

0] Information about change
(ii) Confidential information should not be leaked
(iii) Information already spread through grape shoulddndirmed.

(iv) Along with information feelings should also be commitated.
(v) Communicate the changes that will come about.

2. To whom to communicate:
0] To all those who will be affected by the change
(ii) It should be a direct communication from the mal
3. When to communicate:
® Communication should be done before changes td&es p
(ii) Communication should also take place during thesplud chan
(iii) Early and frequent communication is desirable
(iv) Frequency of communication depends upon.
(a) Organizational hierarchy
(b) Nature of message
(c) Impact of message
(d) Level of mutual understan yees
4. How to communicate:

Communication may be done bot s useful

(®)

(iv) ssage are to be circulated to atbasiduals.

Innovation implies doing new things or existingnitpé in new ways. It may take in several form wtdch as follows:
0] Introducing a new product or new quality of an #rig product.
(ii) Introducing a new method of production or distribat
(iii) Discover a new market
(iv) Locating a new source of raw materials.
(v) Getting finance from a new source.
Role of innovation:
0] In today’s ear rapid of change world only the oiigations that innovate are likely to survive andwr
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(ii) Such organizations can create and develop new pr®discover new markets.
(iii) Innovation drives growth
(iv) The successful business of the future will be twa¢ tan deliver are exceptional product.

Barriers to Innovation:
The main barriers to innovation are as follows:

1.

w

The essential attributes of an innovative organizédn are as follow

(ii) Corporate strategy
(iii) Top management commitment
(iv) Corporate culture

(vi) Employees empowerment
(vii) Cross functional teams.

In a highly structured organization sharp authaaitg status differences lead to rigidity and theimative spirit does not
flourish

In a highly cohesive group: Inspite of having diffet ideas, members do not challenge group thinkihigh reduces
innovation.

Autocratic leadership does not allow initiative dreedom of expression
Innovative spirit can flourish when there is frémaf of communication in all directi
Too many rules and regulation: A rule and procedhmend organizati
creative and innovative thinking.

0] Corporate vision

v) Systems, processes and practices
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CHAPTER 6 COMMUNICATION IN BUSINESS ENVIRONMENT

1. What documents are needed in Business meeting?
1. Notice:

ORDINARY BUSINESS

NOTICE OF ANNUAL GENERAL MEETING
ABC Limited
(Regd. Office)
Notice is hereby given that the™@nnual general meeting of the company will be falthe registered office

................ at3.00 PMon ................the ..............day of 20@rtransact the following business.

1. To receive and adopt the Balance Sheet as at ..... nd.the profit and loss nded...and
the director’s and auditor’s report thereon.
2. To declare dividend
3. The appoint a director in place of Shri X, who negiby rotat re-
appointment.
4. To appoint auditors to hold office from the conadusof thi
SPECIAL BUSINESS
5. To consider and if, thought fit, to pass with ¢ i the following resolution as a ESHAL
RESOLUTION:
“Resolve that clause 5 of th e company by and is hereby substituted by
the following clause 5:
The authorized s 000 (Rupees Ninety Lakhs) divided into
30,000 equity share hares of Rs. 10 (Rupees ten each).
6. To consider and, if thoughfi ution as SPECIAL RESOLUTION:
Resolved f thenpany be and are hereby substituted by the follgwin
of the company is9RD0,000 (Rupees Ninety Lakhs) divided into 30,000
hares of Rs. 100 éBsimne Hundred) each and 6,00,000  (Six Lakhs)
eferential rightdividend and repayment of Capital and may bees
d conditions ag be decided by the directors.”
7. the foliogv resolution, with or without modification, as ORARY
at pursuant to provision of Section 87&nd other applicable provisions, if any of the
956 sanction be and is hereby deddatio the investment by this company of a sumeroeeding
Rs. 11.25 Crores (Rupees Elven Crore and Twenty Eakhs) by the subscription and/or purchase di@,200 or
less number of equity shares of Rs. 10 each abp#tay limited though such investment be in excetshe
percentages specified in the said section 372Ahefdompanies Act, 1956, and the board of Directdréhe
company be and is hereby authorized to determi@eatiual sum, subject as aforesaid, to be so ewestd any
matters arising out of and incidental to the sa@ppsed investment.”
8. To consider and, if thought fit, to pass the foliogvresolution as ORDINARY RESOLUTION:

“Resolved that consent of the company be and isidyeaccorded under the provisions of section 2931
of the companies Act, 1956, to the board of dinectof the company for borrowing by issue of Debegguof
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otherwise from time to time all such sums of moasythey may deem necessary for the purpose ofdsssuof the
company, apart from temporary loans obtained frbwn ¢company’s banker in the ordinary course of lassin
exceeding the aggregate of the paid up capitah@fcompany and its free reserves that is to sarwes, not set
apart for any specific purpose provided that thealtamount up to which the monies may be borrowethb Board
of directors shall not exceed the sum of Rs. 3&rany time.

o)
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By order of the Board of Directors
For ABC Limited
Sd/-

COMPANY SECRETARY
Date:

Place:

Note:

1. AMEMBER ENTITLED TO ATTEND AND VOTE IS ENTITLED TOAPPOINT A PROXY TO ATTEND AND
VOTE INSTEAD OF HIMSELF AND THE PROXY NEED NOT BE AME THE COMPANY
PROXIES IN ORDER TO BE EFFECTIVE MUST BE DEPOSITERITH TH

48 HOURS BEFORE THE MEETING.

2. Dividend, if declared, will be payable on or before.......

of members of the company on ..............
3. Register of members and share transfer books witllbsed fr
4. Members are requested to :
a. Notify immediately any change in their address
b. Quote your account number in all correspond
2. Minutes of AGM
SPECIMEN MINUTES OF ANNUA

days inclusive)

G OF MEMBE RS

Minutes of the 18 Annual Gener.
September 2001 at 11:30 A.M.
Present: Mr.......cccovviiiininnen.

d aseitgstered office on Wednesday, thé'15

took the chair.
2. QUORUM
After satisfying himself that there was adequatergm, the Chairman declare the meeting to be oohstituted
and commenced the proceeding.
3. WELCOME
The chairman welcomed the members for the compakiysial General Meeting.
4. REGISTER OF DIRECTORS’ SHAREHOLDINGS
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The chairman informed the members that the regidtdirectors’ shareholding maintained under sec867 of the
act was available at the meeting inspection byraegnber till conclusion of the meeting.

