5.1 Importance of
Communication

In this lesson you will learn :

1. Importance of communication

2. Characteristics of effective communication
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3. Types of communication
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Human beings are social animal$,\elVElin sbcitylvithl oaigtpeaple. In the workplace, w
colleagues. In an instit

NEVT

re are classmates. At home, we have our e are always surrounde
icate with them every day. Someti

2. It helps us describe our feelings.
Sometimes, we want to share our feelings with our
friends and family. We may share our happiness,
anger and worry - sharing emotions will always
make us feel better! Sharing our feelings is an
important part of communication.
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3. It helps us learn new things.
Communication also helps us learn better.
When we ask questions or doubts, we are also
communicating. This is particularly important in
a workplace. Asking doubts helps us understand
our work and be better at our job. Strong
communication skills is an important professional
skill.

MODULE 5 | COMMUNICATION SKILLS

S ‘Lle

Effective campy af ant skill in the 21st century. Being able te
al life. So what does effective communication i

rfr)%lnsh ute

u see, I'was very busy and I was not able

sorry

e (incomplete work), the reason (understanding
ednesday). It is clear.

Look at the examples belo

uss the email I sent you

yesterday. Can we have a meeting for 30
mins, at 4 PM today?”

“Can we have a meeting?”

In the first example, you are asking for a meeting without giving any more details. In the second example,
you are describing what it is about, how long you'd like to speak and at what time. That is a complete
message and is an example of effective communication.

Listening

125



)
4
=
=2
n
2
S
=
=
e
2
=
=
o
(9}
n
w
|
=]
Q
o
=

126

An important part of communicating well is listening! It is not enough if we share our thoughts. We also
need to listen when other people speak. Listening well shows the speaker that we are paying attention in
order to understand them.

Here are two emails asking for leave from an employee to their manager.
Read them and see which is an example of effective communication.
Email 1 Email 2

New Message (1) New Message (1)

To:

Cc/Bcc, From:

Subject:

Dear Ma'am,

Regards,
Sheena

|
with ves i o

- Email 1

nagegKhgprs what day
Sheend'Teeds leave . L
fndustrial Traini

ng Institute

ger K date

ena

The Email with all four marked ‘yes' is an example of effective communication.

Let’s learn about the types of communication

There are four important types of communication. It is important to know them so that you can be an
effective communicator in each one!



Verbal communication

This is anything that we communicate when we speak to other people. Verbal communication can happen
face to face, over the phone or via online platforms like Zoom or Google Meet. It can be in formal settings
like office meetings or informal settings like when you spend time at a friend'’s house.

Non-verbal communication

When you are communicating with someone face-to-face, you need to pay attention to nonverbal
communication as well. This includes facial expression, body language, posture and eye contact. Here are
some common examples of non-verbal communication:

* Fidgeting, shaking your legs or picking at your nails when you are nervous
¢ Yawning when you are sleepy

«  Sitting upright when you are focused

Written communication
This includes letters, emails q din po ( atig hort sentences,
vocabulary that is eas erstan > 3

Visual com

Visual co S or images to convey a message. Thi

type of camp ation in ew years. Posters, videos, pictures and movie
Q | ]
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What I learnt today:

Puta « if you know this topic well.

Communication is important to share our thoughts, ideas
and feelings.

Effective communication needs to be clear and complete.

Listening is also an important part of effective
communication.

There are different types of communication - verbal, non-
verbal, visual and written.
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<les ayev will learn :

Jsal ce ymunication
» . bet. een spoken and written communication

Importance ot y_ud verbal communi

Industrial Tr:aining Institute

Ate most of the time?

communication. For example, anyt
Kashmiri, Assamese etc can be verbal communication. Similarly,
anything written in Hindi, Tamil, Kashmiri or Assamese is also
verbal communication.

Verbal communication can be successful when we choose the
right words to share our message. Depending on who we are

talking to, it can be done in many ways. L.
Communicating to yourself
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.

