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UNIT-I 

 

COMMUNICATION 

Whylisteningskillsareimportant 

 

• Improvesrelationships 

• Improvesour knowledge 

• Improvesourunderstanding 

• Preventsproblems escalating 

• Savestimeandenergy 

• Cansavemoney 

• Leadstobetterresults 

LISTENING 

• Listening is the process of receiving andrespondingto spoken messages. Listeningisnot just hearing 

what the other person says,butactuallyreferstounderstandingwhatisbeingsaid. 
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EssentialElementsoflistening 

 

• 1. Receiving - Hearing what issaid 

• 2.Understanding-Comprehendwhatis heard 

• 3.Responding-Acknowledgethespeakerbynodding 

• 4. Remembering- Reproducethecruxofwhatisheard 

INSTRUCTIONS 

Giving instructions is a commonoccurrence. Instruction is used toperform a task and carry out 
aprocedure.Generallyitwillbeakindof numbered list which suggests asequenceoftaskstobecarriedout. 

 

• The step-by-step procedure enablesthe listener to perform the task.Firstly, secondly, then, finally areused 

to narrate the sequence ofevents.Oneshouldbeclearwiththefollowingwhilegivinginstructions. 

• Simpleclearinstructions 

• Becontext specific 

• Checkthe understandingofthelistener 

•  Offer the listeneranopportunityto clear hisdoubts 

• Logicalsequence 

• In an organization, listening plays a vitalrole in maintaining healthy relationshipamong workers, between 

employees andmanagement and also between companyand customer. Active listening andmaintaining eye-
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contact are essential toreduceconflictandto buildtrust. 

Giveinstructionstothesalesrepresentatives 

• Beclear aboutyour mission 

• Setspecific goalsbybreakingthemission 

• Check your salesactivities 

• Bepersuasive 

• Fulfillcustomerneed 

• Increase averagesales 

• Createconducive environment 

• Ask andlistentothecustomerandthenact 

Howtoimprovebrand 

• Consistency 

• Authenticity 

• Company 

Consistency 

• Consistencyis achievedwhenyourcompany’sdailyactions concurwithyour 
brand’simage.Forautomobilefranchises,thebiggestaspectof consistencyinvolvescommunicatingwiththeir 

customers at the dealership. Customersatisfactiongoes down,andaword of mouthmarketing may not work 
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in your favor. That’swhy consistencyamongallworkersisimportant. 

Authenticity 

• Itisverydifficultto gaincustomerloyaltyandtrustwithoutcredibility.Peopleare hesitantto 

trustanycompanyoranyperson withoutknowing their story.Authenticityisaboutknowingyour 

audienceanddeliveringstraightforwardmessages to them.Buildingcredibility is one of the most beneficial 

thingsacompanycandoforitsbrandintoday’smarket. 

Company 

• Every part of the company should be aware ofthe brand and how their job fits into it. 
Eachemployeeimpactsthebrandinadifferentway. 

The key is making sure that, evenmore than knowing the company’s mission statement, workers realize that 

their actions impactthecompany’s brand and how it is perceived 

bythepublic.Everypartofthecompanyfromfinancetomanagement needs to participate in 

activelyrepresentingthe brand. 
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PullMarketing 

• The pointofpullmarketing istomakeconsumers cometoyou.Tomakeithappen,youhave 

tofocusonbuildingcredibilityofthecompany,expertiseinthe field,andvalueforthe customer. Focusing on 

strengthening thereputationofyour brandshouldnotbe seenas insignificant.Itmaynotlead tonew 

clientsrightaway, butpullmarketingismoresustainableand lesstime consumingthanpushmarketing. 

Developingstory fromPictures 

• Pictures are effective tools of communication.Picturesdisseminateinformationtotheviewers.Picturescan 

havesilenttalkwiththeonlookers.Pictureswill motivate,inspireandleadpeople. Certainlythey 

willkindleourimaginationandforceustoexpressouropinionaboutthem. 

UNITII 

 

DESCRIPTION 
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Flowchart 

•  Flowchart isapowerfulbusinesstool.It is adiagrammaticalrepresentationofthesequenceofsteps 
neededtoaccomplishatask or perform a process. Each step isrepresentedbyauniquediagramshape andthe 

steps are linked by connecting lines anddirectionalarrows.Flow chart communicatesthe logical 

flowofprocesseffectively. 

Linkingwords 

Linkingwords helpyoutoconnectideas and sentences when youdescribetheprocess. 

