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PREFACE

Communication skills is a requirement for everyone. You need it in your personal life,
school/college life, and professional life. No matter what profession you are in, communication
skills give an extra edge. Communication skills can be improved by understanding the basic
theoretical concepts, implementing them, and practicing them.

To be accepted in today’s competitive world, you need to be able to write well and speak
well. You have to speak and write correct English, with clarity in expression. Unfortunately,
communication is a practical subject. It is important to understand the concepts and theory. More
importantly, able to practice it well.

In the last couple of years, there has been a sudden increase in the need for technical
communicators (technical writers) in India. Many multinational companies having their
development centers in India are setting up their documentation teams here. Though many
organizations are ready to hire freshers and provide them with in-house training, it is often
difficult to find someone who fits in to the profile well. This is due to lack of combination of the
technical background and writing skills.

Contents of this Book
The contents of the book are as follows:

Chapter 1: Introduction to Communication
This chapter discusses the following topics:
● Communication: Information regarding the importance, the principles, the types and

advantages of communication. It describes briefly the barriers to effective communication
and also provides pointers to overcome those barriers.

● Interpersonal skills: Introduces interpersonal skills and tells you how to improve your
interpersonal skills.

● Technical communication: Introduces one to technical communication and briefly
explains the skills required for technical communication.

Chapter 2: Phonetics
This chapter contains the following topics:
● Phonetics: Information regarding types of phonetics and International Phonetic

Alphabet (IPA).
● Sounds: It is about speech sounds, vowels, and consonants.
● Pronunciation: Sounds mispronounced, silent letters, pronunciation of the word the,

and words ending with –age and –able.
Chapter 3: Developing Phonetics and Vocabulary

This chapter contains the following topics:
● Accent: Types and causes of word accent, rules for word accent, stress patterns, stress

shift, importance of word stress, and word stress rules.
● Question Tag: Question tag for assertive statements and negative statements.



● One word substitute
● Interrelationships of Words: Synonyms, antonyms, homophones, homonyms, homograph,

heterography, polyseme, and capitonym.
Chapter 4: Speaking Skills

This chapter contains the following topics:
● Syllable: Importance of syllables, ways to count them, and division rules. It also

contains information regarding spoken and written syllables, and types of syllables.
● Words: Word formation, types of word formations, word structure, strong and weak

forms of words, word pairs, and words often misspelt.
● Prefix and suffix: Categories of suffix.
● Spelling Rules: Learn the various spelling rules.

Chapter 5: Public Speaking
This chapter contains the following topics:
● Public Speaking: Public speaking process, types of public speech, Lasswell’s

communication model, importance of public speaking, mastering public speaking
● Extempore Speaking: Guidelines and some topics for practice
● Difference between extempore and public speaking
● English in India
● Techniques for Neutralization of MTI (Mother Tongue Influence)
● Listening Comprehension
● Information Transfer
● Oral Presentation: Preparing a presentation and structuring the oral presentation

Chapter 6: Grammar
This chapter contains the following topics:
● Nouns: Types and examples of nouns
● Pronouns
● Adjectives
● Verbs
● Prepositions
● Articles
● Conjunctions
● Articles
Though we have tried to ensure that the information presented here will enable students to
achieve higher levels of learning, we would be extremely happy to receive any constructive
comments and suggestions for improvement (from both, the students and teachers/lecturers).

Authors
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1.1 What is Communication?
According to Merriam Webster, communication is a process by which there is a meaningful exchange
of information through exchange of thoughts, messages, speech, visuals, signals, or writing, between
two or more living beings. This exchange can be through a common system of speech, symbols, signs,
or behaviour!
We cannot dispute the fact that we need to communicate. We need to communicate efficiently and
effectively to function as civilized human beings.

“Communication is a process of sharing information with another person in such a way that he or she
understands what you are saying.” – Dr. H. Norman Writing

Communication is a tool with which we exercise our influence on others, bring out changes in our and
others’ attitudes, motivate the people around us and establish and maintain relationships with them.
Communication makes a major part of our active life and is a social activity. This social activity is
pursued verbally through speech, reading and writing or non-verbally through body language.
The main components of communication process are as follows:

Encoding Decoding

Source Message Channel Receive Effect

Feedback

1. Context: Every message, irrespective of the type, begins with a context. Communication is
affected by the context in which it takes place. This context may be physical, social,
chronological or cultural. Every communication proceeds with context. The sender chooses the
message to communicate within a context. Context is a very broad field that consists
different aspects.
One aspect is country, culture and organization. Every organization, culture and country
communicates information in their own way.

2. External stimulus: The sources of external stimulus includes; meeting, letter, memo,
telephone call, fax, note, email and even a casual conversation. This external stimuli
motivates you to respond and this response may be oral or written.

3. Internal stimuli: It includes your opinion, attitude, likes, dislikes, emotions, experience,
education and confidence. All these have multifaceted influence on the way you
communicate your ideas.
As a sender you can communicate the ideas effectively by considering all aspects of context
mentioned above.
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4. Sender: Sender (or encoder) is a person who sends the message. A sender makes use of a
combination of symbols, words, graphs and pictures understandable by the receiver, to best
convey the message in order to achieve the desired response. The views, background,
approach, skills, competencies, and knowledge of the sender have a great impact on
the message. The verbal and non verbal symbols chosen are essential in ascertaining
interpretation of the message by the recipient in the same terms as intended by the
sender.

5. Message: Message is the information that is exchanged between the sender and the receiver.
The first task is to decide the following:
 What you want to communicate
 What would be the content of your message
 What are the main points of your message
 What other information to include.
The central idea of the message must be clear. While writing the message, the sender should
keep in mind all the aspects of context and the receiver. The sender must ensure that the
main objective of the message is clear. Messages can be intentional and unintentional, by the
sender.

6. Medium: It is the channel through which the message is exchanged and/or transmitted
between the sender and the receiver. The choice of appropriate medium of communication is
essential for making the message effective and correctly interpreted by the recipient. Hence,
the sender must choose an appropriate medium for transmitting the message. Else, the
message might not be conveyed to the recipients.
The choice of communication medium varies depending upon the features of
communication:
 It depends on the nature and type of your message.
 It is also influenced by the relationship between the sender and the receiver.
The oral medium, is effective when your message is urgent, personal or when immediate
feedback is desired. Written medium is preferred, when your message is technical and needs
to be documented.