( Hi, how are you?) ( I am fine, thank you)

&

Person to Person

The success of verbal communication depends on three main components:

1. The way we communicate
2. The words we use to communicate
3. The way we are understood by others
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What type of verbal communication are you better at - Writing or Speaking?
How can you improve yourself?

Let’s learn about the importance of good verbal communication

Ok, I will do that.
Enjoy your leave.

Verbal communication, be it through speaking
or writing is very important to share information

I will be on leave next
eek. Please deliver

understand the
tf unication.

Skill India
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What I learnt today:

Puta «~ if you know this topic well.

1. Verbal communication is the use of words to share
information

The two major forms of verbal communication include
written and speaking.

When. verbal communication.is simple.and.clear. it results
in minimal confusion.
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Inthis lessenwou vallblearn:

& Ny

F

Nf':‘t!g Iu use to writdhelgstsi@nidamadsihstitute

Fill in the blanks e correct answer.

(a pen/an

p.between two people We

Always start with the sender’s address at the very beginning of a letter. This is how the reader knows who
the letter is from! We must make sure to write our complete address so they know where to send their
reply to!

officials or in wo
letters were used more

Writing a formal letter has sev

Step 1: Sender’s address

Step 2: Date

Letters take some time to reach their destination. The date is a critical piece of information documenting
when the letter was sent.
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Step 3: Receiver's address

Just like you wrote your address, you also need to
write the address of the reader! This helps make
sure that the letter reaches the correct person.

Sender’s address
Step 4: Greeting

We all say “hello” when we answer a phone call.
It helps us start the conversation and greet the
person we are speaking to. We need to write a

Date

Receiver’'s address

greeting in our letter as well. Common greetings __ Greeting
include “Hi,” “Hello,” or “Dear __" where you write Subject
your reader’s name. Body

Step 5: Subject
The next step is to tell th

J&’II India

er! This is the
. RlcT HIRd - BRI HRA
ing we wanted to.
fficial purposesilik
ment officials or

complaining to local

NEUT™

Step 7: Signature

Industrial Training Institute

ing we wanted to share, it is tim
ny ways to end a lette
now them well,

ess on it,

its way!

Your address A greeting to your friend Your phone number
The date Your account number
Your friend'’s address Your signature at the end



Let's learn how to write an email

An email is a letter that we send through the
internet using an electronic device. It is a lot
faster than posting the letter! Today, emails are an s
important form of communication. People write CofBie, From:
emails for work and to their friends. Let us learn
how to write an email!

New Message @
Receiver’'s email id

siect: Subject Line

Email body
1. First, to write an email, you need to log in to
your email id.

2. Onceyou log in, you will see a “Compose” or
“New Email” button on your screen. Click that
and you are ready to get started!
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ep 2: Subject line -
@ subject line describes ur email is about. l.some examples ject lines:
NCUT NCUT

here is a function in your family &Q@Wﬂé\leﬁ@éﬁ@g mﬁ'&)‘éh@oer 24th. You are working in

a company and need to eave for that day. The subject line co ve Application:

our receiver to know. Keep the emai
just like a letter. Examples of formal endings a Sincerely”. At the very end, we must add
our name and email address! For example, a formal email could end like this:

Regards,

Maria

Technician

ABC Pvt Ltd
mariaABC@email.com
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Tip: Once you are done writing your email, don’t forget to press ‘Send’! Only when you click on ‘Send’
the email will leave your email id.

Which of these lines are good subject lines? Remember - subject lines should be

short and easy to understand! Tick o the ones that are correct.

O Happy Birthday!

O Last Sunday, I went to watch a movie and I really liked it
but I am still not sure who that actor was.

Let's learn how to write a resume

very impo
a job. Todg

: em? Our nameI
r resume asrgkﬁﬁl‘
op in large fo India

BIRIeT HRd - mek_ﬂ)ﬂ?ﬁ

' -

Contact details

Netﬁovarnl ume, they will wan . Skills
e more. They willyan&teic?&ining Institeie.

us and schedule this c rsatlon To make it easy
for them to reae
numk

Expenenéﬁ’

at we have studied. We should start from
e as well.