EXAMPLES 

• Addition --And, also, besides, furthermore,too,moreover,then,equallyimportant,another 

• Comparison-- Like, in the same manner, as ...so,similarly 

• Contrast--But,incontrast,conversely,however, still, nevertheless, yet, on the otherhand, on the contrary, 
or, in spite of this,actually,in fact. 
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READING 

• There are three different styles of readingacademic texts: 
• Skimming–A quickreading ofthe text to getageneralimpressionof 

theauthor'smainargument,themesorideas. 

• Scanning–Readingtogetspecific informationfromthe text. 

•  In-depthReading–Readingtogaindeepermeaningandcomprehensionof atext. 

DEFINITIONS 

• Theword‘definition’originatesfrom‘define’,which is‘statingexactlywhatathingis’.Adefinitionhas 
twodistinctelements.First,thetermshouldbeidentifiedas an itemofa largegroup or category. Then its 

distinguishingcharacteristics are to be specified in such away that no other object, device, or 

processshouldfit intothe definition. 

StepstowriteDefinitions 

• UseofArticles:Adefinitionusuallybegins withanarticle‘a’or ‘an’or‘the’. 

• Statewhatitis–whetheritis atool oradeviceor amachineora componentor aninstrumentoraconceptoranideaor 
astudy. 

• Describetheprimaryuseof thething. 

•  Statetheconditionofthething,descriptionofthethingetc. 
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EXAMPLE 

• Dividend–Apartofacompany’sprofitsthatis paidtothepeoplewhoownsharesinit. 

• DeadLine–AdateonwhichsomethingmustbeCompleted 

• Memorandum – A record of legal agreementwhichhasnotyetbeenformallypreparedandsigned 

•  Trade–AnactofbuyingandsellingofgoodsandServices 

• Strategy–Aplanthatisintendedtoachieveaparticularpurpose. 

ExtendedDefinitions 

Defininga wordcan bewith a synonym,a briefphrase, or a formal sentence that explains theterm in its most 

basic form. Terms are words,compoundwords, ormulti-wordexpressionsthatare givenspecific meaningsin 

specificcontexts —these may deviate from themeaningsthe samewords 
haveinothercontexts,andineverydaylanguage. 
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Stepsto writeExtendedDefinitions 

• Explainthewordanditsterm. 

•  DescribeitsClassification,principle,anditsoperation. 

•  DiscussitsCause andEffectattributes,anditscomponentparts. 

• Compareandcontrast, if needed. 

Example 

• Collateral Security – This refers to an assetthatalenderacceptsassecurityforaloan;the collateral acts as a 

form of protection forthe lender. That is, if the borrower defaults onhisloanpayment,the lender 
canseizethecollateral andsellitto adjusthisloan. 

UNITIII 

NEGOTIATIONSTRATEGIES 

• The negotiating process is continual, not anindividualevent 

• Thinkpositive 

• Prepare 

• Think about the best & worst outcome beforethenegotiationsbegin 
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• Bearticulate& buildvalue 

• Giveandtake 

Negotiations: Usefulexpressions 
[ 

Openingstatements/beginningthenegotiation 

• Wewouldliketowelcomeyou... 

• Today wearegoingtotalkabout... 

• Wearegladthatyoucouldcomeandhopeyou willenjoyyour stayhere. 

• Let'sgetdowntobusiness. 

• Let'sbeginthediscussionwith... 

Expressinganopinion 

• Ifyouask me .../I think.../Myopinion,forwhat it'sworth .../Whynot .../Inmy opinion 

.../Emphasizingamainpoint/Mymainconcernat thisstage is .../Themainthingformeis...ThemainpointI'dlike 

toemphasize.../Iwouldliketoemphasizethat.../OnepointI'dliketoemphasizeisthat.../That's/Thisisanimportan

tpoint./Weneedto keepinmindthat.../Letme repeat that... 
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Suggestingoracceptingan 

offer/compromise 

• We'd like to makeaproposalthatwillhopefullybenefitbothsides. 

• Wouldyouconsider...? 

• Why don'tyou ... 

• What aboutifwe...? 

• I thinkwecanacceptthat... 

• Asking forasuggestion 

• Howdoyouthinkweshoulddealwith...? 

• What doyouthinkisthebest way forward? 

• What doyou propose? 
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Askingforinformation 

 

• Whatareyourusualcharges/fees/ratesfor...? 

• Can/couldyou give mesome moreinformationabout...? 

• Canyougivemore specificdetailsabout...? 

• Whatcan you tellmeabout...? 

Rejectinganoffer/compromise 

• I'mafraidthat'soutof thequestion. 

• I’mafraidwe cannotacceptthat. 

• I'mafraidthatwecannotacceptyouroffer/because/since/while... 

• I'mafraidthatthoseconditionsareunacceptablebecause... 