7. Recipient: Recipient (or decoder) is a person to whom the message is sent. The degree to
which the decoder understands the message is dependent upon various factors such as:
 The reliance of encoder on decoder
 Knowledge of recipient
 Responsiveness of recipient to the message

8. Feedback: Feedback is the main component of the communication process as it permits the
sender to analyze the efficacy of the message. It helps the sender in confirming the correct
interpretation of message by the decoder. Feedback completes the loop of communication.
Feedback may be verbal (through words) or non-verbal (in form of smiles, sighs, etc.). It
may also be take in written form---memos, reports, feedback forms, etc.
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1.2 Why is Communication Important?
Communication is important in all walks of life because we live and work with people.
Communicating the intended message clearly and effectively is an important skill. Improving your
communication skills is an art that comes with regular practice. As we all know, practice makes a man
perfect. No matter how intelligent you are, good and positive communication is the only skill that will
help you to succeed in life. It is also the key factor in deciding the chances of success in
relationships—professionally and personally. So, ensure to make wise and polite use of your words
when talking to people.

In the information age, we send, receive, and process huge numbers of messages every day. It could be
via different medium—face-to-face, email, phone, text message, WhattsApp, Facebook, twitter, etc.
Effective communication is about more than just exchanging information. It is also about
understanding the emotion behind the information, the reason for transmitting the information,
ensuring that the receiver will not be confused and will receive the correct information.

Effective communication can improve personal and professional relationships by:
(a) Increasing your capacity to recognize and understand your own emotions and those of the

person you are communicating with.
(b) Combining a set of skills including nonverbal communication, attentive listening, and the

ability to manage stress at the moment of communication.
(c) Enabling you to communicate even negative or difficult messages without creating conflict

or destroying trust.
(d) Deepening your connections with the person or people you are communicating with.
(e) Improving interaction, decision-making, and problem solving.

Effective communication is really both an art and a science. You as, a sender need to focus on two
things while communicating:

 Ensure that the intended meaning is totally retained and nothing is lost, so that the
communicated message is received clearly and precisely by the receiver.

 Be sensitive in the way you phrase and package the message. This is to ensure that the
relationships are kept affable.

1.3 Principles of Communication
Lack of effective communication creates misunderstanding and commotion. So, it is important to
follow certain principles to ensure effective communication. They are as follows:

(a) Clarity: It means the communicator should use such a language which is easy to understand.
The message must be understood by the receiver. The words used should be simple and
unambiguous. The language should not create any confusion or misunderstanding. Language
is the medium of communication; hence it should be clear and understandable.

(b) Adequacy and Consistency: The communicator must carefully take into account that the
information to be communicated should be complete and adequate in all respect. Inadequate
and incomplete message creates confusion and delays the action to be taken. The adequate
information must be consistent with the organizational objectives, plans, policies and
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procedures. The message which is inconsistent may play havoc and distort the corporate
interests.

(c) Integration: It states that the efforts taken by the educational institutions, or organisation
should be integrated towards achievement of the objectives through communication. The
very aim of communication is to achieve the set target. The communication should aim at
coordinating the activities of the people to attain the common goals.

(d) Economy: In a corporate set up, unnecessary use of communication system can add to the
cost. You must use the system of communication efficiently, in a timely manner and when it
is necessary.

(e) Feedback: The purpose of communication will be defeated if feedback is not taken from the
receiver. The confirmation of the receipt of the message in its right perspective from its
receiver fulfills the object of communication. The feedback is essential only in case of
written communication and messages sent through messengers. In case of oral type of
communication, we receive the feedback immediately.

(f) Need for Communication Network: The route through which the communication passes
from sender or communicator to its receiver or communicate refers to communication
network. For effective communication this network is essential. The managerial
effectiveness will also depend upon the availability of adequate network.

(g) Attention: The message communicated must draw the attention of the receiver and ensure
action from that person in the right perspective. For example, an efficient, sincere and
prompt manager will succeed in drawing the attention of his subordinates to what he is
conveying.

It is the psychology of the human nature that they watch their seniors or superiors closely and respond
to their orders or instructions. Adhering to the above principles shall make communication effective,
minimize the human-relations problems and increase the overall efficiency.

1.4 Advantages of Effective Communication
In the era of globalisation, we cannot ignore the strategic importance of communication. By learning
these effective communication skills, you can connect with your friends, parents, colleagues, spouse,
and/or co-workers better. We have to take a stock of ineffective and effective communication
characteristics.

Effective communication skills does the following:
1. Build lasting relationships: Everyone knows at least one person who has had some of the

same friends for decades. Research shows that it’s not only what a person says that keeps
these relationships intact, but the way you say it.
Research states that the way you communicate something determines lifelong relationships.
According to the research, non-verbal cues such as tone, pitch and intensity during
arguments makes or breaks a relationship. They concluded that the couples that had
controlled vocal acoustics were more likely to stay together. Any relationship—whether
marriage or friendship—will fare better if you speak in kinder and more understanding ways.

2. Be approachable: Effective communication is a vital tool in building and maintaining your
relationship. It makes others feel comfortable with approaching you any time they need or
want to talk about anything that might be bothering them. When you are approachable,
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people respect and understand you. People are likely to have a more open and healthy
relationship if they are approachable. Many married couples live together but they cannot
approach each other because the relationship lacks the comfort level that allows for certain
subjects to be discussed.

3. Breeds trust: Effective communication helps in building trust and respect. When you trust
someone, you are able to rely on them and confide in them. When meeting in person, it is
easier to pick out the body language and other visual cues of communication. It helps people
to better understand each other and the message that is being conveyed.
A study asked students to collaborate on a project. One group communicated only in person.
The other only through technological means with less-visual cues. The group that met
face-to-face, showed the most trust and effective cooperation.

4. Creates positivity: Open communication creates positive environments where creative
ideas, problem solving, affection, and caring can flourish. It helps you better understand a
person or situation thus enabling you to resolve differences. It also enhance your ability to
make a positive and lasting impression on peers, superiors, and on all those with whom you
come into contact. Positive interactions with others ultimately feel supportive and effective.

