
 

 

 

 

 

 

 

 

 

 

  

  

 

 

 

 

 

 

 

        

    

 

 

 

  

 

  

       

        

 

                

    

 

    

        

   

aaaaaa aaaaaa qq qq

a

s z as z as z as z a zz zz

tr.nff ;1 !Im' ~ 
NCC:RT 

PSSCIVE,Bhopal 

1

Orggani ed Retailing 

NVEQQF Level 2 - Class X 

RRRRSSSS222200006666----    QQQQ2222000011112222 –––– CCCCOOOOOOOOMMMMMMMMUUUU    IIIICCCCAAAATTTTIIIIOOOO    AAAATTTT WWWWOOOOOOOORRRRKKKKPPPPLLLLAAAACCCCEEEE 

Stuudent Workbook 

HHHHiiii----llll----' ' ' ' ---- dddd 

PSS Cen r 

ddddUUUUnnnnhhhh;;;; OOOO; o; o; o; ollll    ffff;;;;dddd ffff''''    {  {  {  {   llllLLLLFFFF        uuuu]]]] 

al Ins i u e of Voca ional Educa io 

H  si y ¼eH  si y ¼eH  si y ¼eH  si y ¼e----iiii----½½½½ 

on, (NCERT), Bhopal 



  

 

 
 
 
 
 
 
 
 
 

       

 

         

        

         

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 

 

 

 
  

©PSS Ce tral I stitute of Vocatio al Educatio , 2012 

Copyr ght protects th s publ cat on. Except for purposes perm tted by 

the Copyr ght Act, reproduct on, adaptat on, electron c storage and 

commun cat on to the publ c are proh b ted w thout pr or wr tten 

perm ss on. 

2 



   

 

 
 

           
               

               
         

            
         

          
           
         
        

             
       

        
  

           
              

             
          

         
            

           
        
         
           

           
           

                 
          

       
           

           
            

           
            

              
        

             
              

             
            

             
            

               
              

   

Preface 

The Nat onal Curr culum Framework, 2005, recommends that ch ldren’s l fe at school 
must be l nked to the r l fe outs de the school. Th s pr nc ple makes a departure from 
the legacy of book sh learn ng wh ch cont nues to shape our system and causes a gap 
between the school, home, commun ty and the workplace. 

The student workbook on “Commu icatio  at Workplace”  s a part of the 
qual f cat on package developed for the  mplementat on of Nat onal Vocat onal 
Educat on Qual f cat on Framework (NVEQF), an  n t at ve of M n stry of Human 
Resource Development (MHRD), Government of Ind a to set common pr nc ples and 
gu del nes for a nat onally recogn zed qual f cat on system cover ng Schools, 
Vocat onal Educat on and Tra n ng Inst tut ons, Techn cal Educat on Inst tut ons, 
Colleges and Un vers t es. It  s env saged that the NVEQF w ll promote transparency of 
qual f cat ons, cross-sectoral learn ng, student-centred learn ng and fac l tate 
learner’s mob l ty between d fferent qual f cat ons, thus encourag ng l felong 
learn ng. 

Th s student workbook, wh ch forms a part of vocat onal qual f cat on package 
for student's who have passed Class IX or equ valent exam nat on, was created by a 
group of experts. The Reta ler's Assoc at on of Sk ll Counc l of Ind a (RASCI), approved 
by the Nat onal Sk ll Development Corporat on (NSDC) organ zed Reta l ng Industry 
developed the Nat onal Occupat on Standards (NOS). The Nat onal Occupat on 
Standards are a set of competency standards and gu del nes endorsed by the 
representat ves of organ zed reta l ng Industry for recogn z ng a assess ng sk lls and 
knowledge needed to perform effect vely  n the workplace. 

The Pand t Sunderlal Sharma Central Inst tute of Vocat onal Educat on 
(PSSCIVE), a const tuent of Nat onal Counc l of Educat onal Research and Tra n ng 
(NCERT)  n assoc at on w th SKSDC has developed modular curr cula and learn ng 
mater als (Un ts) for the vocat onal qual f cat on package  n organ zed reta l ng sector 
for NVEQ levels 1 to 4; Level 2  s equ valent to Class X. Based on NOS, occupat on 
related core competenc es (knowledge, sk lls and ab l t es) were  dent f ed for 
development of curr cula and learn ng modules (Un ts). 

Th s student workbook attempts to d scourage rote learn ng and to necessary 
flex b l ty  n offer ng of courses, necessary for break ng sharp boundar es between 
d fferent subject areas. The workbook attempt to enhance these endeavour by g v ng 
h gher pr or ty and space to opportun t es contemplat on and wonder ng, d scuss on  n 
small groups and act v t es requ r ng hands on exper ence. Hope these measures w ll 
take us s gn f cantly further  n the d rect on of a ch ld centred system of educat on 
outl ned  n the Nat onal Pol cy of Educat on (1986). 

The success of th s effort depends on the steps that school Pr nc pals and 
Teachers w ll take to encourage ch ldren to reflect the r own learn ng and to pursue 
 mag nat ve and on the job act v t es and quest ons. Part c pat on of learner  n sk ll 
development exerc ses and  nculcat on of values and creat v ty  s poss ble  f  nvolve 
ch ldren as part c pant  n learn ng, and not as rece ver of  nformat on. These a ms 
 mply cons derable change  n school rout nes and mode of funct on ng. Flex b l ty  n 
the da ly t me table would be a necess ty to ma nta n the r gour  n  mplement ng the 
act v t es and requ red number of teach ng days w ll have to be  ncreased for teach ng 
and tra n ng. 
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About the Workbook 

Th s workbook  s to ass st you w th complet ng the Un t of Competency RS206-

NQ2012: Commu icatio  at Workplace. You should work through the workbook  n 

the classroom, at the workplace or  n your own t me under the gu dance and 

superv s on of your teacher or tra ner. Th s workbook conta ns sess ons wh ch w ll help 

you to acqu re relevant knowledge and sk lls (soft and hard) on var ous aspects of the 

un t of competency. Each sess on  s small enough to be eas ly tackled and d gested by 

you before you move on to the next sess on. An mated p ctures and photographs have 

been  ncluded to br ng about v sual appeal and to make the text l vely and  nteract ve 

for you. You can also try to create your own  llustrat ons us ng your  mag nat on or 

tak ng the help of your teacher. Let us now see what the sect ons  n the sess ons have 

for you. 

Sectio 1: I troductio  

Th s sect on  ntroduces you to the top c of the Un t. It also tells you what you w ll 

learn through the var ous sess ons covered  n the Un t. 

Sectio  2: Releva t K owledge 

Th s sect on prov des you w th the relevant  nformat on on the top c(s) covered  n the 

sess on. The knowledge developed through th s sect on w ll enable you to perform 

certa n act v t es. You should read through the  nformat on to develop an 

understand ng on the var ous aspects of the top c before you complete the 

exerc se(s). 

Sectio  3: Exercise 

Each sess on has exerc ses, wh ch you should complete on t me. You w ll perform the 

act v t es  n the classroom, at home or at the workplace. The act v t es  ncluded  n 

th s sect on w ll help you to develop necessary knowledge, sk lls and att tude that you 

need for becom ng competent  n perform ng the tasks at workplace. The act v t es 

should be done under the superv s on of your teacher or tra ner who w ll gu de you  n 

complet ng the tasks and also prov de feedback to you for  mprov ng your 

performance. To ach eve th s, prepare a t metable  n consultat on w th your teacher 

or tra ner and str ctly adhere to the st pulated norms or standards. Do not hes tate to 

ask your teacher or tra ner to expla n anyth ng that you do not understand. 

