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UNIT 1
Introduction to Communication

1.1 INTRODUCTION

»In this era of globalization, a company's ability to survive and grow depends
on how quickly and effectively it can communicate.

»For both internal and external exchanges, every corporate organization
establishes an efficient communication network.

»Business communication is the lifeline of any organization, ensuring that
information flows seamlessly between individuals, teams, and external
stakeholders.

» Effective business communication fosters collaboration, drives decision-
making, and builds strong relationships, both within and beyond the
organization.



Business Communication encompasses all forms of
Iinteraction that occur in a business setting, from
emaills, meetings, and reports to negotiations and
public relations efforts.

Effective business communication fosters
collaboration, drives decision-making, and builds
strong relationships, both within and beyond the
organization.

In today’s globalized and technology-driven world,
proficiency in business communication 1s not just an
asset—Iit’s a necessity for achieving success and
fostering growth.




In the current era of information technology, the
traditional paper-based communication methods have
been replaced by much faster and more effective
Internet-based communication techniques.

In this unit, you will read about what communication 1s
and how 1t occurs, as well as about different barriers to
communication and how they can be overcome.




1.2 Communication
Defined

»"Common" 1s the Latin word communis, from which the word communication is derived. It
alludes to the fact that communicating thoughts, feelings, information, and ideas to others
through written or spoken words, body language, or signals is a natural human activity.

»This exchange of 1deas, thoughts, and information can take place through a variety of
means, including written and spoken words, signs, and gestures.

»Keith Davis defines communication as "the transfer of information and understanding from
one person to another person," highlighting the telling, listening, and understanding
processes that go into the act of speaking with others.

> 1t 1s a means of communicating facts, concepts, ideas, and ideals to other people. It serves as
a bridge of meaning, allowing people to express their feelings and knowledge.



Communication involves two or more people exchanging
their opinions, ideas, and plans through face-to-face
Interaction, such as in meetings or through media.

Information technology (IT) has revolutionized the
process of transmitting communication by making a
variety of media available that are much faster and
more effective than the older methods, such as writing
letters.

The response to the question "who is the sender?"
indicates that the sender 1s the individual or entity who
sent the communication. A sender may have a variable
status depending on the circumstances.



The sender may differ based on the nature of
communication, such as internal or external.

Internal Communication
Superiors
Co-workers
Subordinates



External Communication
Suppliers
Vendors
Retailers
Customer

Government
Public



1.3 Importance of Communication

Business communication 1s a cornerstone of organizational success, influencing how
effectively an organization operates and achieves its objectives. Its significance
extends across various dimensions:

»Facilitates Decision-Making: Clear and timely communication ensures that
decision-makers have accurate information to evaluate options and choose the best
course of action.

»Enhances Collaboration: Strong communication promotes teamwork, enabling
individuals to share 1deas, resolve conflicts, and work toward common goals.

»Builds Relationships: Effective communication fosters trust and understanding
among employees, clients, and stakeholders, enhancing both internal and external
relationships.




Drives Productivity: When expectations, goals, and
responsibilities are clearly communicated, employees can
focus on their tasks, reducing errors and inefficiencies.

Supports Change Management: In times of change,
clear communication helps manage uncertainty, align
teams, and encourage buy-in for new initiatives.

Strengthens Brand Image: Consistent and professional
communication with external stakeholders, including
customers and partners, helps build a positive reputation
and trust in the market.




Improves Employee Engagement: Transparent
communication keeps employees informed, motivated,
and aligned with organizational values and objectives.

In a globalized, fast-paced business environment,
effective communication 1s more critical than ever. It
enables organizations to adapt to challenges, seize
opportunities, and maintain a competitive edge.



1.4 CLASSIFICATION OF COMMUNICATION

Interpersonal Communication : When two people
exchange messages.

Example: Dialogues, Interviews, Chats, etc.

While writing, the reader is constantly there as a
silent audience in the author's head, with whom
the author interacts on an interpersonal level.

Interpersonal communication between the writer
and the recipient can also be seen in a letter.




Mass Communication: Sending a message to a large
audience, such as through a newspaper, radio, or
television, 1s known as mass communication. Each
recipient in this procedure is an anonymous person
with very little chance of reply or input.

Example: Advertising, Social Media, Television,
Radio, Journalism, Political Campaining




Verbal communication is the exchange of written
or spoken words. It 1s a two way process where
the speaker transmits information and the
listener interprets it.

Verbal information 1s used to share information
to the audience, expressing thoughts and
feelings, establishing social relations, to
coordinate behavior and for entertainment.

Example: Speaking, listening, writing, reading,
and thinking are all components of verbal
communication.




Non-verbal communication is the transmission of messages or
signals through a non verbal platform such as eye
contact(oculesics), body language(kmesms) soclial distance
(proxemics), Touch(haptlcs) voice(prosody and paralanguage)
physical environment and use of objects.

It 1s a conscious and unconscious way of encoding and
decoding.

Encoding 1s our ability to express emotions in a way that can
be interpreted by the receiver.

Decoding 1s the ability to take the encoded emotion and
Iinterpret its meaning accurately to what the sender intended.

Pictures, signs, gestures, and facial expressions are examples
of non-verbal communication that people employ to exchange
information. Sign language, action language, or object
language are used for this.




Oculesics: A manager maintains eye contact while presenting to
build trust.

Kinesics: An employee gives a thumbs-up to indicate approval.
Proxemics: A supervisor keeps professional distance during a
formal discussion.

Haptics: A congratulatory handshake after closing a deal.
Prosody: A speaker changes tone to emphasize important points
In a presentation.

Paralanguage: A confident, steady speaking rate during a sales
pitch.



When a speaker's word choice inadvertently
conveys more information than the words
themselves convey, this 1s known as meta-
communication.

Take the comment, for instance. The statement
"I've never seen you so smartly dressed" may be
a compliment, but 1t could also indicate that the
listener's everyday appearance needs some work.

Meta-communication is a type of communication
that conveys meaning beyond the literal words of
a message.




It can 1include verbal and non-verbal cues, and can be used
to:

Clarify communication

Ask for feedback or clarification on the effectiveness of your
communication. For example, you might say "Did you
understand what I meant by that?".

Address the relationship

Discuss the dynamics between the communicators. For
example, you might say "I feel like we are not connecting
during this conversation".

Use nonverbal cues

Use body language, facial expressions, tone of voice, or other
nonverbal behaviors to convey meaning. For example you
might raise your voice or use hand gestures to emphasize a
point.