1.5 Types of Communication
In a general context, all communication can be divided into two broad categories: formal and informal.
Each of these can be further dived into three forms of communication:

1. Written: in which you read their meaning
2. Verbal
3. Non-verbal

Communication

Verbal

Language

Sounds

Non-verbal

Gestures

Body Language

Sign Language

Signals

Written

Signals

● Volume & Tone
● Syntax
● Diction
● Emphasis
● Distance
● Pronunciation
● Context
● Inflection
● Interpretation

● Facial Expressions
● Posture
● Aura/Vibe
● Emotion
● Context
● Interpretation
● Eye Contact

Signals
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1.5.1 Verbal Communication
In this type of communication, you listen to a person to understand what they are saying and
comprehend the meaning. It implies communication through mouth. It includes individuals conversing
with each other, be it direct conversation or telephonic conversation. Speeches, presentations,
discussions are all forms of oral communication. Verbal communication takes place in real time.

Verbal/oral communication is recommended when a direct interaction is required. Face-to-face
communication (meetings, lectures, conferences, interviews, etc.) is significant to build a rapport and trust.

Advantages of Verbal Communication
 There is high level of understanding and transparency in oral communication as it is

interpersonal.
 There is no element of rigidity in oral communication. There is flexibility for allowing

changes in the decisions previously taken.
 The feedback is spontaneous in case of oral communication. Thus, decisions can be made

quickly without any delay.
 It is not only time saving, but it also saves upon money and efforts.
 It is best in case of problem resolution. The conflicts, disputes and many issues/differences

can be put to an end by talking them over.
 Oral communication is an essential for teamwork and group energy.
 It promotes a receptive and encouraging morale among organizational employees.
 It can be best used to transfer private and confidential information/matter.

Limitations of Verbal Communication
 Relying only on verbal communication may not be sufficient as business communication is

formal and very organized.
 It is less authentic than written communication as they are informal and not as organized as

written communication.
 Though it is time-saving in daily interactions, but in case of meetings, long speeches

consume lot of time and are unproductive at times.
 They are not easy to maintain and thus they are unsteady.
 There may be misunderstandings as the information is not complete and may lack essentials.
 It requires attentiveness and great receptivity on part of the receivers/audience.
 Verbal communication (such as speeches) is not frequently used as legal records except in

investigation work.
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1.5.2 Written Communication

In contrast to verbal communications, written business communications are printed messages. It has
great significance in today’s business world. It is an innovative activity of the mind. Written
communication is the most important and the most effective of any mode of business communication.

Written communication does not happen in real time. It can be constructed over a longer period of
time. Written communication is often asynchronous, that is it occurs at different times. This means
that, the sender can write a message that the receiver can read at any time, unlike a verbal conversation
that happens at a real time.
Written communication is the most important and the most effective of any mode of business
communication. Some of the various forms of written communications that are used internally for
business operations include:

 Memos
 Reports
 Bulletins
 Job descriptions
 Employee manuals
 E-mails
 Instant messages

Examples of written communications generally used with clients or other businesses include:
 E-mail
 Internet websites
 Letters
 Proposals
 Telegrams
 Faxes
 Postcards
 Contracts
 Advertisements
 Brochures
 News releases

They may be handwritten, printed on paper, or appear on the screen. A written communication can be
one-to-one (read by one person) or one-to-many (read by many people) communication. Conference
calls and speeches one-to-many communications. E-mails may have only one recipient or many.

Disadvantages of Written Communication
 Written communication costs in terms of stationery and the manpower employed in

writing/typing and delivering letters.
 If the receivers of the written message are separated by distance and if they need to clear

their doubts, the response is not spontaneous.
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 Written communication is time-consuming as the feedback is not immediate. The encoding
and sending of message takes time.

 Effective written communication requires great skills and competencies in language and
vocabulary use. Poor writing skills and quality, have a negative impact on the organization’s
reputation.

1.5.3 Non-verbal

Nonverbal communication as the name suggested does not have any verbal or spoken words for
communication. In this type of communication, you observe a person and infer the meaning. It
involves the nonverbal stimuli in a communication setting that are generated by the source (speaker).
It involves sending and receiving messages through gestures, actions, facial expressions, body
language, clothing, and other aspects of your physical appearance, that, when seen, communicate
something.

What you say is a vital part of any communication. But what you don’t say is even more important.
Research also shows that 55% of communication comes from nonverbal cues like facial expressions,
body stance, and tone of voice. According to one study, people comprehend only 7% of a message
based on the sender’s actual words. 38% is based on paralanguage (the tone, pace, and volume of
speech), and 55% is based on non-verbal cues (body language). So, non-verbal communication is very
important.

Some factors that help in nonverbal communication are:
1. Culture: Different cultures have different gestures, postures and different body movement

that have different meaning attached to it. Even simple things like using hands to point,
wave, or count differ. For example, in the US people usually point with the index finger. In
Japan and in India, it is considered rude. Instead people point with an entire hand.

2. Body language: Believe it or not, postures and body language speaks a lot—it easily
conveys your feelings and attitudes and shows if you are interested or disinterested in what
is being said. For example, a speaker who leans forward appears to be very interested rather
than the one who slouches.

Your body
language says

you’ve lost
interest

3. Facial expressions: It plays a major role in nonverbal communication as people can read
your expression and make out what you are thinking and feeling. A person with good
expressions can communicate better than the one who is expressionless.
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Dismayed Interested Scared Grief-stricken

Confident Power less Hostile Shocked

4. Appearance: Appearance is a very important factor of nonverbal communication. Your
outfit conveys a clear message about you personality. That’s why we often say that the
clothes must be appropriate to the situation and/or location. According to a survey, 76.4%
think that hiring decisions are influenced by appearance. Only 3.7% feel that it is not.

In business settings women are generally expected to wear minimal makeup and avoid chunky accessories.
It helps to create a strong persona for a woman without causing any distractions in the office.

say that tattoos
and piercings are

not allowed in
their office

think that you risk being
negatively judged on your

personal grooming and
clothes

are not aware of the
company dress code
and found out about it

later

think that it shows their
interest in the position

think hat it shows
the candidate has

good character

think that it is an
important job
requirement

think that it’s
important to appear
fit, healthy, clean,
happy, energetic,
confident and well

dressed

spend a moderate
amount of their

income on grooming
and clothes

make a considerable
effort in looking after

their appearance



12 Technical Communication (English) – I

For example, you have to be neatly and formally dressed for an interview. Shorts and floaters are more
appropriate at the beach or clothes to be worn during a vacation.