Sectio  4: Assessme t 

The rev ew quest ons  ncluded  n th s sect on w ll help you to check your progress. You 

must be able to answer all the quest ons before you proceed to the next sess on. 
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I troductio  

Commun cat on  s an  ntegral part of the 

reta lers market ng strategy. Commun cat on  s 

used to  nform the customers about the 

reta lers, merchand se and the serv ces. 

Commun cat on  s certa nly essent al  n 

bus ness,  n government, m l tary 

organ zat ons, hosp tal, schools, commun t es, 

homes or anywhere where people deal w th 

one another. 

“Any act by wh ch one person g ves to or 

rece ves from person  nformat on about that 

person’s needs, des res, percept ons, knowledge, or affect ve states. Commun cat on 

may be  ntent onal or un ntent onal;  t may  nvolve convent onal or unconvent onal 

s gnals, may take l ngu st c or non-l ngu st c forms, and may occur through spoken or 

other modes.” 

Commun cat on  s a d alogue, not a monologue. In fact, commun cat on  s more 

concerned w th a dual l sten ng process. For commun cat on to be effect ve, the 

message must mean the same th ng to both the sender and the rece ver. 

Commun cat on  n reta l organ zat ons  s very much needed. Reta l jobs ex st  n many 

funct onal areas,  nclud ng  nformat on systems, human resources, f nance and 

account ng. However, when reta l job sk lls are d scussed, the conversat on typ cally 

centers on sk lls spec f c to  n-store reta l sales and serv ce assoc ate pos t ons. These 

are the employees who  nteract at the store level d rectly w th customers. Reta l job 

sk lls  nclude a comb nat on of soft sk lls and techn cal talents. 

Learn ng commun cat on  s  mportant and  t  s essent al  n the reta l bus ness process. 

In the reta l bus ness you have to commun cate w th  n your f rm w th your team 

members, fellow workers, h gher author t es and subord nates. You also commun cate 

w th your external part c pants l ke customers, suppl ers, compet tors and serv ce 

prov ders outs de of your reta l f rm. 

In th s un t, you w ll learn the forms of commun cat on, commun cat on med a and 

equ pments and barr ers  n commun cat on wh ch are relevant  n the workplace of 

reta l workers, employees and employers. 
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Sessio  1: Verbal a d No -Verbal Commu icatio  

Releva t K owledge 

The med um of commun cat on determ nes the type of commun cat on. Based on the 

med um used for commun cat ng, the process of commun cat on can be broadly 

class f ed as verbal commu icatio  and  o -verbal commu icatio . 

Verbal commun cat on  ncludes writte  and oral commu icatio , whereas non-verbal 

commun cat on  ncludes body la guage, facial expressio s a d pictures. Thus, the 

var ous types of commun cat on are verbal commun cat on (oral and wr tten), non-

verbal commun cat on ( nclud ng body language. p ctor al commun cat on, symbol c 

commun cat on). Each of these  s elaborated below. 

Verbal Commu icatio  

Verbal commun cat on uses words as the med um of commun cat on. An effect ve 

verbal commun cat on  s a two-way process – speak ng and l sten ng must occur. 

Usually verbal commun cat on  s  n the one-to-one mode or one-to-one  nteract on. 

No -verbal commu icatio  

Commun cat on that uses phys cal parts of the body  s known as non-verbal 

commun cat on. It  ncludes fac al express ons, tone of vo ce, sense of touch, sense of 

smell, and body movements. 

Writte  Commu icatio  

Wr tten commun cat on sk ll  s the ab l ty of an  nd v dual to commun cate  n wr t ng. 

It  s done  n a one-to-one mode or  n a one-to-many mode. Important sk lls  n 

effect ve wr tten commun cat on are: 

• Wr te clearly and leg bly, g v ng all the essent al  nformat on needed 

• Use approved styles and formats for wr tten commun cat on 

• Prepare and ma nta n var ous type of documents 

Thus, effect ve wr t ng  nvolves careful cho ce of words, the r organ zat on  n correct 

order  n sentences and prepar ng a comprehens ve compos t on of sentences. 
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Bra lle  s another form of wr t ng system wh ch enables bl nd 

and part ally s ghted people to read and wr te through touch. 

It was  nvented by Lou s Bra lle, who was bl nd and became a 

teacher of the bl nd. It cons sts of patterns of ra sed dots 

arranged  n cells of up to s x dots  n a 3 x 2 conf gurat on. Each 

cell represents a letter, numeral or punctuat on mark. Some 

frequently used words and letter comb nat ons also have the r 

own s ngle cell patterns. People w th hear ng  mpa rments use 

l p read ng and s gn language to commun cate. S gn language systems  nclude f nger 

spell ng (dactylography), s gn language and Makato . 

Importa ce of Verbal Commu icatio  

Verbal commun cat on help the  nd v dual  n d fferent ways  .e., to bu ld and ma nta n 

relat onsh p  n our soc ety, to lead  n profess onal career and  t  s most  mportant for 

bus ness people. 

For example, wh le you commun cate w th fam ly member or fr end, you  nteract w th 

them w th a lot of self – conf dence. When  t comes to bus ness,  t  s totally d fferent 

s tuat on because you may deal w th a ver ty of people throughout the day.  .e., you 

may deal w th people form d fferent cultures, ages and w th d fferent levels of 

exper ence. You may have to deal d fferent background and have lot of exper ence  n 

the r f eld or act v ty. Proper verbal commun cat on sk ll w ll help you  n deal ng w th 

d fferent people. 

Commu icative Practices 

Commun cat on pract ce w ll help the student to speak Engl sh language qu ckly and 

effect vely. Here are some rules: 

Subject Verb Agreeme t 

Rule -1: If two or more s ngular noun and pronoun are jo ned w th the word ‘and’ the 

verb used w ll be plural. 

Example 

1. My bother and I are good fr end. 

2. 2. Ramesh, h s fr end and I were ply ng football. 
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Rule-2: If tow s ngular nouns / pronouns are jo ned by and po nt out the same th ng 

the verb used must be s ngular. 

Example 

1. Bread and butter are my regular breakfast. 

2. R ce and curry  s the favor te Ind an food. 

3. The Collector and D stract Mag strate  s away. 

Rule-3: If tows subjects are jo ned by “as well as” the verb aggress w th the f rst 

subject. 

Example 

1. R ta as wells her ch ldren  s play ng. 

2. Ram as well as h s fr ends  s go ng to market. 

3. Ch ldren as well as the r mother are eat ng. 

Rule-4: If tow subjects are jo ned w t e ther-or, ne ther-nor, the verbs agree w th the 

subject near t  t. 

Example 

1. E ther my brother or I am to do th s work. 

2. E ther you or your fr ends have returned my book. 

3. Ne ther Ram more h s s ster  s accused. 

Rule-5 If tow subjects are jo ned by w th or together w th  n add t on to etc., 

the verb aggresses w th the f rst subject. Example 

a) The boy w th h s parents has arr ved  n London. 

b) Moths  n add t on to other sc ence subject are though. 

Rule-6: When to subject are jo ned by not only – but also verb must agree w th the 

second subject. 

Example 

1. Kr shna or her fr end was not there. 

2. Mohan or Sohan  s respons ble for all th s. 
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Rule -7: Some noun Plural  n form and s ngular  n mean ng takes a s ngular verb. 

Example 

1. The news was broadcast form All Ind a Rad o yesterday. 

2. The Jeans pant  s expens ve today. 

Rule-8: Some nouns are s ngular  n form but plural  n number take a plural verb. 

Example 

1. The people are shout ng. 

2. The cattle are graz ng. 

3. Rule-9: When a plural noun denotes some part cular quant ty or amount 

cons der a s ngular verb. Example 

a) F ve hundred rupees  s not a b g amount. 

b) Hundred m les  s a long d stance. 

c) 20 m ters  s a long d stance for long jump. 

d) W tt ng 10 m nutes on the road  s a b g  ssue for a g rl. 