5. NOTICE OF MEETING
With the consent of the members, the chairman 8wt the notice sent to members calling the angealeral
meeting along with the other document has beemtakeead.

6. CHAIRMAN'S SPEECH
The chairman addressed the members and appraesedattiout the working of the company during the yeater
review and the general economic scenario of thatcpwand of the international situation and alse phospects of
the company in future.

7. REPORT AND ACCOUNTS
The chairman proposed:
“That the audited Balance Sheet of the companynaa1® M
ended 31 March, 2001, with the reports of the Direc
adopted.”
This was seconded by Mr. ...........cc...... a.member.
The chairman then invited members to speak on thté
the company has turned out improved turnover
there were certain areas of expenses, which h

view. He added, hargethat
ntially during the year ureldéew and he
cautioned the management to take note of the
Mro............ while praising the directors company, asked them to consideeief
bonus shares without delay.

, hamely, Mr........... Mr............. and

After having given an adequate
chairman replied to all the qu
has completed the ongoing mod i put the motion to vote on a shidlwands and
declared the motion & ing.been i

8. DECLARATION OF

ing motion was passed by Mr........................ argtended by Mr................

ard of dimscbd the company, the dividend in respect of tharyended on

9. REAPPOINTMENT OF Mr..............
The following motion was moved, by Mr................. ancceaded : Mr....................
That Mr............. who retires by rotation and who is eligible firappointment be and is hereby appointed a

director of the company.”
This was put to vote and declared by the Chairrodrate been carried.
10. REAPPOINTMENT OF MR.............
The following motion was moved, by Mr.............. and seconded : Mr....................
That Mr............. who retires by rotation and who isgéddle for reappointment be and is hereby appoirged
director of the company.”
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This was put to vote and declared by the Chairrodrate been carried.

11. APPOINTMENT OF DIRECTOR
The chairman informed the members that the comphaying received notice from Mr............. a member,
signifying his intention to propose Mr......... at thieating for appointment as director, had advertigeniotice in
two newspapers as required. The chairman settigdtile proposer was not present at the meetingaee rthe
proposed draft resolution. With the consent ofrtieeting, the chairman directed that the draft tegni was treated
as having not been moved due to default on thegbaine proposer and that the deposit made wouldtieited.
Alternative the following action may be taken

12. The chairman called Mr.............. to move the motiontic® of which was given.b
of section 257 and to the members by the comparadigrtisement in two ne
Accordingly, Mr............ proposed.
“That Mr.............. be and is hereby appointed a Direcsn
This was seconded by Mr.......... this was put to votg

13. APPOINTMENT OF AUDITORS
Mr.......... proposed and Mr....... seconded the followingtioo:

0 the company inmts

beaacarr

“That M/s. ................. Chartered Accountants, be a of the company to bffide

until the conclusion of the next annual General fi eration that may dterchined

by the Board of Directors in conclusion with thedi

Mo he auditors shall be incorporated in the
motion itself. The chairman clarified th take into account the scopehef work
involved on a yearly basis and woul on with the auditors and thatiraerease in
remuneration need not be automati ggested that the present practicet rbigh

continued which was unanim
The chairman put the motion to
3. Chairman’s speech

OF THE CHAIRMAN'S SPEECH
y brigethighlights of our perform in the year. We justmpleted as

timsolidated Accounts prepared as per US GAAP.
Alone Profit and Loss Account

Current year Previous Year
1999-2000 1998-1999
486.50 430.00
Profit after tax (Rs. Crores) 56.90 45.30
EVA (Rs. Crores) 23.90 14.90

XY Ltd. consolidated Profit and Loss Account (In casonance with US GAAP)

XY Consolidated Current year Previous Year %
1999-2000 1998-1999 Growth
Net Sales (Rs. Crore) 624.70 516.10 21
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(Net of Excise Duty and Sales Tax)

Net Income from continuing operatic 42.50 30.10 41
(Rs. Crores)

It has been another good year for us-no matterhengtou look at the Indian or the US GAAP accoumtin

| want to take this opportunity to shares with yofew of my thoughts on the future strategies afry@mpany in the

rapidly changing business environment.
Mergers & Acquisitions

Our first strategy was to use mergers and acquistio attain critical mass. Having acquired P18. In 1988, R Ltd.
1993, B Ltd. in 1996, and creating access to newdywt pipeline of our partners from
India. In 1997 we resorted to a three way mergén ®i.S. Limited to gain considerabl ompany under
a single management with the obvious other benefitwergers. Careful consideratio g operation,
integrating cultures, developing a world class nfacturing base. Ui ucture in the
Indian healthcare market was created via ten oerfanused field for i 000+ stockiest.
XY Ltd. today, is a clear leader in M&A capabilityithin Indian healt adriby key strategic
alliances / joint ventures.

calitieeir business in

In future also, we will continue to seek out sgistic ership in theordestic as
international markets.
However, the greatest single advantage of aclgesiiti

and sustainable discovery research and Developaoiguete

jon was our new abilibyihvest in serious
Let me share with yby Wthink this is
important to the future growth of your company.
The Emerging Business Environment
While our quantum growth: 29 time e in profits (on standabasés) over the last
12 years after our acquisition of N is
environment has changed dramatically afte , has accepted TRIPS and changed ¢emtdaw to fall in

line to give full 20 years pate after January 1995. (India ditlallow product patent since

pted in our formativasgh The business

1970, only process patent [ .) The full impact of this change will bdtfperhaps after next 7 to