1.6 Barriers to Effective Communication
I am sure that you have heard the saying it is not what you say, but how you say it or perhaps actions
speak louder than words.
Communication is a process beginning with a sender who encodes the message and passes it through
some channel to the receiver who decodes the message. Communication is fruitful if and only if the
messages sent by the sender is interpreted with the same meaning by the receiver. If any kind of
disturbance blocks any step of communication, the message will be destroyed. Due to such
disturbances, you face severe problems in being able to communicate effectively. Try to locate such
barriers and take steps to get rid of them.

There are several barriers that affects the flow of communication. These barriers interrupt the flow of
communication from the sender to the receiver, thus making communication ineffective.

What are some of the barriers that you experience when you are speaking to someone and the
understanding doesn’t happen or what happens to you as the receiver, when you go off to do what you
were asked to do and then find out you didn’t do it correctly?:

(a) Use of jargon: Words mean different things to different people.
(b) Emotional barriers and taboos.
(c) Lack of attention, interest, distractions, or irrelevance to the receiver.
(d) Differences in perception and viewpoint.
(e) Physical disabilities such as hearing problems or speech difficulties.
(f) Physical barriers to non-verbal communication.
(g) Language differences and the difficulty in understanding unfamiliar accents.
(h) Expectations and prejudices which may lead to false assumptions or stereotyping. People often

hear what they expect to hear rather than what is actually said and jump to incorrect conclusions.
(i) We assume others know more/less than they do about the subject.
(j) Distractions get in the way: Both visual and auditory (daydreaming).
(k) Lack of feedback from the receiver.
(l) Poor timing, the situation is not right for communicating about the subject.

(m) Fatigue; too many other things on your mind lead to information overload.
(n) Failure to consider the needs of the receiver.
(o) Poor listening habits.
(p) Prejudice; judgement disliking the person speaking, rejecting statements that are too radical,

or different from your thinking; disagreeing with the message.
(q) Different communication styles.
(r) Listening filters: Distractions; poor listening habits; jumping to conclusions before the

other person is done.
(s) Deciding that there is nothing in it for you that is important.



13Introduction to Communication

Some of the main communication barriers are described in detail in the following sections:

1.6.1 Language Barriers

Language and linguistic ability may act as a barrier to communication. However, even when
communicating in the same language, the terminology used in a message may act as a barrier if it is
not fully understood by the receiver(s).

For example, if a doctor talks to a patient using the medical jargon the patient will not be able to
understand what the doctor is trying to say. It needs to be explained in a layman’s language, without
use of the medical terms. The listener will not understand the language that includes a lot of jargon
and abbreviations as he is not familiar with the terminology used. You must remember to use language
that can be understood by the receiver.

1.6.2 Psychological Barriers

The psychological state of the receiver will influence how the message is received. For example,
people having personal issues, worries, and stress may be preoccupied by their concerns and not as
receptive to the message as they would be if they were not stressed. A close relative to attitudinal
barriers, psychological barriers involve elements like:

1. Emotional regulation ability, specifically of emotions around anger, sadness and connection
2. Dislike of a friend or a team member
3. Disrespect
4. Discriminatory beliefs
5. The intent to harm or undermine rather than encourage and help
6. Feelings of superiority towards individuals or groups
7. Personal emotional issues resulting from past experiences

Stress management is an important personal skill that affects our interpersonal relationships. Anger is
another example of a psychological barrier to communication. When we are angry it is easy to say
things that we may later regret and also to misinterpret what others are saying. Also, people with low
self-esteem may be less assertive and therefore may not feel comfortable communicating - they may
feel shy about saying how they really feel, or read negative sub-texts into messages they hear.

1.6.3 Physical Barriers

Physical discomfort may cause communication failures. Examples of physical barrier to communication
can be:

 The geographic distance between the speaker and receiver(s)
 Physical distance between the speaker and receiver(s)
 Noise
 Poor lighting
 Uncomfortable sitting
 Unhygienic room
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For example, a receiver with reduced hearing may not grasp the entirety of a spoken conversation,
especially if there is significant background noise.

The Sender

Hi Alfred! How is
your sister?

Oh, I’m fine. I
went kayaking

today.

The Receive

Noise

The Message

The Feedback

The noise in this diagram could be any barrier to communication.
It is not limited to audible sounds.

Hi Alfred! How is your sister?

Oh, I’m fine. I went kayaking today.

Modern technology often serves to reduce the impact of physical barriers, such as the geographic
distance. But, you should understand the barriers in detail to understand how to overcome the physical
barriers.

1.6.4 Physiological Barriers

Physiological barriers may result from the receiver’s physical state. Any psychological or emotional
turbulence or disturbance can prove to be a barrier to effective communication:

(a) Sadness
(b) Fear
(c) Anger
(d) Anxiety
(e) Excitement

Emotional state at a particular point of time also affects communication. If the receiver feels that the
communicator is angry the interpretation is that the information being sent is very bad. While the
receiver takes it differently, the speaker is happy that the message is passed and has probably
interpreted at to be good and interesting.

1.6.5 Gender Barriers

There are distinct differences between the speech patterns in a man and those in a woman. A woman
speaks between 22,000 and 25,000 words a day whereas a man speaks between 7,000 and 10,000. In
childhood, girls speak earlier than boys and at the age of three, have a vocabulary twice that of boys.

The reason for this lies in the wiring of a man’s and woman’s brains. When a man talks, his speech is
located in the left side of the brain but in no specific area. When a woman talks, the speech is located
in both hemispheres and in two specific locations.
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This means that a man talks in a linear, logical and compartmentalised way, features of left-brain
thinking; whereas a woman talks more freely mixing logic and emotion, features of both sides of the
brain. It also explains why women talk for much longer than men each day.

1.6.6 Attitudinal Barriers

Attitudinal barriers are behaviors that prevent people from communicating effectively. Attitudinal
barriers to communication may result from personality conflicts, poor management, resistance to
change, or a lack of motivation. Effective receivers of messages should attempt to overcome their own
attitudinal barriers to facilitate effective communication.

It’s my ball and I’m not playing!