Importa ce of No -verbal Commu icatio  

The most  mportant th ng  n commun cat on  s to l sten what  s be ng sa d It  s not ced 

that there  s only 7 to 35% of the spoken language  s use  n total commun cat on. The 

rest of the part  s through our feel ngs and  ntent ons  n any s tuat on are sent through 

nonverbal commun cat on. Nonverbal commun cat ons  ncluded the gestures, body 

language, fac al express ons and postures; etc. Non verbal commun cat on helps the 

person to understand when verbal messages are unclear or amb guous. For example  f 

you are not able to speak the fore gn language, you can st ll commun cate w th 

people of another reg on or country by us ng body language and fac al express ons. 

In bus ness commun cat on  t  s  mportant and effect ve to use your body language. 

You can  mprove your bus ness standards by us ng good bus ness commun cat on sk lls 

and body language. 

By understand ng the  mportant aspects of non-verbal commun cat on or body 

language, you can learn to read people more eas ly. Argyle and h s assoc ates have 

been study ng the features of non-verbal commun cat on that convey  nformat on. The 

follow ng summar zes the r f nd ngs: 
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Basics of No -verbal Commu icatio  

Eye Co tact 

There  s a say ng  n Engl sh act on speaks louder than the word, so eye contact  s most 

 mportant part  n non verbal commun cat on. D fferent eye contact can be  nterpreted 

as follows: 

• Most of the l steners look d rectly at the speaker between 30% and 60% of the 

t me wh le look ng more than that shows the person has great  nterest on the 

speaker. 

• Once you ma nta n eye contact w th the aud ence then you w ll feel a pos t ve 

frame of conf dence. Once you ga n that conf dence the people w ll take more 

ser ously what you are speak ng. 

• In case the l stener  s not focuses on you, you should make your po nt clear and 

then ma nta n eye contact w th h m,  n th s way the l stener w ll feel pressure. 

Body La guage a d Lyi g 

S gns of ly ng have to be avo ded to send wrong s gnal to the person  n front of you. 

Some of them are l sted below: 

• Less eye contact w ll s gn that the person  s ly ng and he  s gu lty. 

• Hands touch the r face, throat, nose, mouth or ear. 

• Phys cal express on w ll be st ff and l m ted. 

• If a person takes up less space w th the r hand, arm and leg movement fac ng 

towards the r own body then  t shows the person  s ly ng. 

13 



  

 

  

 

            

               

 

          

               

 

           

         

           

              

                

   

 

   

 

               

 

               

 

   

 

                

    

             

          

               

      

 

   

 

              

 

             

           

                

            

The Eyebrows 

Change  n the pos t on of the eye brow can  nterpret as follows: 

• If the eyebrows of a person are lowered that shows the person  s usually 

frown ng. 

• Th s shows a s gn of worry, cr t c sm or d sagreement. 

• Th s shows the person  s search ng the support ng ev dence to make up the 

huddle. 

• The frown may s mply mean lack of concentrat on or confus on. 

• Ra sed eyebrows can  nd cate shock or d strust. 

• One ra sed eyebrow  mpl es an element of doubt or challenge. 

• Ra s ng the eyebrows show a s gn of surpr se. The people ra se the r eyebrows 

to look better. But  t can also mean that somebody  s look ng at you and that 

he l kes you. 

The Mouth 

• If somebody chews the lower l p that shows the s gn" of fear,  nsecur ty and 

worry. 

• If somebody t ghtened h s or her l ps that  nd cate he  s  n defens ve mode. 

The Head 

• If the head  s stra ght up that shows the s gn of neutral pos t on  .e., J., 

l sten ng carefully and evaluat ng. 

• A small nod of head  nd cates that the  nformat on  s be ng rece ved. 

• T lt ng the head shows the s gn of develop ng  nterest. 

• If the head of the speaker  s downward d rect on that shows the s gn of 

nervousness and may be some problem. 

The Smile 

• We always correlate a sm le w th happ ness 'but there are d fferent k nds of 

sm le. 

• Somet mes art f c al sm le comes  n the speaker's face when he/she  s not 

actually agreed but he can't deny d rectly  .e. called coy sm le. 

• Somet mes the speaker  s  nternally sad but he/she does not want to show to 

the aud ence at that t me he or she can show art f c al sm le. 
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Some of the body gestures wh ch w ll help you understand the mental frame of a 

person are a follows: 

• Brisk walk : Co fide ce 

• Sta di g with ha ds o  hips : Readi ess, aggressio  

• Sitti g with legs crossed, foot kicki g slightly : Boredom 

• Sitti g, legs away from each other : Ope , relaxed 

• Arms crossed o  chest : Defe sive ess 

• Walki g with ha ds i  pockets, shoulders be t : U happi ess 

• Ha d to cheek : assessme t & thi ki g 

• Touchi g, slightly rubbi g  ose : refusal, hesitatio , doubt & lyi g 

• Rubbi g the eye : Doubt, disbelief 

• Ha ds clasped behi d back : A ger, irritatio , u easi ess a d a xiety 

• Locked a kles : Worry 

• Head resti g i  ha d, eyes dow cast : Mo oto y 

• Rubbi g ha ds : Hope, eager ess 

• Sitti g with ha ds clasp behi d head, legs crossed : Co fide ce, superiority, 

Power 

• Ope  palm : Ge ui e ess, ho esty, i  oce ce 

• Pi chi g bridge of  ose, eyes closed : Negative evaluatio  

• Steepi g fi gers : Comma di g 

• Tilted head : Atte tio , I terest 

• Looki g dow , face tur ed away : Disbelief, distrust 

• Biti g  ails : Lack of co fide ce, i security,  ervous ess 

• Droppi g eyeglasses o to the lower bridge of the  ose a d peeri g over them : 

Causes  egative reactio s i  others 

• Slowly a d i te tio ally taki g off glasses a d carefully clea i g the le s : 

That shows the perso  wa ts to take time to thi k before oppositio  aski g for 

clarificatio . 

• Breath faster : Nervous or a gry. 

• I hali g loudly a d shortly : Wa ts to i terrupt a speaki g perso . 

• Loud sigh : U dersta d the thi g that is bei g told. 

• Twisti g the feet co ti uously : A perso  is  ervous or co cer ed, but ca  also 

mea  that a perso  is stressed or a gry a d that he do 't wa t to show that to 

everybody. 

• Legs wide apart or Sitti g straddle-legged : Shows that a perso  is feeli g 

safe, a d is self - co fide t. Ca  also show leadership. 

• A big smile that goes o  lo ger a d disappears slower : U real or fake smile 

• Crossed legs with highest foot i  the directio  of the speaker : Relaxed a d 

self-co fide t a d they are liste i g very carefully. 
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• Rapidly  oddi g your head : Shows impatie t a d eager to add somethi g to 

the co versatio . 

• Slowly  oddi g : Shows i terest a d those they are validati g the comme ts of 

the i terviewer, a d this subtly e courages him to co ti ue. 

• Biti g the Lips : The perso  commu icates embarrassme t whe  he bites his 

lips. He also commu icates a lack of self-co fide ce. 

• Ope  Ha ds : This expresses a trust i  other. It also i vites to shari g of the 

other perso 's view.. 

• Claspi g the ha ds : I dicates defe se. 

• Firm Ha dshake : The stro g, firm ha dshake usually shows the high 

co fide ce a d self believe ess. 

• Weak ha d shake : People who give these types of ha dshakes are  ervous, 

shy, i secure or afraid of i teractio  with other people. 

• Cleari g throat : Nervous ess. 

• Biti g fi ger ails : Nervous ess. 

• Wri g your ha ds : Nervous ess. 

• Paced the floor : Nervous ess. 