•        Yourproposal as itstandsis notacceptable.Requests 

• Doyouthinkyoucould...? 

• Wouldyoubeableto...? 

• Couldyou…? 
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Beingfirm 

• Iunderstandwhatyou'resaying,but... 

• I canseewhatyou're saying,but... 

• By andlarge,Iacceptyour views, but... 

• I'mafraidthat'soutofthequestion. 

Beingflexible 

• Would youbepreparedto ...(if)... 

• I'm willingto...(if)... 

• Ifyouagreedto...wecouldreciprocate with... 

• Providedthatyou ...,we seeno objectionto... 

• Wewouldbewillingtoconsiderthat.Wewouldbereadyto makeaconcession on... 

• Wehave no objectionto ... 
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Clarifying 

• AsIunderstandit,yourofferis... 

• IfI understandyou correctly,... 

• Please correct me if I'm wrong, but if I/understandyoucorrectly,youareproposing.. 

• AsIunderstandit,you'resayingthat... 

• Sowhatyou're sayingis...AmIright? 

• AgreeingThat'sfine. 

• You'requite right. 

• I hadn'tthoughtaboutthat. 

• That'sagoodpoint. 

• Okay,I'mhappywiththatfornow. 
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• Yes,I'dgoalongwiththat. 

• Yes,definitely 

Disagreeing 

• Ibegtodiffer withyou. 

• Nonsense. 

• Byandlarge,Iacceptyourview, but… 

• Yes,I'dgoalongwiththatuptoa point,but... 

• Ican'tgoalongwiththat. 

• Formethatisoutofthequestion. 

• Yes,but onthe otherhand... 
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Tryingconcessionstoconditions 

• Providedthatyou ...,weseenoobjectionto... 

• Providedthatyou...,Ithinkwecouldconsider ... 

• I am willingto ...(if)... 

• Wewouldbepreparedto...(if)... 

• Ifyouagreed to...,wecouldreciprocatewith/by... 

• Ontheconditionthatyou...,wecouldbe 

• persuadedtoconsider... 

Nextstep 

• SoonI'llbein touchwithmoredetails. 

• Let's talk next week and see how things are going 

• Summingup/concluding/closing 

• The mainpointsthathavebeenmadeare… 

• It'sbeenapleasuredoingbusinesswithyou. 

• Ithinkthe members ofthegroupare basicallyin/agreement withthefollowingpoints... 

•  Welookforwardtogettingtoknowyoubetter/bothsociallyand professionally 

•  Ithinkwe'vereachedanagreementon thisissue. 



17 
 

 

• We are lookingforward toexploring/opportunitiesfora 
profitablebusiness/relationshipwithyouIthinkwehavemethalfwayonthis. 

• Let metryto pullthemainthreadsofthis/argumenttogether. 

SmallGroupDiscussions 

In order to arrive at a decision in a givensituationandtofinda solutiontoaproblem,oneofthe mosteffective 

methodsisconductinga discussionina group.Inaddition,groupdiscussionsareincreasinglybeingusedin the 
jobmarket duringinterviewsandselectionprocedures. 

 

• There are different sub skills that we need todevelop in order to be effective participants ina 

groupdiscussion.Communicationskills,leadershipqualities,analyticalskills,subjectknowledgeandattitudeares

omeof theareasthatwouldbetestedduringa groupdiscussion. 

Generaltipson groupdiscussion 

1.Maintaineyecontactwhilespeaking:Donotlookattheevaluatorsonly.Keepeyecontact 

witheverygroupmemberwhilespeaking. 

• 2.Initiatethe discussion:Initiatingthediscussionisabig advantage.Butdo itonlywhenyou 

understandthetopicclearlyandhave some topicknowledge. 

 

• 3.Allow othersto speak: Donotinterruptanyonein betweenwhile speaking. 

• 4. Speak clearly: Speak politely and clearly.Usesimpleand understandablewords whilespeaking. Do not be 

too aggressive if you aredisagreeing with someone. Express your viewscalmlyandpolitely. 
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• 5.Makesure tobringthe discussionon track.Stickto thetopic. 

•  6.Positive Attitude:Donot trytodominateanyone.Keeppositivebody languageandshowinterestin 
thediscussion. 

• 7. Speaksensibly:Yourthoughtsshould besensibleandrelevant. 

• 8. Be a good listener: Speak less and listenmore. Payattentionwhile othersarespeaking.Thiswill 

leadtocoherenceinthediscussion. 
 