10 years when th itt coming in the Indian market.
| am strategy we adopted, our company has secugeddaccess to the
new product p rtners. This was possible entirely becauséhaek anticipated these

changes and im i these relationships. We have therefore sg@uneajor advantage for

.............. aasl focused on five therapeutic areas and in thfébese we
table needs. Whilerdahing the success probability of these stilldsea couple of years more
aunching the product excledvin India, we also have the exclusive rightsrtarket or license the
product globally. A second NCE is in advanced chihitrials for cancer and AIDS. The company will dstively asking for
international partners to help take its NCE’s globa

The herbal research will also be conducted at.the....... Facility. There are more than a dozen prgjantthese

have alread
work. In addition to

herbal pipelines, with a good chance of about feaxt products being launched in the next 18 to 24ths.

Our programme on chemical synthesis/ chiral cheynimarily users reverse engineering with 12#jects on hand,
some of which are directed towards the global gesenarket. This developmental work is undertakethfat ................
Andatour ................. facility.
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| am also pleased to inform you that, we plantéotgenomic research. The objective is to ‘harvest knowledge of the
international Human Geome Research Project whidh the Public Domain i.e. NOT PATENT PROTECTED aah be
succeeded by any one. We will use this knowledgahe development of genetic healthcare productstwban be patent
protected. We plan to look for alliances in hisaar@&/e in India seem to have certain special adgastavhen it comes to
discovery and development of products to treatadise triggered by genetic problems. The genomeanasdacility in
Mumbai will be located in the wellspring centre.
Strategic Alliances

XY Itd. sees strategic alliances as vital to asdeshnology and improves learning. The initialifirwas on marketing
alliances, notably in the OTC segment, where thapamy is now a market leader thank ianceh ........... the
alliance with ............. In eye care has also achiewveadérship in that segment. O Unal products
category is being facilitated by learning we arguaiing from our JV partnerships. Th
partnerships in the future, which should help X¥.Lgo global.
Incremental Expansion

XY Ltd. already has a cost effective world classnefacturing ba
market products to our alliance partners and athdtinationals in the inter

As regards the product line for international exgpan XY Ltd

A range of branded generics

on research

edoufacture and

The new Herbal/Naturals line
The NCE's in its own pipeline.
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CHAPTER 7 BASIC UNDERSTANDING OF LEGAL DEEDS AND DO CUMENTS

1. What is a document?
“Document” as defined in section 31(18) of Gen&kluses Act, 1894 means any matter expressed oriloes upon any
substance by means of letters, figures or mark&y the more than one of those means, intendée tesed or which may be
used, for the purpose of recording that matter.

2. What is a Deed?

A Deed us a writing —

1. On paper vellum or parchment

2. Sealed and

3. Delivered, where by an interest, right or propgragses, or an obligation bindin
in affirmative of some act where by an interegthtior property

or which is

In legal sense, a deed is a solemn document. Betbd term n
or more persons agree to affect any right or lighilTo take
partnership deed, deed of family settlement, lefessd, mortgage d
held in old English cases to be a deed. A bonts@iacluded i
3. Specimen of Partnership Deed?

by which two
d, dekgbartition,
ven a power gheytdnas been
erm deed.

THIS INDENTURE OF PARTNERSHIP IS MA day of 2007 between
Slo. aged (herein ediézd
the ‘First Party’) AND age Resident of

(hereinafter called the ‘Second Party’)
WHEREAS the parties here to hav
instrument of partnership.
WHEREAS the parties here to have ss of at andare sh
the profits and losses of the sai i i
M/s.

tnership and it expedient to have a written

themselves into a firm of partnaeder the name of style of

0 by and betweehe parties hereto witnesses:

1. year or such further or lepseiod as the parties
2. (rupees ) onlghwihas been

3. drtihe losses in the following ratios:

4. The partne entitled to withdraw out wdfip, money not exceeding Rs. in eachtmadjustable

against the account of the respective partnetsedime of annual accounting.

5. The first party shall make available to the firne thop premises in which the business of the fliadl e carried on,
situated at and which shop or pesnigsin his occupation as a tenant from the mtmthonth paying
a monthly rest of Rs. to Shri and shall hereafter hold the daigp ©r
premises in trust for the partnership for which sgll be paid out of the partnership from theedaentioned in Para |

above.
6. The said rent, and all taxes, duties, repairs arigaings in respect of the said shops or premisesher place or places
of business of the partnership shall be paid otiv@fpartnership.
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7. No apprentice, clerk or servant shall be employedismissed without the consent of all the partners

8. The firm shall regularly maintain in the ordinargurse of business a true and correct account dfsalhcoming and
outstanding and also all its assets and liabilitiegroper books of accounts which shall ordinakiéykept at the firm’'s
place of business.

9. Immediately after each day of in every year, the partners shall take and adcaunh valuation
of the effect, credits and liabilities of the pamntship. Such accounts and valuations shall aftévahexamination to be
drawn up in duplicate and signed by the partneesshall each retain a copy. The entries in suamesigaccounts shall
be final and each retain a copy. The profits asd,las the case may be, shall be divided as afdreszr the signing of
such accounts.