Dressi g 

"Dress' Speak" a lot about a person. For example when you enter  nto a room for the 

f rst t me,  t takes few seconds for people to observe you. Your clothes and body 

language always speak f rst. So  t  s  mportant to dress up carefully to match the 

occas on. Some of the percept ons people can judge from your appearance are: 

• Your profess onal sm 

• Your leadersh p qual ty 

• Your apt tude 

• Your trustworth ness 

Be ng well dressed  n a corporate sector can  nfluence your percept ons and 

promot ons. You should ask the follow ng quest ons before select ng a dress for the 

occas on: 

• What would be appropr ate for aud ence? 

• What would be appropr ate for th s event? 

• What role I am go ng to play? 

• For my company? 

• For my department? 

• For myself? 

16 



   

 

  

 

       

 

                

                 

         

 

 

 

 

 

 

                 

          

 

 

 

 

 

 

     

 

             

            

 

   

 

    

  

Exercise 

Choose the correct verb from the bracket: 

1. Your boss, Mr. Ramesh enters the room when you are meet ng w th an  mportant 

cl ent, Mr. D nesh. You r se and say "S r, I'd l ke you to meet Mr. D nesh. Our cl ent 

from Delh ." Is th s  ntroduct on correct? Just fy your answer. 

Ans:................................................................................................ 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

2. At a soc al funct on, you meet the CEO of an  mportant company. After a br ef 

chat, you g ve h m your bus ness card. Is th s correct? 

Ans:................................................................................................ 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

...................................................................................................... 

3. Test ng verbal commun cat on sk lls 

Pa r up w th your fr end and test your verbal commun cat on sk lls us ng the 

follow ng checkl st. You can take turns and test your fr end’s commun cat on sk lls. 

Your Name: _________________________________ 

Name of Your Frie d:____________________________ 

17 



  

 

     

 

 

   

 

 

 

 

 

 

  

 

  

 

       

      

  

    

      

  

    

      

  

    

       

          

          

        

       

      

    

    

           

      

 

    

         

        

          

      

      

    

 

  

S. 

No. 

Verbal Commu icatio  Could 

speak 

clearly 

(yes/ o) 

Good 

acce t 

(yes/ o) 

Too fast 

(yes/ o) 

Too soft 

(yes/ o) 

(a) Ope i g Greeti g 

1. Good morn ng S r/Madam. May I 

help you? 

2. Good afternoon S r/Madam. May I 

help you? 

3. Good even ng S r/Madam. May I 

help you? 

(b) Closi g Greeti g 

1. Have a good day S r/Madam. 

2. Have a good even ng S r/Madam. 

3. Good n ght S r/Madam. 

(c) Seeki g permissio  

1. May I come  n S r/Madam 

or Excuse me S r/Madam 

2. May I fr sk you S r/Madam? 

3. May I check your baggage 

S r/Madam? 

(d) Requesti g time for respo se 

1. Please wa t S r/Madam 

2. Please have a seat S r/Madam 

3. G ve me a moment S r/Madam 

or A moment please S r/Madam 

18 



   

 

     

 

            

           

             

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

 

     

 

 

 

 

 

        

 

 

 

 

 

         

 

 

 

 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

4. Ass gnment on Non-verbal Commun cat on 

Observe people and the r body language at a publ c meet ng/place (could be 

panchayat, conference, platform of a ra lway stat on, shopp ng mall, etc.) and 

wr te  n your notebook on what  s your  nterpretat on about the gestures or 

postures of the people. 

Assessme t 

A. Shorts Questio s 

1. What  s verbal commun cat on? 

2. What do you mean by non-verbal commun cat on? 

3. State the  mportance of verbal commun cat on? 
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_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

4. Expla n the rules appl ed for verbal commun cat on? 

5. State the  mportance of non-verbal commun cat on? 

6. Expla n the commun cat ve pract ces  n non-verbal commun cat on? 

B. Fill i  the bla ks with Correct Verb 

1. Verbal commun cat on uses _________ as the med um of commun cat on. 

(words) 

2. Commun cat on that uses ________ parts of the body  s known as ___________ 

commun cat on. (phys cal non-verbal) 

3. The most  mportant th ng  n commun cat on  s to _____________. (l sten) 

4. In bus ness commun cat on, use of _____________  s  mportant and effect ve. 

(body language) 

5. When verbal commun cat on  s amb guous ____________ help to understand. 

(non-verbal) 

C. True or False 

1. Oral commun cat on  s a form of non-verbal commun cat on – 

2. Wr tten commun cat on  s a form of verbal commun cat on – 

3. Body language  s a form of non-verbal commun cat on – 

4. Gesture  s a form of verbal commun cat on – 

5. People w th hear ng  mpa rments use Bra lle system to 

6. commun cate – 

7. Po nt ng f ngers wh le talk ng  s a good gesture of commun cat on-
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8. Ma nta n ng eye contact wh le talk ng or g v ng speech  s a means of effect ve 

commun cat on. 

D. Multiple Choice Questio s 

(T ck the correct answer) 

1. You are talk ng w th a group of four people. Do you make eye contact w th: Just 

the person to whom you are speak ng at the moment? 

a. Each of the four, mov ng your eye contact from one to another? 

b. No one part cular person (not look ng d rectly  nto anyone's eyes)? 

c. All the above 

d. Non of the above 

2. When you greet a v s tor  n your off ce, do you: (T ck the correct answer) 

a. Say noth ng and let her s t where she w shes? 

b. Tell her where to s t? 

c. Say "Just s ts anywhere". 

d. Non of the above 

3. You are scheduled to meet a bus ness assoc ate for work ng lunch and you arr ve a 

few m nutes early to f nd a su table table. 30 m nutes later your assoc ate st ll 

hasn't arr ved. Do you: (T ck the correct answer) 

a. Order your lunch and eat? 

b. Cont nue wa t ng and fum ng that you’re assoc ate  sn't there? 

c. Tell the head wa ter you're not stay ng and g ve h m your card w th 

 nstruct ons to present  t to your assoc ate to prove you were there? 

d. After 15 m nutes call your assoc ate? 

Checklist for Assessme t Activity 

Use the follow ng checkl st to see  f you’ve met all the requ rements for Assessment 

Act v ty. 

Part - A 

• D fferent ated between the verbal and non-verbal commun cat on. 

• Descr bed the  mportant rule  n verbal commun cat on. 

• Expla n the commun cat ve pract ces  n non-verbal commun cat on? 
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Part – B 

D scussed  n class the follow ng: 

• How to pract ce verbal commun cat on effect vely? 

• How to apply var ous rules for verbal commun cat on? 

• What are the d fferent pract ces ava lable for non-verbal commun cat on? 

Part - C 

Performa ce Sta dards 

The Performance standards may  nclude, but not l m ted to: 

Performa ce criteria Yes No 

Able to follow the rules for verbal commun cat on 

Able to d fferent ate between the pract ces of verbal and 

non-verbal commun cat on 

Able to perform non-verbal commun cat on 
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Sessio  2: Forms of Commu icatio  

Releva t K owledge 

Types of Commu icatio  

There are many forms of commun cat on. These are as under: 

• Downward Commun cat on 

• Upward Commun cat on 

• Hor zontal Commun cat on 

• Vert cal Commun cat on 

• Lateral Commun cat on 

• Formal Commun cat on 

• Informal Commun cat on 

or Grapev ne 

• P ctor al Commun cat on 

• Symbol c Commun cat on 

Dow ward Commu icatio  

Informat on flow ng from the top of the organ zat onal management h erarchy and 

tell ng people  n the organ zat on what  s  mportant (m ss on) and what  s valued 

(pol c es). Downward commun cat on generally prov des enabl ng  nformat on – wh ch 

allows a subord nate to do someth ng. 

e.g.: Instruct ons on how to do a task. 