SignificanceofWrittenCommunicationinBusiness 

• Goodwrittencommunicationwillhavewelldefinedgoals; itwould have 
specifiedtheproblemsandsolutionswhich areveryimportantforbusiness.Writtencommunicationhelpsto 

buildgoodrelationshipwhenitis done veryeffectively. Itshouldhaveclarity forthe recipient tounderstand,to 

understandthe pointofviewofthe writerquickly. 

• Thetone ofwritingshouldbepositive.Itisessentialthatwritingshouldbe freefromspellingandgrammarerror.Pre-
writing,writing,revising andeditingarethe importantstagesin businesswriting.Essay 

• Essaymaybeofa simplenarrativeordescription of a process. Sometimes it may beacompare 

andcontrastoranargument.Essaydealswithasingleideawithmanysupportingevidencesto 
drivehomethepoint.Essaycanbeclassifiedas Narrative, Descriptive,Expository, 

ArgumentativeandCompareandContrast. 

• NarrativeEssay: Itisasimplenarrationoffacts or one’s experiences. Writer should becreative. 

Ex:YourFirstDay inthe College 

• Descriptive Essay: It is based on the detaileddescriptionandanalysisofanobjectorevents. 

Adjectivesandadverbs,metaphorsandsimilescanbe usedtovisualizethings.Ex:Your favoriteSportsman 
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• Expository Essay: This includes the process ofinterpreting some process, personal 

responsetotheparticularexperienceorsituationorcriticalanalysisofsome topics.Ex:PublicTransport 

• ArgumentativeEssay:Writer hastostate thethesisstatementandthen putforthhisargumentsinsuch away to 

persuadethereader.Ex:Television-boonorbane 

• CompareandContrastEssay:Writer hastopresentthesimilaritiesanddifferencesbetween selected subjects. 
Ex: As a studentyou compareyour school lifewithcollegelife. 

Structure ofthe essay 

Essayshouldhavean 

 

• Introduction 

• Body 

• Conclusion 

Introduction 

• To capturetheattentionofthereaderyoucanbegintheessaywithafamousquotation.Agoodopeningwouldsaywhy 

youressay isa‘mustread’.Themainideashouldbe 
statedinasinglesentenceandyoushouldprovidebackgroundinformationaboutthe topic. 
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Bodyoftheessay 

•  Thismeansthesupportingparagraphs.Eachsupportingidea will have a separateparagraph.With 
factsandexamplestheseideascanbe developedintoparagraphs.Transitionwords orconnectives 

areusedtoconnect these sentences and give cohesion tothe paragraph. 

 

Conclusion 

• This summarizesthe essayandalso stressestheimportantideas.Hearyoucangiveyourpersonal opinion 
and also suggest futurecourseofaction. 

Pointstoponder 

• Plan for the essay- Decide on the points youwould like to discuss and also the paragraphdivisions. 

•  Thinkaboutyourchosentopic.Youhave tojot down in a piece of paper the several ideasthatoccurin 

yourmind.Searchforillustrationsandquotationstosupportyourviews. 

• Arrange yourideas inalogicalorderandputthemintheir respective paragraphs.Ideasshouldbewell 

organized. 

• Alwaysbeginyouressaywithaquotationorananecdote inorderto attracttheattentionofthe 

readers.Introductionisakindofprefaceorpreviewforthe essay. 

•  Eachparagraphshouldcontainatopicalsentenceandsupportingideas. Examplescanbegivento stressthe 

points. 

•  Transitionsorconnectives couldbe usedtoconnectthe sentences. 
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•  Unity,cohesionandcoherenceareimportantingredientsofanessay. 

• Simple,directandclearstyleispreferred. 

• Avoidslangandcolloquialexpressions. 

•  Reviseyouressayafterwriting,makingnecessarychangesbeforesubmission. 

UNITIV 

PRESENTATIONLISTENING 

DecisionMaking 
• Decision makingisanactionconsciouslychosen fromavailablealternativeswithapurpose of achieving desired 

objectives. It is asetofactivitiesthatstructurethe processandfacilitates the choice. Decisions are focused 

onaparticularproblemora challenge. 

• Decision makingdoesn’tmean problemanalysis.Itisameansto solve problemsandisanintegralpartof 
themanagementsystemofanorganization. 

Sequenceofdecision-making 

process 

• Sensedecisionrequirement 

• Gatherinformationandanalyzethecause 
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• Identifythealternatives 

• Compareandevaluate 

• Makeachoice 

• Implementyourchoice 

• Review andfeedback 

Presentation 

Presentation signifies the act of informing orpersuadinga groupofaudience.Itistransmittingknowledge to 

asetofknowledgeablepeople inaformal gathering.Itcanbeinaclassroom,wherealearnerpresents in front of 

their peer groups andteachers. 