10. The authority of the partners, individually shadl limited to the following:

a. No partner shall individually purchase goods far frartnership without
consent for purchases of the value exceeding Rs.

b. No partner shall singly bind the partnership byirig
security to the extent of more than Rs.

d iobig his
r with aheut

c. No partner shall commit the partnership W|th0utau1ung the
which involves to the extent of more than Rs.
d. All law suits shall be filed and defended by
involve the partnership financially to the ext

of the other, to anyartaking

cting jointly in all easwhich

11. The partnership shall be deemed to be continuinthe

12. Every partner shall be entitled to dissolv ipi e other committing bleatthe conditions
sent by registered posthe address herein
given or such address as may b i ar of firms. On the dission of the firm

under the date of dissolution of the i rtners shall not be litdsl@ny loses incurred
as from the date of dissoluti | be paid or become payable except atire af annual

accounting.
13. tice afipgiven to either partner under clause 12 abowenahe death and

nehe price shall be paid in 3 equal six monthmigtallments. The
year’s rental.

affbdixime, or upon its determination by any othertiper than as soon
general account of vadnashall be taken of the property and assets mtnilifies of the
erty and the assets maléoand the debts realized and the creditors ppaiel.net proceeds in
cash shal divided between the thempestand the legal representatives of the decgmstter; PROVIDED
always, that if the proceeds are less than thditiab the loss shall be made good in equal shhyehe then partners, or
the legal representative or representatives ofd@egased partner.

14.

15. If at any time any dispute, doubt or question shailte between the partners, or their represestatadither on the
construction of these presents, or respecting ¢heumts, transaction, profit or losses of the bessnor otherwise in the
relation to the partnership then every such dispildgebt or question shall be referred to arbitatdrosen by each of the
partners and the representatives of their umpiteetappointed in the manner provided by law anth seference shall in
all respect, as to the mode and consequences tluergform to the provisions in that behalf containe the Arbitration
Act, 1940 or any statutory modification thereof.
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IN WITNESS WHEREOF the said A.B. and C.D. have tea signed the day and thefiysia
above mentioned.

WITNESSES:
SD/- First party
SD/- Second party
4. What is Power of Attorney?
According to section 2(21) of the Indian stamp A&99, “power of attorney” includes any instrumémit chargeable with
fee under the law relating to Court fees the tiramd in force) empowering a specified per @actnd in the name of
the parson executing it.”
In terms of Section 1A of the powers of Attornegt AL882 (7 of 1882) as amend C ey Act, 1982

executing

a power of attorney includes an instrument empavgesi specified p
it. It is always kept by the Attorney.
Types of Power of Attorney

A power of attorney executed for the purpose specific act is calle er of Attorhdy is also called a
i elate@ach other as to form
paatiquioperty. A power of
for performing more thiae act, is called

“Particular power of Attorney”. A specific act isemant to imply
one judicial transaction, such as all the acts s&any to per
attorney executed for the purpose of generallyasgmting
‘a general power of attorney’.
Specimen
(i) General Power of Attorney
KNOW ALL MEN BY THIS POWE
company registered under the co

office at
end civil, criminal arelenue suits, appeals,

(hereinafter called the ‘company’) ha
revisions and other legal pre ling in and before other authorities in Inali@ outside;

AND WHEREAS the

ariogseaments and contracts and execute various sbrts o
and ceuniarantees, indemnity bonds etc;
and expedienexecute a general power of attorney in favotir
. Managing Directors of the company;
ompalmy resolution no. passed in their mgételd on
and eegigjeneral power of attorney in terms of thetdskfced before
, Director, to execute, sign, seal, register and/elethe said

ATTORNEY WITNESSES AS FOLLOWS:

The compa by appoints Shri and Shri , as its Attorney
(hereinafter collectively called “the Attorneys”)oslong as they or any of them arelis the Managing
directors/ of the company to do sdlyethe following acts, deeds and things in theneaand on behalf

of the company;

1. To take decision for instituting and defending legeoceedings and to institute and defend legatgedings — civil,
criminal or revenue including income tax, sales #md excise and confess judgment or withdraw, comfze,
compound or refer any matter of dispute to arbdratas they or either of them may think fit;
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12.
13.

14.
15.

16.

17.

18.

(ii)

. To apply for inspection of and to inspect recorfl/leich inspecti
. To execute decrees, receive moneys and obtain gsisse
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To sign, verify and file in all or any courts anffiees in India and outside, in all or any casesgether original or
appellate revision of review, complaints, writtetatements, affidavits, applications, review or sé petitions,
statutory returns and memoranda of appeals or ofgsstions;

To engage and appoint advocates, solicitor, plsaaied mukhtiars, as the case may be;

To appoint special agents or attorneys on suchstamd condition as they or either of them may déem

To appear in all or any courts and offices to repné the company in all proceedings and make s&tenon oath or
otherwise for and on behalf of the company;

To file | and receive back from any or all courtsoffices documents of all kinds and to give reteipereof;

To deposit or obtain refund of stamp duty or cdeetor to repay the same;

To deposit in or withdraw from any or all courtsather offices moneys and give r
To apply for copies of documents or other recorfdsoarts or offices;

, gieeeipt and
discharges therefore and compromise or compoundacty decre
To realize and collect all outstanding and clairhthe company and t ceipts asdldirges;
To execute, sign, seal and where necessary toteeg d leases, agresmeaontracts,
letters of appointments, power of attorney;
To sign, seal and execute bonds, indemnity bongs, arantees;
To execute, endorse and negotiate bills of exchaH otes and negotiate or otiserdeal with

Government promissory notes or any securiti ment or any local autiesrit

ransfer pledge or otherwisgotiate shares
and/or debentures held by the com i statutory corporation andtliet purpose to
sign and execute transfer deeds bonuses falling due therad otherwise
deal in such shares/debentures;
To sign, discharge receip cuments required by the post office innemtion with the
thasymay be necessary or proper for the purposesanedtabove.