Discuss context

Discuss the setting or context of the communication. For
example, you might acknowledge the significance of a
conversation.




Examples:

"Sorry, I shouldn't have said that like that"

"Hey, I really enjoyed the conversation"

"How would you prefer I get that information to
you?"

"You're easy to talk to"

"I feel like when we talk, they're not listening well"
"I'm sorry I shouldn't interrupt"



1.5 PURPOSE OF COMMUNICATION

The purpose of business communication is to convey information
effectively and efficiently to achieve specific organizational
objectives. Whether within an organization or with external
stakeholders, the goals of business communication can be
summarized as follows:

Information Sharing: To exchange relevant information such as
updates, reports, or instructions, ensuring that all parties have the
knowledge needed to perform tasks or make decisions.

Decision-Making: To present data, insights, and analyses that
support informed decision-making and problem-solving.

Goal Alignment: To communicate organizational goals and ensure
that all employees understand their roles and responsibilities in
achieving them.



Fostering Relationships: To build and
maintain strong interpersonal relationships with
employees, customers, suppliers, and other
stakeholders through clear and respectful
communication.

Conflict Resolution: To address
misunderstandings or disagreements and find
solutions that satisfy all parties involved.

Motivation and Engagement: To inspire and
motivate employees, keeping them engaged and
aligned with the company’s vision and values.




Persuasion and Influence: To advocate for
1deas, negotiate deals, or persuade stakeholders
to support projects, products, or initiatives.

Facilitating Change: To guide the organization
and its people through transitions such as
restructuring, technology adoption, or strategic
shifts.

Compliance and Regulation: To ensure that
communication supports adherence to legal,
ethical, and industry standards.




We communicate in business to

(a) inform : The goal of expository communication, or communication to inform,
1s to reveal, develop, and elucidate the subject. The communication's subject
1s 1ts focus.

(b) persuade: Persuading the reader or recipient of the message may be the
communicator's main goal. In this type of communication, the recipient is the
main focus. All communication 1s fundamentally an intentional and purposeful
act of persuasion.

» However, like scientific publications, he or she may occasionally aim solely
to inform.

» On the other hand, as in opinion editorials and journalistic publications, the
individual who 1s starting the conversation could want to convince the
reader.




1.5.1 Communication to Inform

The goal of expository communication, or communication to inform, is to reveal,
develop, and elucidate the subject. The communication's subject is its focus. Take
these brief, explanatory bits of writing, for instance:

1. The majority of the food we eat comes from farming. Cereals or grains are our
main food crops. Cereals consist of wheat, rice, and maize. We also cultivate gram
and barley.

2. Because they consume trash and dirt, flies are our deadly adversaries. Their filthy
legs cause them to crawl over meat, sweetmeats, and cakes, leaving behind a variety
of bacteria that contaminate our food.

It 1s obvious that the topics of "our food" and "flies, our deadly enemy" are the main
focus of these two sections. We are informed about the main points being discussed
by the logical presentation of the information, and the second sentence makes evident
the risk posed by flies.




Examples

Internal Reports: Sharing performance metrics,
project updates, or audit findings with employees.

Company Policies: Informing employees about
organizational rules, code of conduct, or benefits.

Public Announcements: Releasing press statements
or news about product launches or company
achievements.

Meeting Summaries: Summarizing decisions, action
points, and discussions for reference.



It 1s a key skill in business, used 1n negotiations,
marketing, leadership, and team dynamics.

Communication to convince 1s essential for
achieving business objectives, driving innovation,
and building consensus. Whether it’s persuading a
client, rallying a team, or presenting a vision, this
form of communication can transform ideas into
actionable outcomes and foster collaboration.




Objectives

Persuade Stakeholders: To motivate others to
agree with a proposal, strategy, or viewpoint.

Drive Action: To encourage the audience to take
specific actions, such as purchasing a product,
approving a project, or supporting an initiative.
Build Credibility: To establish trust and
authority, making the audience more likely to
accept the message.



Examples

Sales Pitch: Persuading potential customers to
purchase a product or service.

Negotiation: Convincing parties to agree on
favorable terms or a mutually beneficial deal.

Change Management: Gaining employee buy-in for
organizational changes or new policies.

Presentations: Advocating for investment in a
project or 1nitiative during a meeting.



Techniques

Understand Your Audience: Tailor the message to
their values, needs, and interests.

Use Logical Reasoning: Present clear, well-structured
arguments supported by facts and data.

Appeal to Emotions: Use storytelling, examples, or
visuals to connect emotionally with the audience.

Demonstrate Credibility: Showcase expertise,
confidence, and trustworthiness to strengthen the
1mpact.

Address Counterarguments: Anticipate objections and
provide compelling responses to alleviate doubts.



1.6 COMMUNICATION PROCESS

» Message

Sender ——» Encoding
Feedhack |4 Response

Media .
" Chunnt [ Decriing
Receiver |# Message




Let's take a closer look at each stage of the
communication process

1.6.1 Sender : The person or party from whom a message comes
1s known as the sender. Depending on the situation, the
sender may have a variety of statuses based on whether it's an
Internal or external communication. As a result, the sender
Initiates communication.

The director, manager, or group leader may be the source of an
Iinternal communication in a company setting.

It could be from someone lower in the hierarchy, like a coworker
or subordinate, who 1s looking for information, clarification, or
a way to resolve a grievance.




The sender of an external message could be a vendor or
supplier looking to place an order for the provision of raw
materials.

A store or a customer may want to file a complaint
regarding the goods they bought or sold.

A government employee requesting information on
manufacturing, supplies, tax returns, etc., could be the
sender.



1.6.2 Encoding:

The communication's above sequence of events does not include
this stage.

It switches between the channel and the message.

In actuality, the message must be translated into a different
language that 1s compatible with electronic media before being
sent in digital form.

Encoding is the term for this modification to the message's
format.




Encoding 1s the process of transforming data into
codes.

The system of symbols, signs, or letters used to
convey a secret meaning 1s called a code.

John Fiske asserts that "coding 1s made up of both
signs and rules that dictate how and when these signs
are used as well as how they can be combined to
create more complex messages."

The form of encoding relies on the media or channel
being used to transmit the message, demonstrating
the interdependence of the code and system.




1.6.3 Message:

The information, concept, 1dea, or viewpoint that the sender
wishes to convey is called a message.

The nature of the communication varies according to the
sender's position within or outside the company.

The director, manager, or group leader's message could be a
directive, recommendation, expression of gratitude, or caution.