Emotions like anger or sadness can taint objectivity. Also being extremely nervous, having a personal
agenda or needing to be right no matter what can make communications less than effective. This is
also known as Emotional Noise.

1.6.7 Perceptual Barrier

Perception is generally how individuals interprets the world around them. People generally want to
receive messages which are significant to them. Any message which is against their values is not
accepted.

Four

No
Three

A same event/situation may be seen or understood differently by different individuals. As shown in the
figure, the person at the left sees four logs, where as the one on the right sees three.
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1.6.8 Cultural differences

The norms of social interaction vary greatly in different cultures, as do the way in which emotions are
expressed. For example, the concept of personal space varies between cultures and between different
social settings.

In the following image, there is a difference in greeting. One person is extending the hand for a
handshake, whereas the other is bowing down.

Culture shapes the way we think and behave. Cultural difference leads to difference in interest,
knowledge, value, and tradition. Therefore, people of different cultures will experience these cultural
factors as a barrier to communicate with each other.

1.6.9 Information Overload

People are surrounded with a pool of information. It is essential to control this information flow else
the information is likely to be misinterpreted or forgotten or overlooked. As a result communication is
less effective.

Human memory cannot function beyond a limit. You cannot always retain what is being told if you are
not interested in it or not attentive enough. This leads to a communication breakdown.
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1.6.10 Inattention

At times, most of you do not listen. You only hear. It happens often when the parents comes home
from work and the kid has a lot to say. Most of the time the parents listen to the kids half-heartedly.
This is actually inattention.

1.7 Overcoming Barriers of Communication
Organizational communication can be improved by using the following tips and these tips can reduce
the possible distortions:

1. Purpose: The purpose of organizational communication is to coordinate different activities
to reach the desired objectives. So, before communicating a message the purpose of that
message should be kept in mind.

2 Appropriate Language: Language plays a major role in the entire process of
communication. A major part of the distortions is a result of inappropriate language. By
using proper language the receiver can understand clearly, which greatly reduces the chance
of distortion.

3. Listening Skills: If the sender conveys a message through oral communication then the
receiver should pay attention to decode the message. Fake attention, interrupting, poor
listening habits and distracting actions lead to ineffective communication. Good listening
skills help in reducing the efforts to reach the desired objectives.

4. Be Sensitive: While conveying a message, use polite words. Harsh words may hurt the
receiver, so try to be polite. Sensibility in communication increases the chances of loyalty.

5. Appropriate Channel: Make sure that the selected channel of communication should be
suitable. Noise and disturbance can reduce the effectiveness of the communication—make it
ineffective and useless.

6. Avoid Perception: Mutual trust between the sender and receiver helps in knowing and
reducing the perception errors.

7. Clarity: Usually, poor communication is the result due to lack of clarity. While
communicating a message in the organizations, one should clearly define the purpose of the
communication.

1.8 Interpersonal Communication Skills
One of the most important forms of communication people engage in on a daily basis, is interpersonal
communication skills. These are the skills we use every day when we communicate and interact with
other people, both individually and in groups. People with strong interpersonal skills are often more
successful in both their professional and personal lives.

Though interpersonal skills are centred around communication, it includes a wide variety of
skills—listening, questioning and understanding body language. They also include the skills and
attributes associated with emotional intelligence, or being able to understand and manage your own as
well as others’ emotions.
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People with good interpersonal skills tend to be able to work well in a team or group, and with other
people general. They are able to communicate effectively with others, whether family, friends,
colleagues, customers or clients. Interpersonal skills are therefore vital in all areas of life at work, in
education and socially.

In simple words, interpersonal skills are nothing but the soft skills that we use when communicating,
relating, and collaborating with the others.

Through awareness of how you interact with others, and with practice, you can improve your
interpersonal skills. Interpersonal communication, essentially, breaks down barriers which people
put up to protect themselves. You allow yourself to become vulnerable by putting yourself out
there.

Some of the most common interpersonal skills are:
1. Active listening
2. Collaboration
3. Problem-solving
4. Conflict resolution
5. Empathy
6. Diplomacy
7. Adaptability
8. Leadership
9. Mediation

10. Patience

Interpersonal skills are specially required in corporate setup. In a corporate setup, managers who
engage in interpersonal communication with their subordinates demonstrate that they not only care
about the organization, especially one that uses teams, but also care about their employees. Taking the
time to get to know who your employees are will make them feel valued. The more valued the
employee feels, the fewer barriers they feel they need to build around them selves and the more easily
information flows. As barriers come down, relationships are formed that create value within the
organization, job satisfaction increases, and the workplace becomes a place where everybody likes
to be.

1.9 Improving Interpersonal Communication Skills

Interpersonal communication skills are the skills you need every day in your life. It involves both
personal as well as professional communication skills. These collections of abilities enable a person to
interact optimistically and work efficiently with others. They are some of the most important skills that
you need to focus on as a large percentage of your life involves interacting with people; friends,
colleagues, relations or your boss.

Interpersonal skills also play a part in your career development. In a corporate environment, the need
of developing interpersonal skills is very essential. Through this, the leaders come to know about how
an employee can handle the organizational disputes in a constructive manner. Observe your body
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language, the tone of the voice and the other factors that cause you to communicate badly or
inefficiently.

Adaptability

Negotiation

Conflict Resolution

Communication Skills

Conflict Management

Persuasion Skills

Affirmation Skills

Team Building

Self-Awareness

Interpersonal
Skills

Interpersonal skills helps you in many walks of life. Many of you may think that communication is a
simple and natural thing but talking to people is a complex process. It becomes more difficult when
you do not know how the other person will react. This is where effective communication comes into
play. You should understand that there is a great difference in the ability to communicate and the
ability to communicate effectively.

It requires you to have good communication skills as it can make or break trust, deals, relationships, or
even change your career. Many a time, interpersonal skills get you a job (in comparison to the skill
set).In this section, we discuss the ways to improve your interpersonal communication skills:

1.9.1 Clarity

Clarity is the most important thing that is needed in verbal communication, For this, you should think
efficiently and speak thoughtfully. When you are asked about something or when you have to give a
response to something, answer that very question in a very thoughtful and clear manner. For this,
you have to remain calm and think of what you would want to say, and more importantly, what
you do not want to.