5, deettings lawfully done by the said attorneys dhei of them under
hets, deeds and things done by the company ancbthpany hereby

beber said attorney or either of them shall lawfudly or cause to be

d has been signedsaadied by shri , director,authorized
resolution No. dated on this day of

Director
For (name of the company)
Specific power of Attorney to present document foregistration
BY THIS POWER OF ATTORNEY I, of do hereby appointsmy attorney for me and on my behalf to appearahd
represent my before the sub registrar of of All time as may ne necessary and to preserdrbefim for
registration the deed dated the day of made between,tet
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admit the execution of the said deed by mhenécessary to admit the receipt of consideratidn)do any act, deed or
thing as may be necessary to complete the registraf the said deed in the manner required bydad when it has
been returned to hi after being duly registeredjive proper receipt and discharge for the same.
And |, do hereby agree and declare that all aesdsd and things done, executed or performed bgaideshall be valid
and binding on me to all intents and purposes a®ife by me personally which | undertake to ratiffd confirm
whether required.
Signed, sealed and delivered
Withnesses
5. Whatis a lease?

According to section 105 of the Transfer of Propéttt, 1882, a lease of immovable pr

property. It is the method of acquiring the rightuse equipment or real property for
Lease is a contract between lessor and lessdbedixed term f se on hire Bed d by lessee.

of a right to enjoy

Lessor retains ownership of the assets and lessepdssession a g rental over a
period. It is a sort of contractual arrangementveen the two partie C gJhtse the property
called “Lessee” and the other who allows the fortherright to use his ow

Deed of Sub-lease (specimen)

THIS LEASE made this day of
the one part, and of (hereinaflercc&he

WHEREAS by a lease (hereinafter referred to as ¢i
as owner and as lessee and registered in book
of sub-registrar of etc., the premi

after called “the sdsdr”), of

other part.

the day of _ rmade between
for tlke ye _ in the office
ginal lease were dednisethe said original
lessee for a period of years on a yearly redtsubject to the
covenants and conditions to be perfor
see has agreed to accept a sake lekthe
inafter contained;
NOW THIS DEED W i n oé ttent hereinafter reserved and the covenants ésub
etc.) kmoly the name of etc., and situate at etc., togetith the
uskeosub lessee for the period of yearsrencing with
nment of Rupees SUBJECT to the follgagonditions:
stsvlessor, viz., the lessee as follows:

ctions, loa t day of every current month in acka

effect from
1. Thesu
rent, clear
the lease.
nd outstandings now payable mdfier to become payable in respect of the lepsentises

(c) To said premises (or, etc.) in good anant®ble repair, and not to make any alteratiorethavithout
the written consent or the landlord.

(d) To perform all the covenants, conditions and s#poh contained in the original lease affecting peperty
hereby leased and to be observed and performetebgriginal lessee except payment of rent and omalot
execute or perform any act, deed or thing or sudfgything to the contrary whereby or by reason eamns
whereof the original lease may ne avoided or fteteand to allow the original lessee to enter ufhenleased
premises (or, etc.) for the purpose of inspectibthe premises and performing any of such termsgoéement
contained in the original lease, which may be nemmgsto prevent its forfeiture.
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(e) To keep the original lessee indemnified againstaations, claims, demands and expenses on accdunt o
performance or non- performance by the sub-lessesng of the terms, conditions and stipulation lubf this
agreements.

2. The original lessee does agree and covenant wateuh-lessee as follows:

(a) That upon the sub-lessee paying the rent herel®rwexd and observing and performing the conditiomd a
covenants herein contained; shall quietly and fedgg@ossess and enjoy the property hereby ledseitig the
said term without any interruption and disturbabgethe original lessee or any person claiming uraten
trust for him, provided that in case of any breattany of the conditions and covenants to be oleskand

eterminbd shall be
raltears of rent

performed by the sub-lessee, the lease shalleabtion of the original less
entitled to repossess the property at his formeatesvithout prejudice to
and/or any damages for breach of such conditiom®eenants.

@nsrand
anlll farther,

s, proceedingd a
ained in the originaldeas

e original leasktarelivery

(b) The original lessee shall duly and punctually gas tte
conditions contained in the original lease, ancokitne

times, keep the sub-lessee and his estatam

demands on account of any breach of any of theitons an

(c) The original lessee acknowledges the right of the

of copies thereof and undertakes for the safe

3. It is further agreed that the terms “the origireddee” d herein shall, unfesmsistent with the
context, include as well their respective suc
IN WITNESS, etc.,

1% party
2" party
6. What is an Affidavit?
An affidavit is a written sta nstrument or as an evidence in legalgadings.
Specimen:
AFFIDAVIT
I/We Residence of make oath and
solemnly stat
(1) That shares_No of Rs. &ach
name of the in the books of the Cos. Lathiyana.
2) expired on leaving behind him/her the followingh&sgher
sole al
1.
2.
3.
(3) That Mr./Mrs. left behind him/harunregistered will dated in which helsbgueathed
all his/her shares to this will has not been superseded by any othdr wil
(4) That the aforesaid shares were the separd self acquired property of the deceased.

(5) Those under the Hindu Succession Act, 1956, theopementioned in paragraph 2 above are jointlytledtio inherit
the aforesaid shares.
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(6) That Mr./Mrs. have out of lové affiection for me/us and in deference to the wastressed by
late Shri/Smt in his/her unteggd will date have relinquished and dednall

his/her/their rights, titles and interests whateser in the aforesaid equity/prefereneeshvide deed of

relinquishment dated __ to the Intent that IMé&y become the sole and absolute owner publieftvesaid shares.
(7) That I/We, therefore, “request the co. totdransmit the aforesaid equity/prefegeshares in

my/our names and to pay to me/us the outstandingtedd, it any, without production of the probatethe will or letter

of Administration or a Succession Certificate.