Downward commun cat on comes after upward commun cat ons have been 

successfully establ shed. Th s type of commun cat on  s needed  n an organ zat on to: 

• Transm t v tal  nformat on 

• G ve  nstruct ons 

• Encourage 2-way d scuss on 

• Announce dec s ons 

• Seek cooperat on 

• Prov de mot vat on 

• Boost morale 

• Increase eff c ency 

• Obta n feedback 
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fP Branch 7\ � Manager � 
arketing /~-Fi_n ..... an'-ce-~ \ Operatic 

Manager l Manager l Manager 

B ~o ( "-1 Ca~ier "-1 le, 
'Downward" Communication in a Bank. 

Importa ce of Dow ward Commu icatio  

• Orders and  nstruct ons about jobs 

• D rect ons about understand ng of jobs and  ts relat onsh ps w th other jobs 

• Organ zat onal pol c es and  ts procedures 

• Feedback of subord nates' performance 

• Repr mands, Cr t c sms etc. 

Upward Commu icatio  

Upward commun cat on  s the flow of  nformat on from subord nates to super ors, or 

from employees to management. W thout upward commun cat on, management works 

 n a vacuum, not know ng  f messages have been rece ved properly, or  f other 

problems ex st  n the organ zat on. 

By def n t on, commun cat on  s a two-way affa r. Yet for effect ve two-

way organ zat onal commun cat on to occur,  t must beg n from the bottom. Upward 

Commun cat on  s a mean for staff to: 

• Exchange  nformat on 

• Offer  deas 

• Express enthus asm 

• Ach eve job sat sfact on 

• Prov de feedback 
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~ Branch Q U v Manager " U 
arketing / ~-F-in~Y=n-CE-~ \ Operatio 

Manager r Manager r Manager 

B Yo ( ~ cat ~ Off~er 

"Upward" Communication in a Bank. 

Importa ce of Upward Commu icatio  

• Subord nates' work performance 

• Problems relat ng to work 

• Performance appra sal of the r subord nates (feedback of understand ng of 

orders,  nstruct ons etc.) 

• Clar f cat ons of orders etc., 

• Op n on, att tude, feel ngs etc., 

• Procedures, methods, pract ces followed wh le do ng the work (v  ) Cr t c sm 

• New  deas and suggest ons 

• Personal and fam ly problems 

Horizo tal Commu icatio  

Hor zontal commun cat on normally  nvolves coord nat ng  nformat on, and allows 

people w th the same or s m lar rank  n an organ zat on to cooperate or collaborate. 

Commun cat on among employees at the same level  s cruc al for the accompl shment 

of work. Hor zontal Commun cat on  s essent al for: 

• Solv ng problems 

• Accompl sh ng tasks 

• Improv ng teamwork 

• Bu ld ng goodw ll 

• Boost ng eff c ency 
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Marketing 
Manager 

8.D.O 

Branch 
Manager 

Finanoo 
Manager 

Cashier 

Operation 
Manager 

Officer 

"Horizontal" Communication in a Bank. 

It  s the formal/ nformal exchange of  deas between d fferent  nd v duals/ 

departments at the same level of h erarchy  n the organ zat on. 

Adva tages 

• Enabl ng hor zontal commun cat on  n an organ zat on encourages free 

 nformat on exchange. 

• H gher  nformat on flow between departments  s necessary so avo d the same 

problems be ng faced by d fferent departments. 

• Hor zontal commun cat on makes an atmosphere where employees are 

comfortable to talk to people  n d fferent departments and ga n from the r 

learn ng. 

• Hor zontal commun cat on  s a real check on the power of the top leaders. 

• It  s the flow of  nformat on between persons of the same h erarch cal level. 

Disadva tages 

Somet mes, hor zontal commun cat on leads to d sputes between 

 nd v duals/departments. In such cases h gher off c als have to step  n to resolve the 

matter. 

Vertical Commu icatio  

The def n t on of vert cal commun cat on  s the flow of  nformat on both downward 

and upward through the organ zat onal cha n of command. Some also refer to  t as 

formal commun cat on. Downward commun cat on k nd of speaks for  tself; top-level 

management produces dec s ons that are commun cated down to tell employees how 

to perform the r job. 
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Supplier A 

Supplier B 

Manufacturing 
plant 

Customer A 

Customer B 

Customer C 

Customer D _______________________ ___,. 

VERTICAL COMMUNICATION 

HORIZONTAL 
COMMUNICATION 

Commun cat on that moves s through a cha n of command typ cally   s vert cal  n nature. 

Rules and mandates come e down from the top leadersh p to mana agement and tr ckle 

down to the front-l ne supperv sors, eventually reach ng the workkers. When workers 

have an  ssue, they usuallly talk f rst to the r  mmed ate super erv sor. The cha n of 

command d ctates that supperv sors report the  ssue to the r mana agers, who then are 

respons ble to carry the  nfoformat on up to the execut ve off ces. 

Purpose 

The ma n purpose of opera at ng w th a vert cal commun cat on syst tem  s to control the 

flow of  nformat on and de ec s on-mak ng. Top-down commun cat o on usually cons sts of 

orders, mandates, pol cy d dec s ons, d rect ons and  nstruct ons. Th he pol c es and goals 

of the organ zat on typ cal lly come from the top and move down t through the cha n of 

command. Commun cat on n that flows upward typ cally  nvolves  n nformat on from the 

front l nes to the execut  ves about what's go ng on at the low wer levels. It m ght 

 nclude compla nts, sugge est ons, reports, requests for clar f catt on or news about 

trends. 

Disadva tages 

Informat on often  s f ltere ed as  t moves up and down the cha n of command, water ng 

down the message or channg ng the nature of the  nformat on. M Managers rece v ng a 

request d rected to upper management may dec de the request  sn n't val d and slow  ts 

mot on or stop  t altogethe er. Informat on meant for d str but on doown to all the lower 

levels may become stalled d. M ddle management may dec de the r workers don’t need 

the  nformat on and halt  ts progress. Informat on go ng  n e  ther d rect on may 

change or become d luted  f not passed up or down  n  ts or g nal fo form. 
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Cha  els 

Var ous channels used to send  nformat on up and down the cha n of command also 

affect the ways  t’s perce ved and acted upon. When passed on verbally,  nformat on 

 s ta nted by body language, spoken nuances and personal t es of the  nformant. The 

person rece v ng the  nformat on br ngs var ous f lters to every conversat on that can 

change the  ntent on of the  nformat on. Wr tten commun cat on, on the other hand, 

when passed on unchanged, may effect vely send a cons stent message through an 

organ zat onal structure. Although electron c commun cat on can be more eas ly 

man pulated, organ zat ons may ut l ze a w de range of appl cat ons to get and 

rece ve pert nent  nformat on. 

Lateral Commu icatio  

Lateral commun cat on refers to messages conversed between people on the same 

h erarch cal level. For example,  n terms of the workplace,  f two superv sors have a 

d scuss on or two board members ra se an  ssue th s  s known as lateral 

commun cat on. It  s also known as hor zontal commun cat on. 

The oppos te of th s  s d agonal commun cat on wh ch refers to messages conversed 

between all levels of h erarchy. For example,  f a manager has a d scuss on w th one 

of the r employees then th s would be known as d agonal commun cat on. There are a 

number of var ous forms of commun cat on  n relat on to bus ness env ronments. 

Internal commun cat on  s one part cular example as  t  s the ma n term used to 

descr be any form of commun cat on w th n a bus ness. In add t on, th s  s not 

spec f ed to speak ng face to face, th s can mean through ema l, telephone and so on. 