1.9.2 Listen Actively

Only an effective listener can be an effective communicator. Active listening makes it feasible for both
the communicator, as well as the listener to communicate with each other in a proper manner. So, it is
a vital component of the interpersonal skills.
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5. Paraphrase 4. Request
clarification

3. Ask probing
questions

2. Ask open-ended
questions

1. Be attentive

7. Summarize

6. Be attuned
to and reflect

feelings

7 Key Active
Listening

Skills

Thus, improving on these areas can help us in developing our skills largely. The interpersonal skills
hence, are the life skills that we use every day to communicate and interact with people in a way that
is more effective:

1. Focused Hearing: People often confuse between hearing and listening. Listening and
hearing are really two separate skills. You can listen to a lot of talk, but you may not
actually hear what is being said to you.
Hearing is something you hear when someone speaks to you, but you are not sure that you
have understood it. Focused hearing means turning off your silent mental comments and
reactions while the speaker is speaking. You can’t hear the others and talk to yourself at the
same time.

2. Focused Listening: The ability to listen to what a person is saying is itself a skill and you
should focus on that while communicating with others. Listening is something when a
person listens and completely understands what was to be told.
Develop the habit of focusing on people when they talk to you. Stop moving. Look them in
the eye. Give them all your attention and focus. Not only are you more likely to hear the
words they are saying, but you will send signals to the speaker that you are in fact listening,
engaged, and interested in what they have to say.

If you have active listening skills you will be able to hear, listen, and understand that others words
more clearly and react in a positive manner. It will also send a signal to the other people that you care
about what they have to say.

1.9.3 Maintain Eye Contact

For good interpersonal skills, maintain good eye contact. By doing so, you avoid being distracted by
what is going on around you. You will also give the speaker non-verbal acknowledgement that you are
listening.
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It’s okay to look away once in a while; because by staring intently at the person you are speaking with
can make that person uncomfortable.

1.9.4 Non-verbal Communication

Nonverbal communication is equally important. You can speak volumes—without saying a
word—with your body language. As the saying goes, ‘the first impression is the last impression’,
hence you should always be careful with your body language. It is said that a typical communication
consists of more than 50% non-verbal communication, which includes body language.

ways of talking
(e.g. pauses,

stress on words)

body contact
(e.g. shaking

hands)

eye
movements

(e.g. winking)

hand
movements

(e.g. waving)

appearance
(e.g. untidiness)

Non-verbal
communication
body language

sounds
(e.g. laughing)

posture
(e.g. slouching)

head
movements

(e.g. nodding)

closeness
(e.g. invading

someone’s space)

facial
expression
(e.g. frown)

So if your body language is sending negative signals to the other person, the communication will
probably break down in the process. Be aware of what you are doing physically while you are
listening and/or speaking:

(a) Does your face shows boredom?
(b) Are your hands on your hips?
(c) Are you sitting or standing, leaning forward or back?
(d) Are your arms crossed or are you in a comfortable open posture?
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Arms Akinbo
Putting your hands on your hips with
elbows out could mean that you are

displaying dominance, authority
or self-confidence.

Feet Facing Directly
Towards Someone

Facing someone with feet forward
could mean that you are interested in

what someone is saying.

Mirroring
Mirroring someone or imitating someone
else’s body language could mean that
you are interested in that person and
also comfortable with their presence.

Shaking your Legs
Moving your legs a lot could mean that
you are nervous, impatient or anxious.

Lowering your Head
Lowering your head could mean that
you’re ashamed of something or that
you’re shy, or maybe hiding the truth.

Arched Eyebrows
Raised eyebrows could mean that
you are intrigued with what the
person is saying.

Direct Eye Contact
Looking into a persons eyes could
mean that you are interested in what
is being said.

Blinking too Much
Blinking your eyes too much
could mean that you are nervous or
anxious.

Squinting
Squinting your eyes could mean that
you feel threatened or unhappy.

Arms Crossed
Crossing your arms in front
of you could mean that you are
uncomfortable or defensive.

Power Posing

Don’t show any of the negative body language. These skills include the standing posture, voice,
gestures and most importantly the eye contact.

Anger Neck and/or face is red or flushed
Baring of teeth and snarling
Clenched fists
Leaning forward and invasion of body space

Sadness Drooping of the body
Trembling lip
Flat speech tone

Fear, anxiety and nervousness Pale face
Dry mouth (indicated by licking of lips and drinking water)
Not looking at the eyes
Trembling lip
Varying speech tone
Speech errors
Voice tremors
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The TV series Lie To Me is about a business that perfects being able to spot people lying. They are
good at reading people’s faces. They can tell if people are angry, sad, disgusted, happy, and many
other emotions. They read these emotions by different muscles twitching, raising, etc. and solve
crimes based on this. It is interesting to know how our body language gives us away.

disgust

fear

contempt

anger

sadness

surprise

(1) nose wrinkling

(2) upper lip raised

(1) eyebrows raised
and pulled together

(2) raised upper eyelids

(3) tensed lower eyelids

(4) lips slightly stretched
horizontally back to
ears

(1) lips corner
tightened and
raised on only one
side of face

(1) eyebrows down
and together

(2) eyes glare

(3) narrowing of the
lips

(1) drooping upper
eyelids

(2) losing focus in
eyes

(3) slight pulling
down of lip
corners

Lasts for only one
second:
(1) eyebrows raised
(2) eyes widened

(3) mouth open

The body language reveals a lot about about your attitude and the way you converse. A person having
good non-verbal skills, can communicate more efficiently.

1.9.5 Do Not Interrupt

When someone else is talking, it’s your turn to be quiet. It is very rude to interrupt people while they
are speaking. Nobody likes to be interrupted because it hampers the thought process and more
importantly, it is disrespectful. Sometimes, interrupting instantly shuts down productive conversation.
Instead, refocus your mind to listen. It is a skill you develop with practice.

If you have to make an interruption and it is necessary for you to speak at the exact moment, then you
need to make gentle interruptions. Ask the person if you can interrupt him or her and say sorry, and
whatever you wanted to say must justify your interruption.

To make our conversations more worthwhile and interesting, it is better to focus on what the other
person has to say rather than giving attention to what others are saying wrong and interrupting them
repeatedly.