But if it comes from someone below in the hierarchy, it can be a
complaint or a request for the grievance to be addressed.

The vendor or supplier will send you a message that is either a
question or a reminder to pay the outstanding invoices.



1.6.4 Channel:

The medium used to transmit information to its intended
recipient is known as a communication channel.

A company takes great care to ensure that the right
channels of communication are established so that
information may move both inside and outside the
company 1n a timely and accurate manner.

Inappropriate interaction channels can have detrimental
effects, such as monetary losses.

To ensure clarity, complicated messages are
communicated through richer channels.



Kinds of communication channels :
Face-to-Face Communication Channel:

This communication method has grown in
popularity over the years in large corporations
since 1t allows managers to speak with employees
without having to summon them to a single
location, saving time and preventing needless
disruptions.

Example: Video-conferencing platforms like
Google meet, Zoom, Skypeetc.



2. Mobile communication channel:

When communicating a private or confidential
message to a single person or small group of people, a
smartphone 1s the best option.

Mobile communication 1s more cost-effective and
time-efficient than face-to-face communication.
Examples include SMS text messages, push
notifications, Whatsapp, etc.



3. Electronic communication channels:

These comprise social media platforms, intranets, email,
and the Internet.

They can be utilized for mass, one-to-group, or one-to-one
communication.

Since many businesses, including Facebook, Instagram,
Twitter, and others, have made their media platforms
availlable for free, it 1s less costly or even cost-free.

However, when using these channels, the sender must
exercise caution when crafting and publishing
messages, as employing the wrong wording might lead
to misunderstandings or bad press.




4. Communication through broadcast media:
This category includes radio and television.

Business organizations typically use these kinds of
media outlets to advertise or promote their goods.

This channel can be used by the CEO of a
multinational corporation to communicate with all of
the sites worldwide.

A broadcast channel 1s typically utilized when a
message 1s meant for a large audience.




5. Written communication:

Businesses utilize this channel to send memos,
letters, manuals, notices, and other documents,
as well as to announce their policies.

Written communications are occasionally sent to
promote the items.

The recipients can reply by written
correspondence or an electronic channel.



1.6.5 Recelver:

The recipient is the person to whom the sender
intends to address the business communication.

The communication 1s received at the recipient's
end after leaving the channel.




1.Message Reception:

If a message 1s received correctly, it can have the
desired effect on the recipient, making it a crucial
component of corporate communication.

For instance, if a company advertises a new product, it
will only draw in the target market if the audience and
customers both see 1t favorably.

According to studies, receptivity depends on the
message, source, audience (or receiver), context, and
channel. How responsive a listener is to a specific
communication depends on the sum of these
characteristics.



2. Decoding:

The inverse of encoding is decoding, which involves
converting the encoded material back into a readable and
intelligible form.

When encoding and decoding are clearly compatible,
communication is more efficient. For instance, a company
uses television to visually promote 1ts goods.

The advertisement has certain acts meant to leave the
viewer (Receiver) with particular perceptions. Only when
the audience 1s able to comprehend (decode) the message
that these activities are meant to convey will the
commercial be considered successful.

Occasionally, the encoder's intended message may not
always be understood by the recipient. This 1s known as
distortion, and 1t happens when the two sides are not
equivalent.




1.6.6 Response:

The recipient should be able to comprehend the message
once 1t has been received and decoded.

The message should be constructed such that i1t
accomplishes its goal, which 1s to leave the recipient
with the impression for which i1t was designed.

The recipient could be a manager, group leader, or
lower-level worker inside the company.

The recipient may be a vendor, retailer, supplier, or
employee of a government agency outside the company




1.6.7 Feedback:

The recipient sends the reply after receiving the
communication.

Feedback 1s the evaluation of the response in light of
the data the sender was looking for.

For instance, to find out how well their new product 1s
doing in the market, the management/sender sends a
message to the marketing manager (receiver).

After gathering sales information for both their product
and that of their competitors, the marketing officer
creates a report, offers some recommendations (such
lowering the price or implementing a buy one get two
promotion, etc.), and forwards it to management
(reaction).




The feedback of the entire process 1s the reply or
reaction that the recipient sends to the sender.

It 1s the final outcome of a series of actions started
by a message sent by the sender.



1.7 Barriers to Communication

The term "barrier" in psycho-semantic communication
refers mostly to something non-physical that separates
people or inhibits movement, activity, etc.

Examples include lack of confidence or social, ethnic, and
linguistic obstacles.

By influencing any or all of the fundamental components
of the communication process as well as the sender,
recipient, and channel, these detrimental forces may have
an 1impact on the efficacy of communication.



The lack of a shared frame of reference can cause a barrier
between the sender and the recipient, making it difficult for
the sender to interpret the recipient's thoughts, feelings, and
attitudes in a given social context.

According to the lexian of communication, barriers are
particular causes that can impede or distort communication
and 1mpact the efficient exchange of 1deas, thoughts, and
information.

It 1s possible to categorize communication barriers into three
main groups—personal, environmental, and mechanical
which 1is elaborately discussed in the next chapter and figure
1s depicted in the next slide.




Barniers to Communication
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1.7.1 Personal Barriers

1.7.1.1 Intrapersonal barriers are a person's inner
constraints that create obstacles in communicating.

Lack of self-confidence — A student knows the
answer but does not speak in class because they are

afraid of making a mistake.



1.7.1.2 Interpersonal Barriers

Interpersonal barriers are external to the
idividual.

For a variety of reasons, these obstacles stand
between the message's sender and recipient.

These obstacles can occasionally be removed, while
other times they are beyond a person's control.

Prejudices, misunderstandings, indifference,
1inaccurate information, rage, fixation on a
particular result, etc. are some of the causes of
interpersonal obstacles.




Cultural Barriers:

Phrases and expressions from many cultures indicate
variations in beliefs, practices, and traditions.

A language's phrases and sayings express a certain
meaning in a situation that could seem strange to
those from different cultures.

One must be aware of cultural sensitivity when
speaking.




Language Barriers:
Culture and language are intertwined.

As previously said, sayings that share a common
concept are conveyed differently in many languages.

Possessing command of a particular language
enables successful communication



Ethical Barriers:

These are the circumstances 1n which a person's
morals and professional performance diverge.

For instance, because his pay 1s derived from the
sales earnings, a salesperson 1n a retail showroom 1s
under pressure to sell the products, even if they are of
lower quality.