If a member of one company converses w th someone from another company,  t  s 

known as external commun cat on. So th s can refer to act v t es such as deal ng w th 

customers or contact ng a suppl er about a product etc. 
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Vice-Pre!iliid ent, 
Marketing 

Det)ITTment 
A 

Department 
B 

Vice-Pre!iliident, 
Accounting 

Department 
C 

Formal Commu icatio  

A type of verbal presentat on or document  ntended to share  nformat on and wh ch 

conforms to establ shed profess onal rules, standards and processes and avo ds us ng 

slang term nology. The ma n types of formal commun cat on w th n a bus ness are (1) 

downward where  nformat on moves from h gher management to subord nate 

employees, (2) upward where  nformat on moves from employees to management and 

(3) hor zontal where  nformat on  s shared between peers. 

I formal Commu icatio  

A casual form of  nformat on shar ng typ cally used  n personal conversat ons w th 

fr ends or fam ly members are called the  nformal commun cat on. W th n a bus ness 

env ronment,  nformal commun cat on  s somet mes called the grapev ne and m ght 

be observed occurr ng  n conversat ons, electron c ma ls, text messages and phone 

calls between soc al z ng employees. 
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Th s commun cat on  s based on  nformal relat ons (l ke fr endsh p, membersh p of the 

same club, the same place of b rth, etc.) and, therefore,  s free from all the 

organ zat onal formal t es. 

The exchange of  nformal messages usually takes place on the occas on of commun ty 

meals, soc al occas ons, part es, etc. On such occas ons, the super ors gather such 

 nformat on from the r subord nates as may be d ff cult to get through formal 

commun cat on. Such commun cat on  ncludes comments, suggest ons, etc. 

Under th s, commun cat on takes place through gest culat on, mov ng of head, sm l ng 

and by rema n ng qu et. For example, a super or wants to compla n aga nst h s 

subord nate to h s h gher off cer and at the same t me he  s afra d of g v ng  t  n 

wr t ng. Th s can be conveyed to the h gher off cer through  nformal commun cat on, 

say dur ng the course of a conversat on. 

Informal commun cat on  s also called grapev ne commun cat on because there  s no 

def n te channel of commun cat on. Under  t some  nformat on passes through many 
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 nd v duals and covers a long d stance mak ng  ts or g n obscure. Th s  s exactly l ke a 

grapev ne where  t  s d ff cult to f nd the beg nn ng and the end. 

Formal and  nformal commun cat on  s very stra ght forward  n the sense that formal 

conversat ons refer to the d scuss on of workplace  ssue whereas  nformal 

commun cat on  s  n relat on to d scuss ons about act v t es outs de of work. Informal 

conversat ons are only usually acceptable dur ng breaks and they shouldn't be used to 

spread rumours about colleagues. Moreover,  n bus nesses upward commun cat on  s 

the quest ons and quer es that colleagues a m at the r bosses whereas downward 

commun cat on  s the gu dance and orders expressed by the management team to 

the r colleagues. In add t on to that, there  s always the poss b l ty of small group 

commun cat on wh ch  s the term used to descr be d scuss ons held  n meet ngs w th a 

number of colleagues. 

Pictorial Commu icatio  

P ctor al commun cat on  ncludes commun cat ng w th s gns l ke traff c s gnals, the 21-

gun salute, horns, s rens, etc. For example, the s gn of ‘stop’ tells you to stop at the 

g ven po nt, the s gn of two ch ldren w th school bags  nd cate the school zone, the 

s gn of U-turn tells you to take a U turn, and the s gn of a person cross ng the road 

 nd cates the place where you can cross the road. 
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Short Message Service 

Internet 

Books 

Telephone 

Radio 

Chat 

Email 

Fax 

Sa tel.lite 

r , 

r 
I 

Symbolic Commu icatio  

Symbol c commun cat on uses symbols that s gn fy 

rel g on, school, status, aff l at on, commun cat on 

dev ces, etc. G ven below w are the symbols used for 

symbol z ng var ous commu un cat on dev ces. 

Exercise : Assig me e t 

V s t a store and wr te a r report about what k nd of commun cat   on  s used for what 

purpose  n the store betwe een employees and between customers. . (Note: use p ctures 

to make report effect ve). 

Assessme t 

A. Fill i  the bla ks 

1. Downward commun   cat on general prov des enabl ng  nform mat on  n the form of 

______________. ( n nstruct ons) 

2. ______________  s a casual form of  nformat on shar ngg typ cally used  n 

personal conversat o on. (Informal commun cat on) 

3. ________________ ccommun cat on  ncludes commun cat ng w th s gns. 
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4. Informal commun cat on  s also called __________________ commun cat on. 

(grapew ne) 

5. ____________________ refers to messages conversed between all levels of 

h erarchy. (d agonal commun cat on) 

B. Multiple Choice Questio s 

1. Upward commun cat on  s a means for staff to 

a. Exchange  nformat on 

b. Increase eff c ency 

c. Speak ng face to face 

d. None of these. 

2. Hor zontal commun cat on  s essent al for 

a. Accompl sh ng task 

b. Boost morale 

c. Control dec s on mak ng 

d. All the above. 

3. Lateral commun cat on refers to message conversed between people 

a. On the same level 

b. All levels 

c. Both the above 

d. None of the above. 

4. The ma n types of formal commun cat on w th n a bus ness 

a. Downward 

b. Lateral 

c. D agonal 

d. None of the above. 

5. Informal commun cat on  nvolves 

a. Sm l ng 

b. Gest culat on 

c. Both the above 

d. None of the above. 
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Checklist for Assessme t Activity 

Use the follow ng checkl st to see  f you’ve met all the requ rements for Assessment 

Act v ty. 

Part - A 

• Descr bed the var ous types of commun cat on. 

Part – B 

1. D scussed  n class the follow ng: 

• What  s p ctor al commun cat on? 

• What  s  nformal and formal commun cat on? 

• What  s lateral commun cat on? 

• What  s the  mportance of upward and downward commun cat on? 

Part – C 

Performa ce Sta dards 

The Performance standards may  nclude, but not l m ted to: 

Performa ce sta dards Yes No 

Able to d fferent ate between types of commun cat on 
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Sessio  3: Commu icatio  Media a d Equipme t 

Releva t K owledge 

Commu icatio  Media 

Commun cat on med a refers to the means of del ver ng and rece v ng data or 

 nformat on. In telecommun cat on, these means are transm ss on and storage tools or 

channels for data storage and transm ss on. The term  s also commonly used  n place 

of mass med a or news med a. 

D fferent med a are employed for transm tt ng data from one computer term nal to 

the central computer or to other computer systems  ns de some k nd of network. The 

most commonly used commun cat on med a  nclude cable, satell te, m crowaves and 

f bre opt cs. 

The commun cat on med a acts as a commun cat on 

channel for l nk ng var ous comput ng dev ces so that 

they may  nteract w th each other. Contemporary 

commun cat on med a fac l tate commun cat on and 

data exchange among a large number of  nd v duals 

across long d stances v a teleportat on, ema l, 

teleconferenc ng, Internet forums, etc. Trad t onal 

mass med a channels such as TV, rad o and 

magaz nes, on the other hand, promote one-to-many 

commun cat on. There are two forms of 

commun cat on med a: 

• Analog: Includes the convent onal rad o, telephon c and telev s on broadcasts. 

• D g tal: Computer med ated commun cat on, computer network ng and 

telegraphy. 

The most commonly used data commun cat on med a  nclude: 

• W re pa rs 

• Coax al cable 

• M crowave transm ss on 

• Commun cat on satell te 

• F ber opt cs 
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Commu icatio  Equipme ts 

A commun cat on tool helps a person to commun cate w th other people. Informat on 

and Commun cat on Technology (ICT)  s a general term used for a un f ed system of 

telecommun cat ons  nclud ng telephone l nes, w reless, computers, aud o-v sual 

systems, etc. wh ch enable the users to create, access, store, transm t, and 

man pulate  nformat on. 