1.9.6 Respect Others’ Thoughts and Opinions

Be respectful of the thoughts and opinions of the other people. Even though you disagree with what
the other people are saying, remember that they have a right to their own opinion.

If you find yourself ready to pounce on the person you’re speaking with, because their opinion is not
in line with yours, wait until they’re done speaking and express your thoughts on the subject in a
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non-confrontational manner. Even if, in the end, you wind up agreeing to disagree, you both walk
away with a different viewpoint on a subject.

1.9.7 Think Before You Speak

Another adage/proverb that perfectly describes this point is look before you leap. You should think
how your words are going to affect the person with whom you are communicating before making any
comments. If you need to hold your tongue for a moment, you can prevent the cringe-worthy situation
from occurring. Then, you don’t have to experience the repercussions of offending, wounding, or
embarrassing someone else.

You may think you are being clever or funny with your remark. Remember, what is funny for you,
may not be funny for the other. Maybe you are angry and in the moment made a remark. Maybe you
didn’t know how the people around you would interpret your words.

If spoken without consideration, you can do serious damage to yourself and others. Words have
incredible power for good or ill. That means you should try to connect with the feelings of the other
person in order to show that you genuinely care about the conversation that is going on between the
two of you.

Taking just a few seconds before you speak to assess your thoughts, your mood, and your audience
can go a long way in improving your relationships—as well as your own personal growth. As Austrian
psychologist Viktor Frankl says, “Between stimulus and response there is a space. In that space is our
power to choose our response. In our response lies our growth and our freedom.”
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1.9.8 Focus on the Message

Always think and plan before you speak. Decide the goal behind what you exactly want to deliver,
which is to persuade, to inform, to direct or something else. Have complete knowledge about the
audience that is going to listen to your message.

Be sure that the message is precise and concise. Moreover, your message must be delivered in a polite
manner so that the people listening to your message do not get bored and offensive about what you are
saying.

1.9.9 Don't Get Defensive

Some people tend to get defensive or attack during conversations. Sometimes it is good to step back
and be receptive to feedback. Communication is a two-way process and should remain like that. You
should be able to open up to feedback from the other person and give honest feedback whenever you
feel it is needed.

You do not have to get overexcited when someone points out your mistakes and get defensive or
attack them. Be neutral and transparent so that you can understand what is actually being discussed.
Always maintain the balance in the conversation so that everyone involved in the discussion has a fair
part in it.

1.9.10 Don't Deviate

Always try to stick to the topic of discussion to maintain the relevancy of the communication process.
Be confident of what you are speaking and take ownership of your words. This will increase the trust
that the other people have in you and make the conversation flow more freely.

There is no need to bring something totally unrelated into the discussion and waste the time of the
people involved. If you deviate from the topic, the whole idea of the conversation becomes less
meaningful.

1.9.11 Questioning

Questioning is not merely a device for gaining information, but it is also a great way to start a
conversation. The more questions a person asks another, the more he will get to know about the topic.
It shows the interest and can spontaneously draw someone’s attention to your desire to listen to
them.

It is not that you should never ask closed questions. They are sometimes necessary for soliciting
specific information. Open-ended questions are typically how you begin a conversation in the first
place: Where are you from? What do you do?

When the other person responds to your initial questions you can ask more open ones that seek to
clarify and expand on the things they tell you. You can do that by taking the open-ended words and
turning them into question-starting phrases like:

1. What was it like to…
2. What was the best part of…
3. What was the hardest part about…
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4. How did you feel about…
5. How did you know…
6. What brought you to…
7. What’s surprised you the most about…
8. In what way is that similar/different from…
9. Why do you want…

1.9.12 Manners

With good manners, interpersonal skills come on its own. In every sphere of life, it is necessary to
show good manners. With a little understanding of etiquettes and following it, you can develop good
communication skills. The manner in which, a person interacts, to an extent tells us about the
capability of the person. Use some magic words and be polite.

Do’s
When having a conversation, do the following:

 Look at the person/people you are talking to
 If you haven’t met before, introduce yourself and ask their name
 Use the person’s name when talking to them
 Ask questions when you don’t understand something or when you are confused
 Stick to the subject
 It’s fine to disagree, but disagree politely

Don’ts
When having a conversation, don’t do the following:

 Fidget, look elsewhere, or wander off while someone else is talking
 Listen in on conversations you aren’t part of
 Interrupt when someone else is talking
 Whisper to a person in front of another
 Whine, tattletale, brag, or say mean things about others
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 Ask personal questions such as how much things cost or why someone looks or dresses the
way they do (especially if you don’t know them well)

 Point fingers or stare
 Argue about things that are not important

1.10 Technical Communication
When people refer to careers in the IT industry, they usually think of programmers, network engineers,
hardware designers, graphic artists, web designers, quality assurance professionals, so on and so forth.
They probably never think of the people who write the reference manuals and user guides that come
with every single product they use. Why only the IT industry? Most of the products that we use in our
day-to-day life, music system, VCD/DVD player, camera, mixer-grinder, oven, electric cooker, etc.
come with an instruction manual/booklet. Have you ever imagined having to use the gadgets without
an instruction manual?

Technical communication is a means of conveying scientific, engineering, and technical information
to the audience who want to use that information to learn, understand or perform some task. Technical
communication is a broad field and includes any form of communication that exhibits one or more of
the following characteristics:

(a) Communicating about technical or specialized topics, such as computer applications,
mechanical tools, medical procedures, or environmental regulations.

(b) Communicating by using technology, such as web pages, help files, or social media sites.
(c) Providing instructions about how to do something, regardless of how technical the task is or

even if technology is used to create or distribute that communication.

Technical communication is also called technical writing. It is is about expressing a subject or
technology to a specific audience in an easy to understand language and user-friendly format.
Technical writing focuses on audience as it conveys specific information about a specific technical
subject to a specific audience for a specific purpose. So, it is true to say that one of the most important
element of effective technical writing is knowing your audience and meeting their need and
expectations.

Individuals in a variety of contexts and with varied professional credentials engage in technical
communication. They are called technical writers or technical communicators. These breed of writers
use a set of methods to research, document, and present technical processes or products. Technical
communicators may put the information they capture into documents, web pages, computer-based
training, digitally stored text, audio, video, and other media that facilitate leaning.