This type of circumstance forces the salesman to
convince the clients to purchase the goods, even if 1t
means exaggerating the product's benefits.

Therefore, there may be a direct clash between his
professional work and his ethics or conscience.




Status Barrier Hierarchy:

Some people are egotistical, status-conscious, and
uncomfortable interacting with their juniors.

Conversely, a lower-level employee can find it
difficult to interact with their supervisor.

In feudal civilizations, this kind of barrier 1s
extremely prevalent




1.7.2 Environmental Barriers

Environment-based obstacles are those that arise
from external circumstances and hinder
communication.

The organization may have some control over
some of these factors and no control over others.
These obstacles can be separated into a number of
different groups




1.7.2.1 Physical Barriers

The environment and natural circumstances provide physical
barriers to communication, which include things like noise,
technical 1ssues, poor room design, etc.

They can therefore be further separated into the following groups:

1. Noise
2.Technological Issues

1.7.2.2 Chronomatric Barriers: A communication barrier that occurs
when there 1s insufficient, inappropriate, or poorly managed time
for communication.

Example: A teacher rushes through a lesson due to lack of time,
causing students to misunderstand the topic.

A manager sends important instructions just before the end of the
workday, leaving employees no time to understand or act on them

properly.




1.7.2.3 Organizational Barriers

Inadequate Communication Infrastructure
Complex Hierarchical Structure
Cumbersome Rules

Ineffective Delivery System

Example: Long chain of communication — A message
passes through many levels of management and becomes
distorted before reaching employees. Rigid organizational
rules and policies — Employees hesitate to share ideas
because strict procedures discourage open communication.




1.7.3 MECHANICAL BARRIERS

Technical flaws in the equipment and tools used for
communication might result in mechanical barriers.

It 1s actually necessary to do regular maintenance on
mechanical devices like computers, phones, fax machines, etc.,
as they produce noise and interfere with communication.

The category also includes personal tools like signaling devices,
amplifiers, hearing aids, Braille and special needs phones, text
phones, magnifiers, and TDDs (telephones and devices for the
deaf machines). Any flaw in these devices results in mechanical
barriers.

Communication can be hindered mechanically by power outages
and internet outages



1.7.3.1 Transmission Interruptions : A poor internet
connection during an online meeting causes parts of
the speaker's message to be missed by participants.

1.7.3.2 Outdated Instruments: A hospital using an
old ECG machine may produce inaccurate readings,
leading to communication of incorrect medical

information.
1.7.3.3 Power Outage: A power failure during an

online presentation disconnects the speaker,
Interrupting communication with the audience.




1.8 Overcoming the Barriers

Appropriate corrective actions are conducted after
comprehending the causes of the various forms of
communication barriers.



How to overcome Physiological and Psychological
Barriers?

How to overcome Interpersonal Barriers?

How to Overcome Environmental, Organizational
and Physical Barriers?



MCQS

Which of the following best defines communication?
a) The act of listening carefully

b) The exchange of information, thoughts, and ideas
c) A oneway flow of information

d) Using gestures to express oneself

Why 1s effective communication vital in organizations?
a) To delay processes .
b) To ensure misunderstandings occur

¢) To enable smooth workflow and collaboration
d) To avoid feedback

Communication can be classified into which of the following categories?
a) Verbal and NonVerbal

b) Internal and External

¢) Formal and Informal

d) All of the above

Answer: d



The main purpose of communication 1s to:
a) Inform, Convince, and Persuade

b) Increase noise

c) Reduce productivity

d) Avoid clarity

Who initiates the communication process?
a) Recelver

b) Sender

¢) Channel

d) Feedback

What 1s the role of the receiver in the communication process?
a) Initiating the message

b) Interrupting the message

c) Interpreting and responding to the message

d) Ignoring the message

Answer: c



Which of the following is an example of an intrapersonal barrier?
a) Noise from the environment

b) Selfdoubt or anxiety

c) Conflicts between colleagues

d) Outdated technology

Interpersonal barriers in communication arise due to:
a) Personal biases or lack of trust between individuals
b) Noise in the surroundings

c) Faulty equipment

d) Power outages

Outdated instruments in communication are an example of which barrier?

a) Environmental barrier
b) Organizational barrier
c¢) Mechanical barrier

d) Personal barrier



To overcome organizational barriers, one should focus on:

a) Removing outdated tools

b) Enhancing hierarchy levels

c) Promoting open communication channels
d) Ignoring feedback



UNIT 2
EFFECTIVE COMMUNICATION

2.1 Introduction to Effective Communication

Communication 1s the foundation of human interaction,
influencing relationships, decisions, and the way we connect
with the world.

Whether in personal relationships, professional environments,
or social settings, the ability to convey ideas clearly, listen
actively, and adapt to different contexts is a vital skill.

Effective communication goes beyond just exchanging words—
1t 1nvolves understanding, empathy, and the ability to
navigate complex human dynamics.

This introduction will guide you through the principles,
techniques, and importance of effective communication.




KEY COMPONENTS OF EFFECTIVE
COMMUNICATION

Clarity

Purpose

Active Listening

Feedback



Adaptability
Emotional Intelligence
Non-Verbal Communication

Barriers Awareness



SKILLS FOR EFFECTIVE
COMMUNICATION

Articulation

Empathy and Emotional
Control

Critical Thinking
Conflict Resolution



2.2 Fundamentals of Effective Communication

The fundamentals of good communication have been
determined by the American Management
Association.

Clarity of thoughts
Proper Language

Consistency
Adequate information
Appropriate Timing
Grab Attention

A hint of Formality
Consultation

Future Perception
Feedback



2.3 The 7 Cs of Effective Communication




The 7 C’s of Effective Communication

Clear
Coherent
Concise

Concrete
Correct
Complete

Courteous



2.4 Proficiency in Business Communication for
Successful Business Management

2.4.1 Speaking Skills

The purpose of speech 1s to be understood by others. Speech
1s utilized in discussions, meetings, and while speaking in
front of large groups of people in an organizational context.

Acquire Learning

Voice Audibility

Managing Pace

Bringing out the meaning
Sincerity

Tone

Opening and Closing Words
Avoid Using Slangs



2.4.2 Reading Skills

Reading skills are specialized abilities that enable a
reader to independently read anything with
comprehension and fluency, to engage cognitively
with the message, and to interpret written language
as meaningful.