Elect onic Devices 

A range of electron c dev ces ex st to help people overcome the constra nt  n 

commun cat on due to d stance. These  nclude electron c dev ces such as telephone, 

mob le, w reless sets, etc., wh ch are used to send and rece ve messages. 

Technolog cal a ds, such as hear ng a ds and v deophones are des gned to help people 

w th d fferent ab l t es. Soc al webs tes on Internet and Ema l are examples of 

technolog cal a ds that promote commun cat on and soc al  nteract on between 

people. 

Telephone 

The telephone  s a telecommun cat on 

dev ce that transm ts and rece ves sounds. 

Its bas c funct on  s to allow 

commun cat on between two people 

separated by a d stance. All modern 

telephones have a m crophone to speak 

 nto, an earphone wh ch reproduces the 

vo ce of the other person, a r nger wh ch 

makes a sound to alert the owner when a 

call  s com ng  n, and a keypad to enter 
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the telephone number. The m crophone converts the sound waves to electr cal s gnals 

and then these are sent through the telephone network to the other phone and there 

 t  s converted back  nto sound waves by an earphone or speaker. 

Mobile phone 

The mob le phone (also known as a cell phone)  s a dev ce that can make and rece ve 

telephone calls over a rad o l nk wh lst mov ng around a w de geograph c area. It does 

so by connect ng to a cellular network prov ded by a mob le phone operator, allow ng 

access to the publ c telephone network. Mob le phones also support a w de var ety of 

other serv ces wh ch  nclude text messag ng, popularly known as Short Message 

Serv ce (SMS), ema l, Internet access, short-range w reless commun cat ons ( nfrared, 

blue tooth), bus ness appl cat ons, gam ng and photography. 

Telephone etiquette 

Et quette  s def ned as manners that are acceptable, pleas ng and courteous. The 

d fferent elements of et quette are to do w th appearance, cho ce of words and body 

language. The follow ng et quette should be followed wh le talk ng on telephone: 

• P ck up or answer the telephone before the th rd r ng. 

• Some words that you should use  n your conversat ons on telephone are: Hello! 

Good Morn ng/Good Afternoon/Good Even ng. 
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t; 

• Speak clearly and  dent fy yourself. 

• If the caller does not  ntroduce h mself/herself, say, “May I know who  s 

speak ng?” 

• In case the caller does not tell to whom he/she wants to talk to, then you may ask 

quest ons l ke “May I know to whom you want to talk to?” 

• In case you have to take a message then you may say “I'm sorry, he's busy at the 

moment. May I take a message?” or May I take your name and number and have 

h m/her call you back? (Be sure to wr te down the name, phone number, t me the 

caller had called and the message). 

• Ask the caller to wa t wh le you acqu re the  nformat on requ red. 

• Don’t make the caller wa t for more than 02 m nutes. It  s better to return a call 

than to keep someone on hold too long. Do not forget to return the call. 

• At the end of the wa t ng per od, please express your grat tude for caller’s 

pat ence. 

• Keep your conversat on to the po nt. 

• End the conversat on w th grat tude. 

• Always use a pleasant and fr endly tone. 

• Before plac ng a caller on hold, ask h s/her perm ss on f rst. For example, “could 

you please hold the l ne, wh le I call the person”. 

• Do not  nterrupt the person wh le he/she  s talk ng to you. 

• Do not answer the phone  f you are eat ng. You should ment on that you are hav ng 

your meal and you w ll call back after you have f n shed. 

• When hang ng up the phone, make sure the caller hangs up f rst. 

• Avo d leav ng long messages. 

Electro ic Media 

Electro ic Private Automatic Bra ch Excha ge (EPABX) 

system: It  s an  nstrument used to place telephon c calls to 

var ous people  n the prem ses to check on the ava lab l ty of 

the res dents/off c als and check the authent c ty of the 

v s tor’s cla ms. 

Walkie talkie: A walk e-talk e (known as a handheld 

transce ver)  s a hand-held, portable two-way rad o transce ver. Typ cal walk e-talk es 

resemble a telephone handset, w th an antenna st ck ng out of the top. Walk e-talk es 

are w dely used  n any sett ng where portable rad o commun cat ons are necessary, 

 nclud ng bus ness, publ c safety, secur ty and m l tary. 
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Fax machi e: Fax (short for facs m le)  s the 

telephon c transm ss on of scanned pr nted mater al 

(both text and  mages) from a fax mach ne through a 

telephone l ne connected to another fax mach ne. 

The or g nal document  s scanned w th a fax 

mach ne, wh ch processes the contents (text or 

 mages) as a s ngle f xed graph c  mage, convert ng  t 

 nto a b tmap  mage. The  nformat on  s then 

transm tted as electr cal s gnals through the 

telephone system. The rece v ng fax mach ne 

reconverts the coded  mage pr nt ng a paper copy. 

GPS nav gat on dev ce: It  s any dev ce that rece ves Global Pos t on ng 

System (GPS) s gnals for the purpose of determ n ng the dev ce's current locat on on 

Earth. GPS dev ces are used  n m l tary, av at on, mar ne and consumer product 

appl cat ons. 

Computers: Computers has now become an 

 mportant and rap dly expand ng med um of 

commun cat on, as  t offers the poss b l ty of 

rap d commun cat on, and e-commerce 

through e-ma l, e-forums, searchable 

databases, commerc al webs tes, 

educat onal webs tes, etc. 
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___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

___________________________________________________________________ 

Exercises 

V s t to a nearby reta l stores and observe how telephone and fax mach ne work and 

wr te the procedure (not more than 50 words each) 

(Use add t onal sheets of paper  f necessary) 

1. Wr te short note (50 words) on the follow ng top cs: 

( ) Telephone 

(  ) Fax Mach ne 

Assessme t 

A. Fill i  the bla ks 

1. A telephone  s an ____________________ dev ce 

2. A telephone has a ____________________ to speak  nto and an earphone wh ch 

reproduces the vo ce. 

3. _________  s the equ pment that  s used to contact off c als  n the prem ses 

from the gate to check on the r ava lab l ty. 

B. Write the full form of the followi g abbreviatio s: 

1. SMS: 

2. EPBAX: 

3. Ema l: 

4. GPS: 
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____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

C. Short A swer Questio s (use separate sheet  f needed) 

1. Name f ve equ pments used for commun cat on. 

2. Wr te down one advantage and one d sadvantage of us ng commun cat on 

equ pments (for each equ pment). 

3. What  s the d fference between  nformal and formal commun cat on? 

Checklist for Assessme t Activity 

Use the follow ng checkl st to see  f you’ve met all the requ rements for Assessment 

Act v ty. 

Part - A 

• Descr be the var ous commun cat on equ pment. 

Part – B 

• D scussed  n class the follow ng: 

(a) D fference between  nformal and formal commun cat on 

(b) Importance of var ous logbooks and reports  n secur ty  ndustry 
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Part - C 

Performa ce Sta dards 

The Performance standards may  nclude, but not l m ted to: 

Performa ce sta dards Yes No 

Able to descr be the purpose and demonstrate the use of 

commun cat on equ pment 

Able to demonstrate commun cat on et quette 

Able to d fferent ate between d fferent use and requ rement of 

d fferent commun cat on equ pments. 
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Sessio  4: Barriers i  Commu icatio  

Releva t K owledge 

Barriers 

No matter how good the commun cat on system  n an 

organ zat on  s, unfortunately barr ers can often occur. Th s 

may be caused by a number of factors, wh ch can usually be 

summar zed as be ng due to phys cal organ zat onal att tud nal, 

emot onal barr ers and phys olog cal barr ers. 

