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BCTYII

JlaHi MeTOau4HI BKa3IBKM pPO3PAaXOBaHI Ha CTYACHTIB, $KI BUBYAIOTh
AHIJIIACBKY MOBY 3 METOK) BHUKOPUCTaHHS ii B MpoQeciiHIi IIsUTbHOCTI, B
MpaKTUYHIN poOOTI 3a KOPJIOHOM ab0 B Mexax KpaiHu, Jis poOOTH 3 1HO3EMHUMU
KJIIEHTaMH.

MeTta pgaHUX METOIWYHUX BKa3iBOK — O3HAHOMHUTH CTYJICHTIB 3
0COOIMBOCTSIMU O13HEC-CIIIIKYBAaHHSI, IONOMOI'TH iM BU3HAYAaTH BUAM CIUIKYBaHHS
B peaJIbHUX MPOEeCIMHMX CUTYAIlISIX Ta 3aCTOCOBYBATH BIJIIOBIIHI KOMYHIKaTHBHI
cTpaTerii, pO3IIMPHUTH X CIIOBHUKOBHH 3ariac.

TemaTuka, JeKCUYHUN MIHIMYM, CUCTEMa MPAKTUYHUX BIPAB CIPSIMOBAHI Ha
JIOCSITHEHHSI TOJIOBHOI METH.

MeroanuHi BKa3iBKH CKJIAJAIOTHCA 3 HACTYMHHUX PO3MLUIIB, SKI OXOIUTIOIOTH
OCHOBHI aCTIeKTH O13HEC-CIIJIKYBaHHS aHTIIHCHKOI0 MOBOIO:

Poznin 1 CnuikyBaHHS

Poznin 2 VYcniuiHe 1 HeyCHilHe CIJIKYBaHHS
Poznin 3 CnyxaHHA

Poznin 4 Bep6anbHe 1 HeBepOalibHE CIIJIKYBAHHS
Poznin 5 OCHOBM TpaH3aKTHOI'O aHAJI3y
Jlomarku

KoxeH 3 po3au1iB MICTUTh TEOPETUUHUMN, JIGKCUYHUM MaTepiai, TUTaHHS JJIs
00roBOpEeHHS Ta AMCKYCIi 1 MPaKTUYHI 3aBJaHHs, 110 HEOOXIIHI JJIS MOJAIbIIOTO
pPO3BUTKY HaOyTUX MOBHMX HaBHYOK. CHcTeMa 3aBJaHb MMOOYyJ0BaHA HA LLILOBIN
JIEKCHIIl JaHUX PO3JUIIB 1 COpsMOBaHA Ha €(PEKTHBHE 3aCBOEHHS BHKJIAJEHOTO
matepiany. [lutanus 11t 0OTOBOpPEHHS CIIPSIMOBaH1 HA PO3BUTOK HABUYOK BEJICHHS
JUCKYCIT Ta IMiABUIICHHS MOTHBAIIIl AiSUIBHOCTI CTyneHTIB. [IpoGnemu niis aHamizy
Ta OOTOBOPEHHS BUMAararOTh 3aCTOCYBAHHS aHATITUYHUX BMIiHb JUISI BUPIIICHHS
KOHKpeTHO1 cutyamii. [lpakTuuni 3aBmaHHS JAlOTh 3MOTY  CTyJEHTaM
0e3MmocepeIHbO  3aCTOCOBYBATH 3aCBOCHHMM HABYAIBHHMA MaTepiall B THIIOBHX
CUTYALlISIX CIIJIKYBaHHS.

MeTonnyH1 BKa3iBKH CHOPUSITUMYTh (POPMYBAHHIO y CTYJIEHTIB 3arajJlbHUX Ta
npodeCcifHO-OPIEHTOBAHUX KOMYHIKATUBHUX MOBJICHHEBUX KOMIETEHIIM Ta €
JOJTATKOBUM CITIOHYKAJIBbHUM MOTHUBOM JUIsl yJOCKOHAJIEHHS HaBHUYOK YCHOTO
MOBJIEHHSI B TIpodeciiiHiii cdepi.



BASICS OF COMMUNICATION

Introduction

Good communication skills are skills that facilitate people to communicate
effectively with one another. Effectual communication engages the choice of the best
communications channel, the technical know-how to use the channel, the presentation
of information to the target audience, and the skill to understand responses received
from others. Self development, interpersonal skills, mutual understanding, mutual
cooperation and trust is also important to set a complete channel of most effective
and winning communication skills.

The modern world today, calls for high scale effective communication skills in
order to win the heavy competition in all spheres of life. Strong communication skills
are essential during any stage of your career, in any industry, in most any type of job.
From making a first impression to meeting new team members; from closing a sale to
negotiating a contract; from interviewing for a first job to interviewing for that
coveted promotion, communication is critical to professional success.

Effective interpersonal communication skills are essential to social interaction,
and to the building and maintenance of all relationships. Poor communication skills
can cause irrevocable damage to relationships; affecting productivity, satisfaction,
performance, morale, trust, respect, self confidence, and even physical health. Many
people have not learned to communicate effectively with respect and regard for
others, leaving relationship quality to suffer the consequences.

Relationships have a tremendous impact on every aspect of life; communication
is the core of deep and meaningful relationships. Interpersonal communication skills
allow individuals to advance conversation skills, overcome shyness, negotiate and
resolve conflict, and influence (but not manipulate) the decisions and actions of
others.