Signature:

Deponent/s

Verification
Verified at on this day of
contained in the above paragraphs are true to #s¢ &f my/ owledge & g been

at the statements

concealed.
Signature:
Deponent/s
7. Whatis an Indemnity Bond?
According to section 124 of Indian contract Act,/28a cont
save the other from loss caused to him by the m®ony him ct.
INDEMNITY BOND
equity/preference shares nos.
in the books of the co. ltd. Delhi.
Mr./Mrs. expired on
(1)
2)
3)
Mr./Mrs.

is by whicte party promises to

ding registered in the mdidate

his/her sole and legalrei

red will dated in which he/she betheshall his/her

neh fseiperseded by any other will. The aforesaid ___shares were the
eddeder the Hindu Succession Act, 1956, the pens@mtioned in

paragraph joi said shares Mr./Mrs. have oubw# land affection for
me/us and i in him/her unregistered dalted

jhtrs titles and interest whatsoever in the afaicks

to the inherit that I/'we may bexdhe sole and

have reli
equity/pr
absolute id shares.

I/we, t co. ltdransmit the aforesaid mu/our above request orounyiames and to
pay to me/us ding dividend, if any, withproduction of the probate of the will or Latt@rAdministration or a
Succession Certificate.

In consideration of the Co. Ltd. to tramshe aforesaid my/our above request on my/owcetng an
indemnity bond in favour of the company, l/we dadiy indemnify the company and bind myself/oursghmay/our heirs,
executors and administrators to pay all claims,rgém, costs, damages, demand expenses, and lagsies, the
said Co. Ltd. may sustain, incur or beldidbr in consequence of having complied with my/oequest. The
company may realize the said claims, charges, cdstsages demands, expenses and losses from megosglly or my/our
heirs, executors or administrators or my/our proggras the case may be.

Place: Date:
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Witnesses No 1:

Full Address: Signature

Witnesses No 2:

Full Address: Signature

8. What is Gift deed?

Gift has been defined under section 122 of the Sfearof Property Act, 1882. Section 122, states ‘@Bt ‘ is the transfer of
certain existing movable or immovable property madentarily and without consideration, by one perscalled the donor,
to another, called the donee, and accepted by bebalf of the donee. Such acceptance must be chaieg the life time of
the donor and while he is still capable of givitfighe donee dies before acceptance, this

Gift is also defined in Gift Tax Act; section 2Zifxstates that ‘gift’ means the tra
existing movable or immovable property made volthytaand without considerati

another of any
ywrth and
includes transfer or conversation of any propezfgmred to section 4

Specimen
Deed of Gift of property for particular purpose
THIS GIFT is made the day of BEBN of, (h “the Donor”) of the opart and

of, (hereinafter called “the donee”) of the othartp
WHEREAS the donee intends to start a school irvitl
is desirous of donating the land fully mentioned dascribe
NOW THIS INDENTURE WITNESSTH that in pur
proposed school to be started by the donee, th
give, assign and assure unto and to the u

of girls arfieveas the donor
ereto be used &s fsthe said school.

s wish and desire and as a patroheof t
reely and voluntarigng convey, transfer,
ALL THAT, etc,. etc,. toubed solely and
the proposed girls’ schiodl HAVE AND
uilding of the schddDATHAT the donee
the purpose hereinteefodicated subject to

exclusively for the purpose of a site for
HOLD the same as long as the same
accepts the gift of the said property here
the condition hereunder provi
THIS INDENTURE F expssagreed and understood by and between the pénte
event the land hereunder given is not useth®purpose of the intended
ne year from the date of these presents dnaratternative the said
with some other institution when and in allaoy such event or
erected thereon, shall revert to and reiwrethe donor or his heirs,

orm part of his further agreed by and betwdenparties the in case

the land g@sosuccessors, including any person or persarsgaging the school,
shall inve money to be awandguiichase of another land or building to be usdelysand exclusively
for the sc ise directed by anyrtcofi competent jurisdiction. The estimated valdettee property is

Rs.
IN WITNESS WHEREOF, the donor has executed theddef a gift and delivered the same to the donee ks also
executed the same in token acceptance thereoftharbnth and year first above written.
The schedule above referred to
Signed, sealed and delivered
Donor
Donee
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9. How is a Memorandum of Association drafted?
MEMORANDUM OF ASSOCIATION
OF
XY ZLTD.
1. The name of the company in x y z Itd.
2. The registered office of the company will be exedun Chandigrah.
3. The objects for which the company is established ar
(A) THE MAIN OBECTS TO BE PURSUED BY THE COMPANY ON ITS INCORPORATION ARE:

1. To undertake provision of all types of telecom g=¥ including installation, mai nd openadf private
and public telecom network, value added servicesbilm telephone servi ctronic mddta
transmission, fax, telex and videotext service.

2. The purchase, develop, import, export, trade, eshtfor a otion of
company animated films and accessories.

(B) THE OBJECTS INCIDENTAL OR ANCILLARY TO THE ATTA

1. To buy sell, exchange, alter, improve and manipuiatall kinds
necessary for carrying on the main business ot tinepa

2. To vest any movable or immovable property, rights
in any person or persons or company on behal

inery, apparatus, somhd things

d or belonginthe®ocompany,

he company with or without aggclared
trust in favour of the company.

3. To purchase or otherwise acquire, co , alter, improve, develop, managork,

ops, sheds dwelling, offices, shepmes,

chinery, apparatus, labouedirand houses.

ing on the main business ofdinepany.

control and superintend any factori

building, telephones, electric an

Were-houses, and such other
(C) THE OTHER OBJECTS ARE:

1. To carry on the busines ers of any dealers in aluminum utensil, stéehsils and all

> upon th@mseand methods for extending and developing sgstam
digiohumarketing and securing of orders for salgodds in India
ofices.

3. or lorrie®tor taxis, mini buses and conveyances of all kiadd to
do the bagiheommon carriers.
4, ess of wholesale or retailptberwise as interior decorators and furniturgdalsterers, and

, repairers, cleaners, stmdswarehouses of furniture, carpets, linoleumsishing fabrics
and o ngs of all types of household ukenshina and glass goods, fitting curtains andhsother
household requisites of all types.