Tip: Start from your mos
It is okay - you are at the beginr

Skills

The final section of our resume should talk about our skills. This can include languages we know and
softwares (like MS Word and MS PowerPoint).

Remember: According to Indian law, employers cannot discriminate on the basis of age, gender or
other identity markers. We do not need to provide these details in our resume.



Activity
Time!

Every section on a resume has a specific purpose.
Match the section to what it contains.

4 ; )
Purpose Section
It says where I live. Phone number
It says what I studied. Address

It says how to call me.
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ou know this topic well.

Ry s are written with pen and paper. There are six ste,
writin j a letter.

éma’ls ~~e like letters but are sent on the internet uz'-.¢
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A -esume is important when applying for a job. There
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5.4 Non-Verbal Communication

In this lesson you will learn :

The meaning of non-verbal communication

The appropriate spatial distance for formal and informal
communication

The importance of maintaining appropriate body movements
and appearance

Thinking
Box
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he meaning of non-verbal

of sharing
or spoken.

aid that as humans, we
erbal communication,

sadness etc), more than words (I am feeling sad).
than hearing words, when you see someone cry, you
understand better. Therefore, non-verbal communication
is a very effective way of communicating. Sometimes, it is
more powerful than words!



4 )
There are 6 ways in which non-verbal communication takes place:
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distance or space |

v
0 undérstand what “Whe tone: The ton eed 3
ars rad L* ssp

waytoshow respect ) ice communicates<alot. Fo
aki ,” e contact whil&§J¢i|| |shdvws we are angry. Talking ve
ance wier #za - peamwe are thinking orsi¢k or

v

N =
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N EldeFou t

message

distance between yourse
called spatial distance.

If you meet your friend, you will sit close to
natural to be physically close with your brother/sister and
family members. This is because these are close, informal
relationships. It is fine to stay physically close to people
who are close to you.
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When you are in a formal environment, distance needs to be
maintained between people. For eg., in an office, you should not
sit or stand too close to your manager, or co-workers because

it is not professional. Such relationships are called formal
relationships. You need to maintain a minimum distance of 4
feet between people in a formal relationship.

f}

Why do you think it is good to maintain distance in formal relationships?
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1. Wearclea “’}"‘ *-
2. Take a bathjkeép yourself clean
N [;.vu'rour n d keep them clean l ‘
. "Cofb your hair well Industrial Training Institute
5. Carryyourt neatly in a simple bag

ear eup or perfume
shave preperly
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Imagine that you have to attend an interview in 1
week. Now, find a partner and make a list of ways
in which you will prepare your appearance for the
interview. All the best!

Activity
Time!

Vigrut I (o™t R0 dog
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NoRer amunication is the sharing ot . Gyt h ol
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Let’s learn how to identify formal and informal communication

Communicating effectively means that the other person has fully understood what you are sharing. You
can know if someone has understood you by the way they listen, respond and continue the conversation.

Identifying formal and informal communication is very important to communicating effectively. Knowing
the difference between these two types of communication will help decide what words you use. It will also
help you decide whether to communicate verbally or in writing. Here are some questions that will help
identify if the communication is formal or informal.

4 )

Question Formal Informal
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to formally and who w
2"’ for informal n

of us - based on our introdd

When we introduce ourselves to a new fri a tea an interviewer, they notice two things about us.
1. Our verbal communication - What are you telling them about yourself with your words?

2. Our non-verbal communication - What are you telling them about yourself without words, through
other things like body language?

So when you introduce yourself, you must work on both your verbal and non-verbal communication.
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Verbal Communication Formal Dress Code

1.

Non-verbal Communication
1.