Techniques for efficient and rapid reading:
Previewing
Predicting
Skimming and scanning
Guessing from context
Paraphrasing



9.4.3 Writing Skills

Writing i1s a craft. Clarity and accuracy are the two
governing principles of written communication. To
write successfully, one must learn the language's
rules. However, someone may not be able to write
successfully if they only adhere to the grammar and
syntax standards.

Prewriting
Drafting
Revising
Proofreading
Publishing



Example 1: Interpersonal Communication in the Workplace
Scenario: Project Deadline Discussion

1 Manager: "Can you complete the market analysis report by
Friday?"

1 Employee: "I can finish it by Friday evening, but I need the
sales data by tomorrow."

1 Manager: "Sure, I'll send 1t today."

[llustration:
This 1s interpersonal communication because two individuals
directly exchange information to accomplish a business task.



Example 2: Nonverbal Communication During a Presentation
Scenario: Team Meeting

A sales executive presents quarterly results to senior management.
Maintains eye contact with the audience.

Uses hand gestures to emphasize key points.

Smiles while answering questions.

Stands confidently with proper posture.

Illustration:

Even without speaking additional words, body language and facial
expressions communicate confidence and professionalism. This
demonstrates nonverbal communication skills.



Example 3: Mass Communication for Business Promotion
Scenario: Product Launch

A company launches a new smartphone and promotes it through:
Television advertisements

Social media campaigns

Newspaper advertisements

Company website

Illustration:

The message reaches thousands or millions of consumers
simultaneously. This is an example of mass communication in
business.



Example 4: Presentation Skills in Business
Scenario: Investor Pitch

A startup founder presents a business proposal to potential
investors using PowerPoint shides.

Explains the business model.
Presents financial projections.
Answers investor questions confidently.

Il1Iustration:
The ability to organize 1deas, speak clearly, and engage the
audience demonstrates effective presentation skills.



Example 5: Intrapersonal Communication
Scenario: Decision-Making by a Manager

Before announcing a major policy change, a manager spends time
reflecting on:

The advantages and disadvantages of the decision.
Its 1impact on employees.
Possible risks and solutions.

Il1Iustration:
This internal thinking and self-reflection process is an example of
Intrapersonal communication.



SPEAKING SKILLS

Example 1: Importance of Tone and Audibility
Situation: Team Motivation Meeting
] Ineffective Communication

Manager (speaking softly and without enthusiasm):
"We need to increase sales this quarter. Please try your best."”

Employees appear uninterested and confused.



1 Effective Communication

Manager (clear, confident, and energetic tone):
"Our goal is to increase sales by 15% this quarter. I am confident
that together we can achieve this target!"

Employees feel motivated and understand the objective clearly.

Illustration:

This example highlights the importance of voice audibility, tone,
and sincerity 1n speaking skills.



Example 2: Bringing Out the Meaning Clearly
Situation: Preparing a Conference Room
1 Unclear Communication

Manager: . .
"Make the conference room shine like a royal palace.”

Employees are unsure what exactly needs to be done.
1 Clear Communication

Manager: .
"Please clean the conference room, arrange the chairs neatly, and place

fresh flowers on the table before 10 AM."
Employees understand the instructions immediately.

Illustration:
This demonstrates the importance of clarity and bringing out the

meaning while speaking.



Example 3: Avoiding Slang in Business Communication
Situation: Employee Reporting to a Senior Manager
1 Using Slang

Manager:
"How 1s the project progressing?"

Employee:
"It's cool. We'll somehow manage it."”

The response sounds informal and unprofessional.
] Professional Response

Manager:

"How 1s the project progressing?"

Employee:

"The project is progressing well, and we expect to complete it by Friday."

IMlustration:
This example shows why professionals should avoid slang and use formal

language 1n workplace communication.



Example 4: Effective Opening and Closing of a Presentation
Opening:

"Good morning everyone. Today, I will discuss three strategies that
can help our company improve customer satisfaction.”

Closing:

"Thank you for your attention. I welcome any questions or
suggestions.”

Il1lustration:
A strong opening attracts attention, while a professional closing
leaves a positive impression on the audience.



Reading Skills

Example 1: Previewing

Situation: A student is assigned a chapter titled "Digital Marketing
Strategies.”

Before reading the entire chapter, the student:
Reads the title.

Looks at section headings such as "Social Media Marketing" and
"Email Marketing."

Examines charts and 1images.

Illustration:
By previewing, the student gets a general idea of the chapter's
content before reading it in detail.



Example 2: Predicting

Situation: An employee begins reading a report titled "Impact of
Artificial Intelligence on Business Operations."

Based on the title and previous knowledge, the employee predicts
that the report will discuss:

Automation
Cost reduction
Increased productivity

Illustration:

The reader uses prior knowledge to anticipate the content, making
reading faster and more effective.



Example 3: Skimming and Scanning
Situation: A manager receives a 20-page business proposal.
Skimming

The manager quickly reads:

Headings

Subheadings

Executive summary

Conclusion

to understand the main idea.

Scanning

Later, the manager searches specifically for:
Project cost

Completion date

Expected profit

Ilustration:
Skimming helps identify the overall message, while scanning helps locate specific information

quickly.




Example 4: Guessing Meaning from Context

Situation: While reading an article, a student encounters the
sentence:

"The company adopted an innovative approach that significantly
improved customer satisfaction.”

The student does not know the word "itnnovative" but understands
from the sentence that it refers to a new or creative method.

[llustration:
The reader uses surrounding words and ideas to infer the meaning

of unfamiliar vocabulary



Example 5: Paraphrasing

Original Text:
"Employee training improves productivity, enhances skills, and
contributes to organizational growth."

Paraphrased Version:
"Training employees helps them work more efficiently, develop new
abilities, and support the company's success.”

Illustration:
The reader rewrites the information in their own words to confirm
understanding



Classroom Activity Example

Business Scenario: Reading a Company Memo

A manager sends a memo announcing a new attendance policy.
Employees:

Preview the memo by reading the subject line.

Predict what changes may be introduced.

Skim the memo to understand the main message.

Scan for the effective date of implementation.

Paraphrase the policy to ensure they have understood 1t correctly.

Illustration:
This example demonstrates how all reading techniques can be
applied in a real business environment.



WRITING SKILLS

Scenario

The HR Manager of ABC Pvt. Ltd. needs to inform employees about a
new Work-from-Home (WFH) policy that will take effect next month.

1. Prewriting (Planning)
Before writing, the HR Manager considers:
Purpose: Inform employees about the new WFH policy.
Audience: All employees.
Key Information:
Effective date: 1 July 2026
Employees can work from home two days per week.
Prior approval from supervisors is required.
Sources: Company management decision and HR guidelines.
Outcome: A clear plan of what needs to be communicated.