5. To carry on business as brewers, distillers, bsttleanners, preservers, coopers, dehydratorstergland dealers
in fruits, herbs, vegetables, plants, and liguoyntry liquors of every description such as Indiade foreign
liquors, and by products thereform, whether intatiiny or not, tonics, vitamin, beverages, flavoudeitiks, nector.
punch, aerated waters and drinks whether softh@raise.

V. The liability of the Members is limited.

V. The Authorised share capital of the Company is $0§00,000/-(Rupees Fifty Lacs) divided into 5,00,five
Lacs) Equity shares of Rs. 10/- (Rupees Ten) each.
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We the several persons whose names and addressssbacribed, below are desirous of being formém an
company in pursuance of this Memorandum of Assmtiatand we respectively agree to take the number o
shares in the capital of the company set oppositeaspective names-

o
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ARTICLES OF ASSOIATION
OF
XY Z LIMITED
1. Unless the context otherwise requires words oresgions contained in these articles shall beasdhge meaning
as in the Act or any Statutory modification thergoforce at the date at which these Articles beedinding on the
Company.
“The Act” means the Companies Act, 1956 and inctudbere the context so admit any re-enactmentabutsty
modification thereof for the time being in force.

“These Articles” means these Articles of Associatas originally framed or as fr time etk by special

resolution.
“The Company” means xy z LIMITED

“The Directors” means the Directors of the company.
“The Board of Directors” or “The Board” means thedsd
“The Managing directors” means the Managing Direcitthe
“The Office” means the Registered Office of the Qamy.
“The Corporation” means any financial institutiamdéor ent.

“Register” means the registered of Members of r section 150 oAtite
“The Registrar” means the register of Companie n 609(2) of the Companies 2256.
“The Secretary” means the Secretary of the com
“Dividend” includes bonus but excludes
“Month” means calendar month.
“Year” means a calendar year a
the Act.
“Seal” means the common Seal

ning assigned thereto under $e2t{d7) of

“Proxy” includes Attorne
“In Writing” and “ inti hy and other modes of representing or reprodueirds in a

urity of shares in the compand the company shall not give, directly or iedtty, any

whether by way of loan, guie, the provision of security or otherwise, tog purpose of or

the purchase of or subscripfamshares in the company or any company of whicmay, for
the time being, be a subsidiary.
This article shall not be deemed to affect the poefehe company to enforce repayment of loans éonbvers or to
exercise a lien conferred by article 32.

4. The authorised share capital of the company iSB£0,000/- (Rupees Fifty lacs) divided in to 500® (Five lacs)
Equity shares of Rs. 10/- (rupees Ten) each withgopfrom time to time, to issue any shares ofdtiginal capital
or any new capital with the subject to any preféedmjualified or special rights, privileges or ditions as may be
thought fit and upon the sub-division of a shareapportion the right to participate in profit inyamanner as
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between the shares resulting from such sub-divisitre rights attached to the preference shares Isbauch as
may be determined by the company at the time okisisereof.

5. Subject to the provisions of these articles, tharesh shall be under the control of the board, whigty allot or
otherwise, dispose of the same to such personuom terms and conditions, at such time. Eitheraatqr at a
premium and for such consideration as the Boandk¢hiit. Provided that, where at any time it is pweed to
increase the subscribed capital of the companyheyatlotment of further shares, then, subject &ptovisions of
section 81(1A) of the act, the Board shall issughsthares in the manner set out in section 81(tf)eoAct.

Provided further that the option or right to cdlishares shall not be given to any person excetbi thve sanction of
the company in General Meeting.

6. As regards all allotments made from time to tirhe, directors shall duly comp

proceeds of a fresh issue of shares made for tipoge of
the company and the board may subject to the pomgsof uch powersuch
manner as may be provided in these articles.
f the act. In sudedashall

comply with the requirements of that section. Sa y the payment of easthe

8. The company may exercise the power of paying cosion

allotment of fully or partly paid shares or parityo C the order. The company gy on any

9. With the previous authority of the com in ge ] > sanction of the court and upberwise
complying with section 79 of the act, S liscount shares of a class alissdgd.

10. If, by the conditions of allotment amount or issue price thieshall be payable

company by the person whothiertime

administrator.

be installments, every such i
being, shall be the registered ho
11. The joint — holders of a tly liable for the payment of all installnte and calls dye in
12. d subjecdtion 187C of the Act, the company shall be esditio treat the
olutemthareof and accordingly, shall not, except a@e@d by a Court
of C juris eqliiog bound to recognize any equitable or othentkai or interest
in suef ¢ n.
13. any pecsompany or other body corporate. Not more tham pausons
y shideshare shall be allotted to or registered inrthme of a minor;
nd or a partnership.
14.
(1) De
The company shall be entitled to dematerializexisting shares debentures and other securitienaterialize

ation of securities:

its existing shares, debentures and other secutditedd in a Depository and/or offer its fresh shaamd
debentures and other securities in a demateriafized pursuant to the Depositories Act, 1996 arel riles
framed there under, if any.
(2) Opinion of Investors:
Every person subscribing to security offered bydbmpany shall have the opinion to receive the ritesi or
to hold the securities with a depository. Such @s@e who is the beneficial owner of the securitias at any
time opt out of a Depository is permitted by law, respect of any security in the manner providedhsy
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Depositories Act, 1996 and the Company shall artlimithe time prescribed, issue to the beneficiaher the
required certificate of securities.

(3) Intimation to Depository:
Where a person opts to hold his security with ad3épry, the company shall intimate such depositibey
details of allotment of the securities and on necef such information, the depository shall eriteits record
the name of the allottee as the beneficial ownerdiguired certificate of securities.