Use the correct greeting for the situation. If
it's a formal context, say “Good morning!” or

Neatly

iy ' 7"

Hello! How are you?”. combed hair Neatly N
Tell the person your name. Share a little \ combed hair Minimal
information about yourself like what you do

\ jewellery and
and what kind of activities you do in your free makeup

time.
Formal shirt

Speak in a clear and confident voice. Do not
whisper or shout. \

Maintain eye contact with the person _

speaking to. Formal shirt
& trouser

Be mindful of your body

standing, stand straig

eeting. If it
e to wear formal Formal black or brown

. Q shoes with socks;'.

Skill India
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What I learnt today:

Puta  if you know this topic well.

1. We all spend time and communicate in two kinds of
environments - formal and informal.

Formal communication is for communication with colleagues
and employers in the workplace. Informal communication is
with friends and family.

The communication guidelines to be followed are different in
formal and informal settings.

When we introduce niirealvves to someone, we can make a
goodfirsT | pnessiaR Warlistibeyn 1 O faliof our verbal'and
0 Lay@rD

MODULE 5 | COMMUNICATION SKILLS

[ G ]
sor y=u will lea+=

e 1 pgrtansc Cigeffective communication'at th= workplace
How to elim: ~atF “he barriers to effi r ication

{ow o use tcxt'aessaging for workplace comrauication

Let’s learn about the impo : ective communication
at the workplace

Communication at the workplace happens through many channels. During meetings, we speak and listen
to the people in the room. In emails and documents, we read and write to exchange information. We make
phone calls and video calls to consult with each other. We also send short text messages and notes with
each other.

When communicating at the workplace, you might be speaking or writing to a person. For your
communication to be effective, follow the 6Cs of communication while forming your message.
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Is it clear?
Are you communicating the information and your views in a way that is easy for
the other person to understand?

Is it correct?
Is all the information you are sharing correct in every way? Is it free of
grammatical errors, spelling mistakes and factual errors?

Is it complete?

municated your message in a short and p
and to the point (concise)? Have you avoided di

b:%ther things? %’
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Let’s learn how to eliminate the barriers to effective
communication

There are specific things that can make it difficult to communicate in a workplace. It is good to be aware of
these difficulties so that you can avoid them.

1. Language differences: A workplace often has people from different parts of the country. Think of a
team with 10 people -
7 people are from the same city and all speak Marathi. The other 3 people do not speak Marathi
because they come from other places. It's good to avoid speaking in Marathi during meetings and
group discussions because it cuts off communication for 3 people.
In a workplace, check what is the preferred language and use that for all communication.
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e when you tried to e

Let's learn
communication.

The most common method of communication in most workplaces is email. Nowadays, workplaces also use
text messaging for regular communication. Workplaces have a preferred app that they use for chatting and
texting. Here are some of the popular chat apps used for texting in a workplace.
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Q- P

Whatsapp Slack Microsoft Teams Google Hangouts

Email can be used to communicate final decisions and for formal requests. You can use workplace chat to
have regular conversations with your team, ask simple questions and make quick decisions.

It's important to remember that using chat at work is still formal and in a professional environment. We
cannot send messages in the same way we text our friends and family.

Follow these tips while sending text messages.fe ace.communication.

ed more time to
0 your doubts. Can you give me™a

dential information and documents over
be shared on chat and must only be shared ove

y and éllow them. %'
\g Skill India
TBI2061 HIZE - 2001 HIZA

Azim and Priya a%ed®orking on @ i-
togfjcher. The cli@ % anges thg i from 10
1

Wed®Sday. Azim t€Xts form her.
Write the chat co ersatlgﬁhﬁsettr éérrﬁa alrr]I%F'Wﬂ?a.
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Communication at tne.v.c ' _.—~c1ullow the 6Cs. It
must be clear, correct, complete, concise, considerate and
courteous.

Different companies have different communication styles.
When we understand this, we make communication easier.