2. Drafting (First Draft)
The HR Manager writes:
Dear Employees,

We have decided to introduce a work-from-home policy. Employees
can work from home. More details will be provided. Please
cooperate.

Regards,
HR Department

Issue: The message 1s too brief and lacks important details



Revising (Improving Content)

The HR Manager revises the email to make it clearer and more
informative:

Dear Employees,

We are pleased to announce a new Work-from-Home Policy effective from
1 July 2026. Under this policy, employees may work from home for up to
two days per week, subject to approval from their immediate supervisors.

The objective of this policy 1s to promote work-life balance while
maintaining productivity. Detailed guidelines will be shared shortly.

Regards,
HR Department

Improvements Made:

Added effective date.

Explained the purpose.

Included eligibility conditions.
Improved organization and flow.



4. Proofreading (Checking Accuracy)

The HR Manager checks:

Grammar and spelling.

Date accuracy.

Proper punctuation.

Professional tone.

Consistency in formatting.

For example:

Ensures "Work-from-Home Policy" is capitalized consistently.
Verifies that "1 July 2026" 1s the correct implementation date.



5. Publishing (Final Distribution)

The final email 1s:

Sent to all employees via the company email system.
Uploaded to the employee portal.

Shared during the monthly staff meeting.

Result: Employees receive clear, accurate, and professional
information about the new policy.



MOCK TEST

1.What 1s effective communication?
a) Sending long messages
b) Conveying messages clearly and accurately

c) Avoiding feedback
d) Using complex language

2. The fundamentals of effective communication primarily focus on:
a) Confusion and ambiguity

b) Clear understanding between sender and receiver

c) Oneway communication

d) Ignoring the audience

3. The 7 Cs of communication include all EXCEPT:
a) Clarity

b) Courtesy

c) Complexity

d) Conciseness



4. Which of the following is part of the 7 Cs of communication?
a) Consideration
b) Confusion

c) Carelessness
d) Criticism

5. Business communication proficiency helps in:
a) Reducing productivity

b) Achieving organizational goals

c) Creating misunderstandings

d) Avoiding communication



1YPRES OF ’LEADING IN DUBSINESDS
COMMUNICATION

3.1 Introduction

Reading 1s an essential ability; without it, knowledge acquisition is
challenging.

The ability to read is crucial for almost all professions, including
desk work, marketing, engineering, research, piloting, and
medicine.

Every professional should take a good look at this sector since they
can learn about the latest practices, fashions, trends, and even
client needs by reading newspapers, Journals and pubhcatlons

Workers read for half of their working hours on average, and they
could significantly increase productivity if they could increase their
reading efficiency.



Reading 1n the digital age has undergone a
transformative evolution, shaped by the
proliferation of technology and digital media.
Here are key aspects of this experience:

First, Accessibility and Convenience mean that books, articles, and
information can now be accessed anytime and anywhere through smartphones,
tablets, and e-books.

Second, Multimodal Engagement allows readers to interact with text, images,
videos, and audio together, making learning more engaging.

Third, Personalized Experiences are possible because digital platforms
recommend content based on individual interests and reading habits.

However, there are also Challenges to Deep Reading. Constant notifications
and scrolling can reduce concentration and make it harder to engage in
thoughtful reading.



The digital age has also led to the Democratization of Publishing, allowing
anyone to create and share content online without traditional publishers.

Another feature 1s Community and Interactivity, where readers can discuss,
review, and share ideas through online platforms.

There are also Ethical and Ecological Considerations, such as concerns about
misinformation, digital privacy, and electronic waste.

Finally, Educational and Cognitive Shifts show that technology is changing how
people learn, process information, and develop reading habits.

Overall, digital reading has made information more accessible and interactive, but it
also presents new challenges for attention and critical thinking



3.2 TYPES OF K -READING

Types of
‘ Readmg
@




3.2.1 Sampling

One kind of reading that is helpful in selecting pertinent
content for readers is sampling. Reading the preface or foreword,
contents page, commencement, and conclusion is crucial for this.
At this point, the reader has the option to read the review, the full
text, or a portion of it in between.



3.2.2 Labeling

This kind of reading does not concentrate on the
specifics of the book, article, or text as a whole.
When one wants to have a general understanding
of the concept but does not have enough time to
go through all the intricacies.



3.2.3 Skimming

Skimming is when a reader reads rapidly with few pauses,
concentrating on the main idea and related aspects of the text
message rather than trying to read every detail. In order to
obtain a general impression, when skimming, the emphasis is
solely on the opening or closing line of any paragraph and a
cursory glance at the subheadings and images.



3.2.4 Studying

We can say that the reader is truly studying the subject when they read a
technical, business, or scientific document of greater relevance that they
must commit to memory and may need to duplicate, use, refer to, or apply the
knowledge linked with it. Studying a text requires practically every reading
strategy.

When reading something for the first time, it's crucial to recognize its major
and related ideas, highlight the key points, take notes, and then produce a
summary or paraphrase of the material.

In summary, it is necessary to remove unnecessary information and replace
lengthy descriptions with appropriate idioms and one-word alternatives.



3.2.56 Summarizing

A fair summary would be one-third of the original text; this is a procedure
where the reader condenses the length of the original material. It is
advisable to highlight or make a note of significant elements in a
notepad while reading. Recognize the text's coherence and logical idea
ordering. As a result, one can begin writing the summary with the
fewest possible words after evaluating. This 1s only feasible if you can
replace numerous words with a single word; get rid of extraneous
examples, descriptions, and details. Clarity and lucidity must be
preserved.



3.2.6  Scanning

Reading by scanning allows the reader enough time to examine
the main 1dea and any supporting concepts that are related
to 1it. The relevant details should be carefully sought out by
the reader. This 1s a sophisticated ability that can be refined.
To become proficient in scanning, you must first understand
why you are reading. Another crucial necessity 1s enough
attentlon The capacity to comprehend organizational
procedures and make use of guides and aids. All of this could
ald in improving scanning abilities.




3.2.7 Comprehension

Reading comprehension aids in knowledge acquisition, concept
understanding, and grasping of crucial information. Reading
comprehension aids in determining the correct meaning of words
because words can have multiple connotations, either applied or direct,
based on the context, emphasis, etc.

Techniques:

Take note of the key aspects after reading the passage to understand its
overall meaning.