A. Physical Barriers 

These are often due to the nature of env ronment. Thus, the 

natural barr ers, wh ch ex st, are located  n d fferent bu ld ngs 

or on d fferent s tes, others are: 

• Poor outdated equ pment 

• Fa lure of management 

• Lack of new technology 

• Staff shortages 

• D stract ons l ke background no se, poor 

l ght ng 

• Host le env ronment (too hot or too cold) 

All the above-ment oned barr ers affect 

people's morale and concentrat on, wh ch  n turn 

 nterfere w th effect ve commun cat on. 

B. Orga izatio al Barriers 

• It refers to the faulty system des gn. These  nclude; 

• Complex ty  n organ sat onal structure 

• Ineffect ve organ zat onal superv s on or tra n ng 

• Unclear organ zat onal rules, pol c es and regulat ons 

• Lack of clar ty  n roles and respons b l t es wh ch can head to staff be ng 

uncerta n about what  s expected of them 

• Status relat onsh ps 
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C. Attitudi al Barriers 

(i) Attitude of superiors 

• Lack of consultat on w th employees (Ignor ng commun cat on) 

• Personal ty confl cts, wh ch can result  n, people delay ng or refus ng to 

commun cate 

• Lack of t me 

• Lack of awareness 

• Res stance to change due to  nterchanged att tudes and  deas 

• Lack of trust  n subord nates 

• Fear of challenge to author ty 

(ii) Attitude of Sub-ordi ates 

• Unw ll ngness to commun cate 

• Lack of proper  ncent ve 

(iii) Emotio al Barriers 

Psycholog cal factors such as people's state of m nd are  mportant tools for proper 

commun cat on. We all tend to feel happ er and be more recept ve to  nformat on 

when the sun sh nes equally. If someone has personal problems l ke worr es about 

health or marr age, then th s w ll probably affect the r commun cat on sk lls and work 

power gradually. Some emot onal barr ers are: 

• Premature evaluat on 

• Inattent on 

• Loss by transm ss on and poor retent on 

• Undue rel ance on the wr tten words 

• D strust of commun cator 

• Fa lure to commun cate 

• Semant c Barr ers 

- D fferent language 

- D fferent context for words and symbols 

- Poor vocabulary 

(iv) Physiological Barriers 

Phys olog cal barr ers may result from  nd v dual's d scomfort caused by  ll health, 

poor eyes ght or d ff cult es. We have stud ed several barr ers that affect the flow of 

commun cat on  n an organ zat on. These barr ers  nterrupt the flow of 
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commun cat on from the sender to the rece ver, thus mak ng commun cat on 

 neffect ve. It  s essent al for managers to overcome these barr ers. 

Methods of Overcomi g the Barriers 

1. It  s  mperat ve that organ zat onal pol cy must be clear and expl c t and 

encourage the commun cat on flow so that people at all levels real ze the full 

s gn f cance of commun cat on. Th s organ zat onal pol cy should express  n clear 

unamb guous term that organ zat on favors the promot on of commun cat on  n the 

organ zat on. 

2. Th s pol cy should also spec fy the subject matter to .be commun cated wh ch  s 

determ ned by the needs of the organ zat on. 

3. The system of commun cat on through proper channel serves the purpose 

adequately so far as rout ne types of  nformat on warrants, th s has to be 

overlooked and persons concerned need to be told expl c tly. 

4. A successful commun cat on system w ll only be ach eved  f top management 

shares the respons b l ty of good commun cat on and check from t me to t me that 

there are no bottlenecks. 

5. Organ zat on should have these adequate fac l t es for promot ng commun cat on. 

Th s need be ng carefully looked  nto and the respons b l ty of super or managers 

 n encourag ng the use of these fac l t es through the adopt on of support ve 

att tude and behav or needs to be emphas zed. 

6. Commun cat on be ng an  nter-personal process, the development of  nter-personal 

relat onsh ps based on mutual respect, trust and conf dence  s essent al for  ts 

promot on. 

7. There should be cont nuous programme of evaluat ng the flow of commun cat on  n 

d fferent d rect ons. 

Esse tials of Good Commu icatio  

• F nd out the real purpose of your commun cat on. 

• See that your  deas ate clear before commun cat on. 

• Where appropr ate, consult others  n plann ng commun cat on. 

• Be s ncere and honest  n your commun cat on 

• Commun cat on  s a s mple, clear and effect ve way. 

• Know the bas c content of your message and cons der any poss ble overtones. 

• Study all the cond t ons, phys cal and human wherever/whenever/whatever 

you commun cate. 

• Whenever poss ble, convey someth ng of help or value to the rece ver. 
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_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

"People who learn effect ve commun cat on sk lls w ll  mprove the r work and personal 

relat onsh p". It  s  mportant to learn effect ve commun cat on sk lls to be successful 

at work and to deal w th confl ct. Both verbal and non-verbal commun cat on sk lls 

are cr t cal to effect ve commun cat on. Effect ve and powerful commun cat on sk lls 

g ve self-conf dence. It  s the alchemy that can at t mes transform very ord nary 

speech  nto a success. But a self-conf dent speaker hav ng other attr butes as well 

rema ns a w nner throughout. 

Eleme ts of Effective Commu icatio  

Adequacy 

• In terms of coverage ( .e. type of messages flow ng  n var ous d rect on) 

• In terms of quant ty of var ous types of messages. 

Timi g 

• Perfectly t med words and sentences are very  mportant. 

I tegrity 

• Organ zat on of content/matter  n such a manner that one  dea heads to 

another, f nally evolv ng  nto a log cal and sat sfactory conclus on. 

Clarity 

• S mple and common words should be used 

• Short and S mple sentences 

• Proper punctuat on 

• Log cal sequence. 

Exercise: Assig me t 

1. Ident fy the ma n barr ers that you have encountered dur ng the commun cat on 

w th your teacher. 

2. Wr te the solut on to overcome the barr ers that you faced dur ng the 

commun cat on w th your teacher. 
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_______________________________________________________________________ 

_______________________________________________________________________ 

_______________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

3. L st all the barr ers that you have faced wh le commun cat ng w th your fr ends  n 

a b rthday party. 

4. What w ll you do to remove the barr ers of commun cat on  n the follow ng 

s tuat ons: 

S.No. Situatio  Actio  that you will take to remove the 

barrier 

1. Poor l ght ng arrangement  n 

the classroom 

2. A fr end w th hear ng 

 mpa rment has come to talk 

to you 

Assessme t 

A. Fill i  the bla ks 

1. _______________ of management  s the form of _______________ barr er. 

(fa lure, phys cal) 

2. Status relat onsh ps comes under ____________. (organ zat onal barr ers) 

3. System of commun cat on through _____________ serves the purpose 

adequately. (proper channel) 

4. People who learn effect ve _____________ w ll  mprove the r work and 

personal relat onsh p. (commun cat on sk lls) 

5. Successful commun cat on system w ll only be ach eved  f _______ shares the 

respons b l ty. (top management) 

B. A swer the followi g questio s 

1. What are commun cat on barr ers? 
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____________________________________________________________________ 

____________________________________________________________________ 

____________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

_________________________________________________________________ 

2. State any two phys cal barr ers  n commun cat on. 

3. Wr te short note (25 words) on how the follow ng barr ers affect effect ve 

commun cat on: 

a) Poor commun cat on equ pment. 

b) Cultural barr ers 

Checklist for Assessme t Activity 

Use the follow ng checkl st to see  f you’ve met all the requ rements for Assessment 

Act v ty. 

Part - A 

• Descr bed the var ous types of barr ers. 

Part - B 

1. D scussed  n class the follow ng: 

• How commun cat on cycle  s affected by the barr ers? 

• How one can overcome the var ous types of barr ers  n commun cat on? 

Part - C 

Performa ce Sta dards 

The Performance standards may  nclude, but not l m ted to: 

Performa ce sta dards Yes No 

Able to d fferent ate between 

barr ers  n commun cat on 

the var ous types of 
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