Workplace communication often happens through chat
and text messages. We must remember to remain formal
while sending text messages for work.
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5.7 Workplace Communication:
Introduction

In this lesson you will learn :

1. Importance of teamwork

2. How to work well in a team

&
XY |
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Ne[}l?él‘h ak the impor!ieamwor
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Teamwork is when diff eople work together
on the same

)
4
=
=2
n
2
=
=
=
e
2
=
=
o
O
n
w
|
=]
Q
o
=

Thinking
Box

NCVUT

erything: It is not
p to do the
pd carpentry

the work. Bypwe q t
done faster. \ 1
specialized skills

will be higher.

e Teamwork brings new ideas: We g\
other people is a great way to listen to new
ideas! Each person will have their own thought
process and opinion. When deciding what
colour to paint the house, everyone is sure to
have a different answer! By working together,
these opinions get shared and the best option
can be chosen.
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*  We all like company: Sometimes working
alone can get lonely and boring. Imagine
building an entire house all alone! Working with
a team gives us other people to speak to, share
ideas with and learn from. We all feel happier
and learn more when we work together!

The concept of ‘synergy’ best describes the
importance of teamwork. Synergy means that the
work done by a team will always be better than
the work done by each of the team members
separately. By working together, we are all better.

MODULE 5 | COMMUNICATION SKILLS

c anything else. It
ome simple/rules.
ind every time w

5 practice and
is what we should ke

ave a shared goal
t is important that ever e team is

e sa anding
| alwaysgh

Industrial Trai

amwork. Ask
pinions,

when working on a team. That is completely
understandable. If you have different ideas
or you do not agree with a teammate’s
idea, remember to communicate clearly but
respectfully. Explain why you do not agree and
invite them to explain their point of view. Be
open to changing your mind too!

147



e Share - responsibility and credit
Finally, remember to share the project. This means sharing the responsibility of the project with
everyone in the team. This will help everyone feel involved and motivated to participate. This also
means sharing the credit. For example, do not say you completed the project with your team'’s help.
Instead, say that we all successfully completed the project.

Have a shared goal | Listen actively | Disagree respectfully | Share responsibility and credit

Activity
Time!
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5.8 Managing Conflicts

In this lesson you will learn :

1. What is workplace conflict
2. Common causes of workplace conflict

3. How to effectively resolve conflict at workplace
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? Have you had an argument with Havepyeu been angry

e involved in confli

angry.
other.

Conflicts in a workplace are common. At a workplace, different kinds of people work together. They need to
work together, share ideas & workload. Hence, conflict is common. Workplace conflict can affect people’s
ability to work together and cooperate with one another.

149



(%]
i
|
—_
X
n
Z
=
<
=
2z
)
=
=
O
(V]
n
w
-
=]
(=]
()
=

150

Describe how you would feel in this situation.

You are speaking in a meeting when your coworker, Kirthi, interrupts you. You think
it could be a mistake, and to ignore it. In the next meeting, you notice that Kirthi
interrupts you again when you speak. This keeps on happening. How would you feel?

Let's learn about the comm

When workplace conflict h #;

best to solve the co
must understand 3
Workplace con y

following re
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e the same way.
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sometime

Tina and Roshan have as given them Rs.1000 for
the trip. Roshan suggests 'Q ha 0'eqchgThe train takes 4 hours to reach the
town.
However, Tina prefers that they hire a cab for Rs. 900. The cab will take them to the town in 2 hours. It is more
comfortable to travel than in a train. Tina and Roshan have a long discussion about these options. They think
that their suggestion is the best. This leads to a loud argument.

3. Stress: Sometimes workplace conflict occurs because people are tired and stressed. When we are
stressed, it is difficult to be calm and patient. Under stress, we also react to situations faster without
thinking about it and trying to understand the person. This can lead to arguments over small issues
that can be easily resolved.



Monica has not slept well in 4 days. She has been
having a headache. So when she goes to work,
she’s still tired. At work, they’re working on a
difficult and important project. Monica has not yet
finished her presentation.