Pay close attention to each question and search for the answers.
When responding to the questions, be specific and direct.

Exercise caution while using punctuation, grammar, and spelling.
This skill can be learned with consistent, rigorous practice.




Type of E-Reading

Sampling

Labelling

Skimming

Studying

Summarizing

Scanning

Comprehension

Picture Example

1 Amazon Kindle page showing the
"Read Sample" button

1 [0 PDF document with highlighted
keywords and digital tags such as
"Marketing", "Exam Important"

1 Person quickly scrolling through
online news headlines on a smartphone

1 Student reading an e-book on a laptop
while making digital notes

"1 Screen showing a long article on one
side and bullet-point notes on the other

1 PDF document with the search box
highlighting a specific word like
"Entrepreneurship"

1 Student reading an online article and
answering quiz questions

Explanation

A reader reads a few pages of an e-book
before deciding whether to buy or read
the entire book.

The reader categorizes or tags
information for future reference.

Reading quickly to get the main idea
without focusing on details.

Careful reading to understand concepts
for learning or exams.

Condensing the main ideas into a shorter
form.

Looking for a specific piece of information
rather than reading everything.

Reading to fully understand and interp¥et
the meaning of the content.



3.3 Different software aids in e-reading.

Vortex - The program to decrease reading time
Kindle-1t makes browsing easier
Blio-independent, free reading software

Copia-to discover, connect and share

Google books

Stanza- A free 1-pod touch/ 1 Phone e book reader



UNIT 4
MASTERING LISTENING SKILLS

4.1 Introduction

A fundamental communication skill that 1s essential to our social,
professional, and personal life is listening.

It involves more than just understanding words; it also entails
understanding intents, feelings, and the context of the speech.

Effective listening 1s a vital skill for teamwork, conflict resolution,
and personal development since 1t increases empathy, trust, and
strengthens bonds with others.



4.2 HOw TO COMMUNICATE IN WORKPLACES

Effective workplace communication is essential for fostering
collaboration, improving productivity, and building a positive work

environment.

Key Strategies :
1. Be Clear and Concise

2. Listen Actively
3. Adapt Your Communication Style

4. Use Appropriate Channels



5. Be Respectful and Professional
6. Provide and Seek Feedback
7. Nonverbal Communication



4.3 LISTENING DEFINED

Listening is the conscious act of listening intently to someone else talk.
It 1s the act of giving what is heard your full attention.

Listening is the active process of receiving, constructing meaning from, and
responding to spoken or nonverbal messages.

Effective listening involves multiple components: recognizing the speaker's
words, understanding the context and intent behind the message, and
engaging thoughtfully with the content.

Listening is both a skill and an art that facilitates meaningful
communication.

It serves as a bridge for understanding, problem-solving, and fostering
relationships, making it a cornerstone of successful interpersonal and
professional interactions.




4.4 LISTENING AS A TOOL FOR
MANAGEMENT

Listening 1s a vital tool for effective management, serving as the
foundation for strong leadership, decision-making, and relationship
building within an organization

Active listening enables managers to 1dentify underlying issues,
address conflicts constructively, and provide meaningful feedback that
resonates with employees.

By genuinely hearing their team, managers can inspire a sense of value
and inclusion, motivating employees to perform at their best.



EXAMPLE OF MARUTI UDYOG



Maruti Udyog i1s a prime example of "Management by Listening" done right. The
company has thrived thanks to the creative ways that former Managing Director
Jagdish Khattar solicited employee input. An event named "Tea with the MD"
persuaded Maruti to decide to display a concept car at Delhi's annual Auto Expo.
Khattar would meet with a group of young Maruti engineers and managers almost every
two weeks to urge them to share their ideas for the company's expansion. By arranging
casual tea sessions with his engineers and managers or by visiting dealers' conventions,
Khattar aimed to get insightful ideas for Maruti's expansion. He encouraged his dealers
to offer ideas for enhancing sales and distribution. He discovered a formula in this way
that helped the company save around INR 4 million.
Before enterlng his office, Khattar would frequently converse with and listen to young
people. His illustration shows how the secret to effectively managing issues i1s giving
others the chance to offer insightful recommendations.



4.5 THE LISTENING PROCESS

4.5.1 Complete focus
4.5.2 Hearing

4.5.3 Interpretation
4.5.4 Evaluating

4.5.5 Empathizing
4.5.6 Conceptualizing



4.6 ADVERSE FACTORS IMPACTING LISTENING

The first factor i1s Inability to Focus. When our mind is distracted by phones, stress
thoughts, we fail to pay attention to the speaker.

Second 1s Inequalities in Status. Sometimes people ignore ideas from someone they perceive as
lower in rank or authority, even if those 1deas are valuable.

Third 1s The Halo Effect, where we judge a message based on our overall impression of the
speaker. For example, if we admire someone, we may accept everything they say without proper
evaluation.

Fourth 1s Complexes, such as inferiority or superiority complexes, which can prevent open and
objective listening.

Fifth is Having a Closed Mind. When we are unwilling to consider new viewpoints, we stop
listening and focus only on defending our own opinions.

Sixth, Inadequate Retention means failing to remember important information after hearing it,
reducing the effectiveness of communication.




Early Assessment and Hasty Conclusions. Sometimes we form opinions before the speaker has
finished, causing us to miss important information.

Making an Abstract, where listeners focus only on selected points and ignore the complete message. This
can lead to misunderstandings.

Slant, which refers to bias or a tendency to interpret information according to our own beliefs and
experiences rather than objectively.

Cognitive Dissonance. People often feel uncomfortable when they hear information that conflicts with
their existing beliefs, so they may reject or ignore the message.

Language Barrier occurs when differences in language, vocabulary, accent, or technical jargon make
communication difficult and reduce understanding.

Effective listening can be hindered when we judge too quickly, listen selectively, allow personal biases to
influence interpretation, resist new ideas, or face language-related difficulties.



4.7 CHARACTERISTICS OF AN EFFECTIVE LISTENER

Attentiveness

Empathy

Patience

Clarity in Feedback

Openness

Non verbal Communication skills
Self awareness

Respect

Curiosity

Retention



4.8 DIRECTIVES FOR ENHANCED LISTENING
ABILITY

Speak less, listen more

Avoid being a sponge

Keep an eye on body language

Pay attention to the speaker
Disentangle the ideas from the speaker
Pay close attention to what is left unsaid
Avoid getting emotional

Avoid making snap judgments
Empathize with the speaker

Show respect for the speaker as a person




4.9 RESPONSIVE LISTENING

The communication process consists of:
1.The speaker's feelings and their intended message are not the same.
2. There 1s a discrepancy between what they intend to say and what they say.