Main Features of Good Communicator

1. Heis able to listen.

2. He demonstrates interest and respect.

3. He says the right things at the right time.

4. He uses simple language.

5. He s able to adopt his message to a particular listener.

6. He is aware of the effect of his communication on others.
How to Become a Good Communicator

1. Have a desire to achieve great success in communication.

2. Obtain knowledge.

3. Practice.



Unit 1 Communication

1. What is Communication?

Our starting point is to ask what communication is.

Communication is the process by which information is exchanged between
individuals through a common system of symbols, signs and behaviour.

Following this definition, the model of communication should be:

O Information Q

(Message)

Y

Sender Receiver
(Source)

But is it s0?
Consider the following example.



A friend sends you a text which reads:

Hi, can u mt me at 6 by the cafe on Nelson rd? txt me back to let me no.

What does your friend want?

If you have been able to interpret the message and can state the two things your
friend wants you to do, then the pair of you have engaged in successful
communication.

This tells us something important about communication:

1. Communication must involve two parties

2.  Communication is about a transfer of information

3.  However, if you understand what your friend wants but you don't text back, the
communication has not been entirely successful. This leads us to identifying our
third important point about communication.

4. Communication involves some action on the party receiving the
information.

Your friend will not know whether the communication has been successful until you
text him or her back and tell them whether you can meet them at 6 at the stated place
or not. If you don't, they might not know whether you want to meet them, or whether
you do, but the time or place is inconvenient (or both), or even whether you have
received the text in the first place.

This brings us to the following model:

Simplistic Model of Communication

O Message

Feed-back
Sender Receiver
Sender is the person or group or organization sending out the
message/information.

Message is the information itself.

Receiver is the person to whom the message is directed.

Feed-back is the receiver’s indication in some manner that the message has been
received.



Components of Communication

e Anthropological component — communication happens between at least two
human beings

e Social component — participants have certain intensions when communicating
and understanding each other

e Signal component — during communication participants refer to a socially
adapted set of signals in order to transmit a message

e Process component — there are continuous changes during communication

Verbal and Non-Verbal Signals

Verbal Signals Non-Verbal Signals

e transmit the content e transmit the relational dimension

e are words of the message e postures, body movements, touches,

e deal with speech, intonation, pitch, tone of voice, eye contact, pauses, rate
rhythm, etc. of speech and volume.

Discussion Questions:
Do you agree with these statements?
a  Communication takes place every time when one person is aware of the
other person’s presence, even if they do not speak to each other.
b  Communication is successful if the receiver understands the sender’s
message and gives the appropriate feed-back.
c  The only message that matters is the one the other person receives.
d  Each message consists of verbal and non-verbal signals.

2. Communication Process
The problem is that communication is rarely as simple as this model would suggest.
When messages are sent, the source has to try to understand what they are trying to

say. This might be interpreted differently by the receiver.

Communication Process Model

Sender Encoder Medium Decoder Receiver

Y
Y
Y

Feed-back
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Sender The person who initiates the message.

Encoder It transforms the message into the appropriate medium.

Medium  The means by which the message is transmitted. This can be either:

o  Oral — spoken

o  Viaelectronic means — e-mail, fax or through the Web for example

o Telephone

«  Paper based — letter, memo, scribbled note, poster etc.

o Image/visual

« Sound

o Silent communication — smell, touch, body language, colour, how letters or

numbers are presented.

Decoder It reconstructs the intended message from the message actually
being transmitted.

Receiver s the person to whom the message is directed.

Feed-back is the receiver’s indication in some manner that the message has
been received.

Phases in Communication Process
Origin of the idea.
Selected channel.
Coding.
Transmitting.
Accepting the transmitted message.
Decoding.
Interpretation.
Feed-back.

Discussion Questions:

I.

2.

Do you agree with the statements?
a. The personal success, success of the family, success in social and
commercial relationships depend on ability to communicate effectively.
b. The sender encodes the meaning in hid mind to a signal and the receiver can
decipher this signal only when a similar meaning is stimulated in his mind.
Look at the two models of communication. Which of the two better represents
communication process?



Schramm's Model of Communication, 1954

Message

Encoder Deacoder

Interpreter Interpreter

Deacoder Encoder

Message

Berlo's Model of Communication

Encodes Decodes
Message Channel
content hearing
elements
treatment seeing
structure
code
touching
smelling
tasting

A Source encodes a message for a channel to a receiver who decodes the message:
S-M-C-R Model.



Task Feedback

In each of the following business cases, what sort of response do you think the source
will be looking for as evidence that the communication has been successful? What
other reactions might the source get as a result of the message being sent?

A manager posts a notice to all staff in her section telling them that there will be
a staff meeting at 3.30 that afternoon.

A small business places an advert in the local press telling prospective customers
that next Saturday they will be offering a two-for-one promotion between
10.00am and 1.00pm.

A receptionist leaves a message on the answer phone of a member of staff asking
the individual to phone back Mike Burks in Sales before 5.00pm.

The London Olympic organising team release the new logo for the 2012
Olympic Games.

A business publishes its annual report and financial accounts to shareholders.

A large business announces to suppliers that it is going to increase the length of
the credit terms it has from 28 days to 60 days.

The government announces new limits on the amount of waste products
businesses can produce.

A company producing bio-fuel announces plans to build a new plant on the
outskirts of a small town in a rural area.

Microsoft announces plans to reduce the prices of its Xbox console in the UK.

A new office worker on his first day in a new job sends a joke he has heard over
the weekend to his new boss via e-mail.

An employer sends a text message to 40 of his staff telling them they are out of
work because the company is insolvent.

A company encloses a slip of paper in every employee's salary information sheet
at the end of a month informing them of the new mission statement that the
company has decided upon.
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