Varsha comes to Monica and asks her “Hi Monica!
I'm having some trouble with my presentation.
Can you help me with the last slide today?”
Monica yells back at Varsha “No Varsha I can't!
You need to do your own work. I can’t be doing
things for you. I'm not your assistant!”

MODULE 5 | COMMUNICATION SKILLS

ress?
I r "\
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\ 4 -
o your friends and family® ‘
y N
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h 4
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aid Ve
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e them feel2 -

Listen to everyone:
feel.

Focus on the situation, not the person. Avoid looking at a
particular person or their personality as the problem.

Take the first step to offer a solution to the problem, even
if you feel the other person is completely wrong.
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Activity
Time!

Reread the conflict situations in the previous
section. What is the best way for thease people
to resolve the conflict?

1. Leena, Abi and Sheki - The Missed Meeting
On Thursday, Leena and Sheki waited in the restaurant. Abi waited in
the meeting room. Abi is angry that Leena informed Sheki but did not
inform him. Leena is frustrated that Abi is angry with her and he did
not make the effort to clarify.

suggestion is the best. This leads to a lo
n do?

tickets Witholing Tina about i

at Tina is tBliil {ndiaure that they
journey to tHETEEAGTOffer to help Ti

~+adnv:

&SIty ouk oW this tapicyy el
iISYo[SEfICUS e rgument ot

D EONgE,

Workplaee, C O " flietcanmbecaused™®y 11 2 Lysthings
like stress, lack of communication and differences in
personality.

We can resolve workplace conflict by being calm, listening
to others and finding a peaceful solution.




5.9 Handling Criticism

In this lesson you will learn :

1. The difference between unfair and constructive criticism

2. How to deal with criticism.at the workplace
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Constructive Criticism Unfair Criticism

Gives you suggestions on how you can
improve. It focuses on steps to take
better.

[Ex: Your speech g
More points
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How to respond to unfair criticism?

1. Remain calm. Do not respond to the person's
negative emotions with anger or frustration.

2. Try to find useful advice in the criticism. Is
there some part of the person'’s criticism that
can help you to improve?

3. Remind yourself that this is unfair criticism.
Remind yourself of your strengths and your

accomplishments.
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4. Don't stay in the conversation for too long if
the person is becoming more angry or frustrated. Leave the place. Ask them if you
can continue the conversation another time.

How to respond to constructive criticism?

1. Take a few minutes to understand the criticism.
When receiving criticism, our first natural
reaction is to talk and explain. Stop yourself
from doing that. Think about what they are
saying for a few minutes. v

2. Listen closely to what the person is saying.
Understand their perspective on your
weaknesses.

3. Saythankyou. Tell the person t
appreciate that they took th
to you. /
4. Ask them questions ] i
Questions suchia
a. What cand’d :
: C e area.

on with the person, spend 10 minutes alone
o lmptrove yourself based on constructive criticism.
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Constructive criticism is criticism that helps us to improve
and become better.

Unfair criticism is criticism that is not helpful or true.

We can respond to both constructive and unfair criticism in
different ways. In both situations, it's important to remain
calm and listen to the person.
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5.10 Assessing Your
Communication Ability

In this lesson you will learn :

1. To identify the strengths in your communication skills

2. To identify the areas of improvement in your communication skills
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I can confidently introduce myself to new
I can stay calm and respond well if I'm involved in any conflict.

I can understand when problems are caused because of lack of communication.
I can work and communicate well in a team.

I can recognise when criticism is constructive and when it is unfair.

OO0O0OO ODOoOooO0ooooooad

I know how to respond to constructive criticism from someone.



Here are 6 communication badges! Choose any 2 to award to yourself.

A

Listening
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If you have ticked some of these :
You can seek help and practice these sk < 3 ese area i ovement will be your strengths!
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Activity
Time!

[
Write 3 specific things that you can do to improve

your communication skills.

This month, I will...

In the next 6 months, I will...
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