3. There 1s also a discrepancy between what the listener hears and what the
speaker says.

Therefore, it's amazing that the listener ever hears what the speaker believes.



4.9.1 BASIC REFLECTIVE RESPONSE

A basic reflective response in responsive listening involves the
listener accurately restating or paraphrasing the essence of the
speaker's message without adding any new information or
interpretations.

This approach ensures the speaker feels heard and understood
while allowing them to clarify or expand on their thoughts.



The key elements of a basic reflective response include:

Capturing the core message: The listener summarizes the main ideas
or emotions expressed by the speaker.

Neutral and non-judgmental language: The listener avoids
introducing personal opinions, judgments, or assumptions.

Focus on the speaker’s perspective: The response mirrors the
speaker’s words, addressing either the emotional, cognitive, or
experiential aspects of their message.



For example:
Speaker: “I'm feeling overwhelmed with all the deadlines at work.”

Reflective response: “It sounds like you're feeling a lot of stress
because of the workload and deadlines.”



4.9.2 BASIC CLARIFICATION RESPONSE

A basic clarification response in responsive listening involves the listener
seeking to understand the speaker’s message more clearly by asking questions
or restating parts of the message in a way that invites confirmation or further
explanation.

The goal 1s to ensure accurate understanding and to encourage the speaker to
elaborate or clarify their thoughts.

Example:
Speaker: “I'm not sure what to do about this situation at work.”

Clarification response: “When you say you're not sure what to do, do you
mean you're uncertain about the options, or about how to approach someone for
help?”

This response helps the speaker clarify their message while showing that the
listener 1s genuinely engaged in understanding their perspective.




Key elements of a clarification response:

Asking open-ended questions: The listener prompts the
speaker to provide more detail or explain their perspective
(e.g., "Can you tell me more about that?").

Restating or summarizing: The listener rephrases part
of the speaker's message to confirm understanding (e.g.,
"Are you saying that...”").

Remaining neutral and non-judgmental: The
response focuses on understanding the speaker's meaning
without assuming or interpreting too much.

Encouraging further elaboration: The response
signals to the speaker that their thoughts are valued and
invites them to share more.




Example:
Speaker: “I'm not sure what to do about this situation at work.”

Clarification response: “When you say you're not sure what to
do, do you mean you’re uncertain about the options, or about how

to approach someone for help?”



4.10 THE DISTINCTION BETWEEN
INTERPRETATIVE AND CLARIFYING LISTENERS

CLARIFYING LISTENERS

Clarification focuses on the speaker. The speaker's feelings and thoughts, which
may be unspoken or incomplete, are being interpreted by the listener.

Clarifying listeners in responsive listening are those who focus on ensuring a
clear and accurate understanding of the speaker's message.

They achieve this by asking questions, seeking details, and summarizing or
rephrasing what the speaker has said.

The goal is to eliminate ambiguity, confirm understanding, and encourage the
speaker to expand or clarify their thoughts.



Clarifying Listener

A clarifying listener asks questions to ensure they correctly understand
the speaker.

Example:

Speaker: "I'm unhappy with the project."

Listener: "Could you clarify what part of the project is causing the
problem—the workload, the deadline, or the team communication?"

Why?

The listener seeks additional information before forming conclusions.



INTERPE{ETATIVE ,LISITENERS. L. .
nterpretative listeners in responsive listening are
those who go beyond merely reflecting or clarifying

what the speaker says.

They attempt to analyze, infer, or draw conclusions
about the deeper meanings, motivations, or implications
behind the speaker’s words.

This type of listener aims to help the speaker uncover
insights or connections they may not have explicitly
stated, though this approach requires caution to avoid
misinterpretation.



2. Interpretative Listener

An 1interpretative listener tries to understand the meaning and emotions
behind the speaker's words.

Example:
Speaker: "I'm unhappy with the project."

Listener: "It sounds like you're feeling frustrated because you think your
efforts aren't being recognized."

Why?

The listener interprets the speaker's feelings and underlying message,
not just the words.



4.11 IDENTIFYING UNSPOKEN EMOTIONS AND
THOUGHTS

Let's examine the stated and suggested emotions in the following sentence
to have a deeper understanding of clarification:

Monica: Lately, I've been experiencing a lot of distance from my family. I
can't communicate with anyone. I have no idea what went wrong. I feel like
I'm speaking to an unknown individual even while I'm speaking to my
brother or sister.

Feeling expressed: A sense of separation

Feelings that are implied include loneliness, concern, and anxiety about the
loss of connection and familial relationships.



MOCK TEST

Which of the following is the primary purpose of listening in communication?
a) To respond immediately

b) To hear words without understanding

c) To comprehend and connect with the speaker

d) To interrupt and ask questions

What is the most effective medium for conveying sensitive or complex information in the workplace?
a) Email

b) Facetoface conversation

¢) Instant messaging

d) Public announcement

Active listening involves which of the following actions?
a) Ignoring nonverbal cues

b) Formulating a response while the speaker talks

c) Focusing entirely on the speaker and their message

d) Interrupting to clarify points immediately



How does listening differ from hearing?

a) Listening requires only physical perception of sound.

b) Listening is passive, while hearing is active.

c) Listening involves understanding, while hearing is merely perceiving sound.
d) Hearing requires more mental effort than listening.

Why is listening considered a management tool?
a) It reduces the need for team collaboration.

b) It helps managers avoid decision-making.

c) It improves decision-making and fosters collaboration.
d) It eliminates the need for feedback.

Which step of the listening process involves understanding the speaker's emotions?
a) Hearing

b) Empathizing

c) Evaluating

d) Conceptualizing



What does 'conceptualizing' in the listening process mean?
a) Interpreting the speaker’s tone

b) Forming a mental framework of the message

c) Judging the speaker’s intent

d) Retaining only key points

What does the "Halo Effect" refer to in listening?
a) Judging a speaker based on their overall impression
b) Focusing solely on verbal communication

c) Blocking out distractions during listening

d) Misinterpreting the speaker’s message

Which of the following is NOT an adverse factor affecting listening?
a) Inability to focus

b) Empathy

c) Language barriers

d) Complexes

Hasty conclusions during listening are caused by:
a) Careful evaluation of facts

b) Making early assessments

c) Conceptualizing effectively

d) Responding after full comprehension