Very often, people judge the profession by its name. Hence, the writer part of the term technical writer
can be misleading. Many people assume that the profession is directly related to journalism, literature,
and writing. I still remember the queries I used to face during my early days in this field. People were
more concerned than I was regarding my choice of career, “You are an engineer. What are you doing
as a technical writer?” they would ask.

As the name suggests, technical writing is a combination of technology and writing. It is often difficult
to decide which factor is more important of the two. There can be a debate on technical versus writing,
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to decide what is more important. Are language and writing skills important? Is technical competence
more important? Neither!

A healthy combination of both writing talent and technical aptitude is essential to make a good and
successful technical writer. The weight age of the requirement (between the two) depends on the job
profile, the organization you are working for, the product you are writing about, and the type of
document you are writing. There are some instances, wherein you need to possess the subject
knowledge because of the subject matter you have to write about. So it is important to understand the
value of (and not underestimate) both parts of the job title Technical Writer.

1.11 Technical Communication Skills
The skills of a technical writer is a debatable topic. Different people will have different opinions and
different organizations will look for different skill sets. Inspite of all the differences and disagreements,
there is also a common area of agreement regarding the basic skills required to become a technical
writer.

Some of the qualities have to be in-built, a few others can be learned in a short duration, and yet others
can be developed over a period of time.

Basic skills are the in-built skills and qualities present in an individual which can be further developed
with some effort. The most important skills other than language and writing skills is the ability to
express and give good instructions. That seems pretty easy doesn’t it? Here, let’s discuss some of the
main skills required for technical communication.

1.11.1 Language Skills

Language is the basic asset of a technical writer. You don’t have to be a genius with words, know all
the rules of grammar, or have a Masters degree in English or journalism.

You just need to have a good command over the language, know the basic rules of grammar and
punctuation, and be able to express yourself clearly.

Example: Check the following advertisement:

Got a Cold? Try our Cough drops. We guarantee you’ll never get better.
[Isn’t that scary?]

Any error in the writing will change the intended meaning and will create confusion. To avoid such
confusion, you should be able to write your thoughts clearly.

1.11.2 Writing Skills

The Occupational Outlook Handbook defines one of the main characteristics of technical writing as
making scientific and technical information easily understandable to a nontechnical audience. The
writing phase is also about:

1. Writing your thoughts clearly and concisely.
2. Understanding and expressing what your readers need to know.
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3. Determining the need of graphics and preparing illustration, flowcharts, and taking
screenshots.

4. Deciding which information needs to go into the document and which should not.
5. Interpreting and translating the complicated information in a simple, clear, accurate, and

easy to understand language and format.
6. Finalizing the style, format, and templates.
7. Deciding the flow of information—organizing and structuring information.
8. Expressing clearly the knowledge, ideas, and concepts to the users.

You can refer to books to check the concepts of grammar and technology as you write. Even though
some of the tasks are not directly connected to writing, you should have a reasonably good command
over spoken and written language for performing all these activities.

Good writing cannot be taught. It can be cultivated and passionately nourished over a period of time.
But focused training can improve the quality of technical writing.

1.11.3 Ability to Understand the Subject

A few years back, technical writers were seen as language experts. Now, many organizations advertise
for writers with technical background. This is because people have now realized that technical writers
are not just linguistic writers. They perform a lot more activities and tasks. Writers also have to
understand the concepts, theories, ideas, designs, codes to effectively communicate them.

Having subject matter knowledge can mean:
1. Having sufficient knowledge of the subject to effectively communicate about it: What is

more important than knowledge of a technical subject is the ability to understand the subject
and write about it. To write different types of documents you require a different level of
understanding of the domain/subject. You should have the ability to understand the subject
(software, engineering, accounts, inventory, law, medicine, science, health, business, etc.)
and express it in writing. You can be an effective communicator only if you understand and
know about what you want to communicate.
Having the critical analysis skills to comprehend and understand complex, technical, and
scientific concepts. For instance, a technical writer should:
(a) Know about the subject not the code to write GUI related information of a

product/software.
(b) Have a basic knowledge about the code or software, or the machine to write for

advanced users.
(c) Know something about the equipment to write the installation procedures.
(d) Know everything about aviation and the working of the aircraft to write an operations

guide for an airplane.
2. Understanding the technology just enough to confidently explain the technology: Even

if you don’t have the relevant background, it is very important to be able to understand the
basic concepts of the technology, irrespective of the subject. It will help you describe
complex technologies clearly and concisely. As a writer you do not need the knowledge
required to design and build the product. If you have some knowledge about the topic you
have to write about, you can learn the new product faster and write about it better.
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1.11.4 Interpersonal Skills

You have to interact with the Subject Matter Experts (SME) to understand the concepts and/or gather
information. You have to interact with the members of other teams. You may also have to
communicate with the customers to understand their expectations. So, it is important that the writers
have good interpersonal skills, some of which are:

 Strong communication (written and spoken) skills.
 Work in cooperation with individuals from different teams.
 Listen effectively.
 Respond promptly, clearly, and appropriately to situations.

To work productively and effectively, you will have to talk and ask questions to make every thing
clear. If you are shy and try to keep the questions with yourself, you will not have a clear picture of the
product, may make the wrong assumptions, and may write wrong information or vague procedures.
This will reflect badly on your work.

1.11.5 Ability to Analyze

As a technical writer, you should be able to think, learn, interpret, analyze, write, and rewrite to
reorganize concepts and information. The keyword for producing good documentation is ANALYZE!
You should have the ability to analyze the following aspects effectively:

1. Demands of the documentation project.
2. Information required for the documents.
3. Users (the audience) and their requirements.
4. Tools to be used for the documentation project.
5. Time taken to complete the job/project on time.
6. Effective ways to communicate the information to the users.

1.11.6 Flexibility

Documents often require many revisions or may even be abandoned after many hours of hard work.
You should exhibit a fair amount of flexibility at work. You should be:

 Flexible enough to move from a large project to a smaller one or the vice-versa.
 Ready to adapt to the new tools, processes, styles, guidelines, technology, etc.
 Assertive, yet cool and in control when dealing with the people. You may have to:

– Gently nudge the SMEs and get them to answer your questions.
– Act a little dumb, yet very curious to understand the matter.
– Seem intelligent even if you don’t know the subject matter properly.
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