(4) Securities in Depositories to be in Fungible form:
All securities held by a Depository shall be dematized and shall be in fungible form:

(5) Right of depositories and Beneficial owners:

(a) Notwithstanding anything to the contrary contaiimethe act or these itory shatldmmed

to be the registered owner for the purpose of @ffgdransfer of ow n belwdlthe
beneficial owner.

(b) Save as otherwise provided in (a) above, the
have any voting rights or any other right in respdd

(c) Every person holding securities of the company w&h
records of the Depository shall be deemed The beneficial owner of the
securities shall be entitled to all the right e subjected to alidbdities

in respect of his securities held by a dep

curities gtnatll

red as a beneficial owner in the

(d) In respect of the shares or other sec 2ld in dematerialized form, the provision
relating to joint holders contai i : : atis mutandis apply to the joint bemiafi
owners.

(6) Depository to furnish inform
Every depository shall fur e transfer of securities in the narthe
beneficial owner at the inter pecified by the law and the comparthig
behalf.

(7) Section 83 ang N i 6 notapply:

ply to transfesecurities effected by the transferor and thedferee,
cial ownerserréicords of depository.

In ca exists a divorce betwleershareholders (owners) and the managemene afaiimpany. The
board of direct affairs of a compltandatory disclosure through annual reports armbants is a method of
providing informati areholders and thblig about the financial position of the companyas to enable its members
to exercise a more intelligent and purposeful airtrereon.

Annual Reports and Accounts consist of balancetsipeofit and loss account (Income & expendituegesnent in case
of non profit making companies) directors goverrigly’s report, auditors report, compliance cerdfe etc.

Annual accounts:

Section 209 of the companies act, 1956 (the actiges that every company must keep at its regidteffice or any
other place in India, as the board of directorsktiit, books of account with respect to:-

(a) All sums of money received and expended by the emy@mnd the matters in respect of which the reseipid

expenditure take place;
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(b) All sales and purchases of goods by the company;
(c) All assets and liabilities of the company; and
(d) In case of company pertaining to any class of conigs engaged in production processing, manufactuor
mining activities such particulars relating to iztition of labour or material or to other itemsaafsts as may be
prescribed if such class of companies requirechbyGentral Government to include such particulathé books of
account.
Under section 210 of the act, the board of directufrevery company shall lay before the compangvaty general
meeting of the company;
0] A balance sheet as at the end of the financial, year

(ii) A profit and loss account of income and expendiageount as t

(alongwith reports of the board of directors anel Auditors of th

Procedure for preparation, finalization of balance

1. At the close of the financial year of the compating controlle

Trading Profit and loss Alc. (income & expenditubecount

appropriation account and Balance sheet as atltdse of the fina ould be ensuregt the annual
accounts are being prepared in accordance withdhedule Vl.an Act, 1956.

2. The basic/primary accounts are to be kept and aiaid

r that financial year

company. Hawrethey can be
kept and maintained at a place other than theteggid o for this purpose-
der section 286 of the act.

ounts at a place other than thetezgis

0] Call a Board meeting by giving notice in writi
(ii) Hold a meeting of the board and
office.

(iii) File the certified true copy registrar of companies within sedays of
passing such resolution,

3. The accounts are to be prepared o accrual basidy following all the applicable
accounting standards an
of the provisions of th

4. Internal

in maintenance of adequate accountingrdsdn pursuance
olsts continuous process. Hence, the annual accandtfinalized should

5. Afterth eequired to be approved by the Board of dirscto
giving a notice in writing to all the directousder section 286 of the
(ii)

listed, notic uch board nmgeshould also be sent to the stock exchange witere

(iii) eeting and approve the draft anme@dunts duly audited and the same be autherdibgtéhe
secretary as provided in sectiondt1be act.

(iv) Such approved annual audited accounts togetherdivithtor’'s report, auditor’'s report compliancetifimate of
applicable and notice of meeting will be sent te thembers, directors, auditors of the company ahdr®
entitled as provided in the act.

(v) The annual accounts and reports are to be laidrddf® annual general meeting of the members of the
company for their adoption. For the purpose, th&imam period is prescribed six months fro the datte
closing of the financial yean in case of subseqaemiual general meeting and in case of first angaakral
meeting nine months from the date of closing obaaots.

(For specimen resolution of the board, please seeXure Ill)
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6. In the case of preparing and finalizing the annaedounts not in the form prescribed or not in adance with
instruction provided in the schedule VI to the camigs Act. The provisions of section 211 of theshatll be complied
with by following the procedure as under:

0] Convene a board meeting after giving notice iningito all the directors of the company as perise@86 of

the Act.

(ii) Hold the board meeting and get approval to the ggeg deviation from the prescribed form and/orruttion
prescribed in the schedule VI of the Act.

(iii) Apply to the Central Government pursuant to secBibh(1) of the Act on the letterhead of the compayyvay
of a letter, as there is no prescribed form foriaption under this section.

(iv) It is to be addressed to the under secretary, Gowent of India Depart
law, justice and company affairs, Shashtri BhatzmRajendra Prasad

(v) It is to be enclosed with the following:
(a) Starting the justifiable reason for making de

sheet and profit and loss account;

(b) Proposed From the balance sheet and/or profit Assl &
(c) Certified copies of printed annual reports and.anots
(d) Certified copy of the board resolution in
(e) Demand draft evidencing payment of tk

affairs, mmyiof

aration bala

sury challan (in duplicate) after dejugi
requisite fees in the specified branch to the credit of the head of account as
prescribed for the purpose.

(vi) Send simultaneously a complete ned registrar of companies.

(vii) Follow up with the office of r avourable recommendation forwdrttethe

Central Government.

(viii) Obtain approval of the Ce e annual accounts in the proposed manner
otherwise in the p i form wie instructions and provisions of the Act anlésyprovide

in this regard.

(ix) ntion abo Government s@ioled in the Annual accounts by way of a note.

x) cop cerned registfastompanies while filing copies with the Registir
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