Itcan also bepresentingthoughtsas aninterviewerandsharinginformationas 

aninterviewee.Later,inaworkspaceitcouldbeasanemployer presentingthe ideasamidstone’s colleagues and 

the employer presentinghisdemandsto therecruits. 

3 P’s 

The3P’sreferto 

 

• Preparation 

• Practice 

• Performance. 
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P- PREPARE 

•  Makesuretoknowthetargetaudienceforwhomthepresentationisintended. 
• Be clear with the objectives of thepresentation. 

• Prepare the framework accordingly, whetheritis meantto inform,instruct,promoteorpersuade. 

• Get the specific details such as purpose,expectedoutcome, durationandlimit,venue,densityofthe target 

audience. 

•  Ifnecessary, background of amajorityof thetarget groupmighthelpto manageunforeseensituationssuch 

astheculturalbarrierswithease. 

• Thereby,takingtheseintoaccountyoumayanticipatethe questionswhichwould beaperfectfinish 

totheprocessofpreparation. 

• Lastbutnot theleast,planyourwardrobe. 

P-PRACTICE 

• Beginthepractice withanoptimisticmind. 

•  Standinfront of themirrorandcheckyournon-verbal clues such as, facial expressions,standingposture, 
gesturessuch asmovinghands. 

•  You may either record your voice or justobserve the tone and modulation of yourvoicewhile 

practicing. 
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P- PERFORM 

• Beanimatedas your passionfor thesubject isthedrivingforce. 

•  When you enjoy yourpresentation,it isreflectedonyour audiencetoo. 

• Standinarelaxed mannerandstaycoolbyignoringanxiety. 

• To grabtheattentionof youraudience,youmay 
useinspirationalstories,anecdotes,famousmaximsoraninterestingcase-study. 

• Eye contactisanothersignificantfactor topersuadethe audience. 

• It is necessary to present the ideas step bystep. 

• Remember, the duration of average listeningis20minutes. 

• Apresentationwhichexceedsmorethan30minutesmakesthe audience restless. 

•  Therefore,planto expressthe mostimportantideas withinthe firsttwentyminutes of the schedule 
which is soon aftertheinitialicebreaking/warm-upsession. 

• Modulateyourvoicewithrising,falling,rise-fall and fall-rise tone based on the context.Thiswould 

helpgainingcontrolandtheattentionofthe target group. 

Thedifferencesbetween 

Recommendationsandinstructions 

 

 



25 
 

 

• Recommendationsusuallywritten inpassivevoice 

• Beginswiththe objectinfocus 

• Doesnotaddressthereaderdirectly 

SentencePatternsareasfollows: 

• Object+shouldbe 

• verb(participle)+Object 

• mustbe +verb 

• (participle)Object+canbe+verb(participle) 

• Object+needtobe 

• verb(participle)Object 

• oughtto be+ verb 

Instructions 

• Writteninactivevoice 

• Beginswithanactionverb 

• Addresses thereaderdirectly 

• Sentencepatternisasfollows:Action verb+object 
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UNIT5 

 

 

CRITICALTHINKINGSKILLS 

MakingeffectivePowerPoint 

Presentation 

Power point presentations are the mostcommonformofpresentationstoday.It 

isoperatedthroughslideswhich haveto becreated verycarefully. 

• CreatePresentation 

• Selectthedesign 

• Addslides 

• Choosethe layout 

• Inserttext, table,pictures etc., 

• Savethe presentation 
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NOTETAKING 

• Note-taking is a process that involves writingorrecording what youhearorreadin adescriptive way. This is 
often the first stage ofthe process of producing effective notes.Note-making is an advanced process 

thatinvolvesreviewing,synthesizing,connectingideas froma lectureora readingandpresentingthe 

informationin a readable,creativeway thatwillstickinyourmind. 

Importanceofnote taking 

 

• Promotesactivelistening/reading 

• Providesa frameworkfor revision 

• Improvesunderstanding 

Principlesof Notetaking 

• Use yourown words. 

• Beconcise. 

• Useabbreviations,phrasesandkeywords, notsentences. 

• Mentiondate andreferencenotes clearly. 

• Number pages andpoints. 

• Useheadings andsubheadings. 

• Listdetails. 
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• Use boxes, underlining, colour coding,CAPITALSandhighlighting. 

• Usearrowstoshow linksbetweensections. 

• Usediagramsanddrawings. 

• Leave a margin and plenty of space betweensections. 

• Useawell-spacedlayout. 

 

StepsforCreativeProblemSolving 

• Step1:Clarifyandidentifythe problem 

• Step 2:Researchthe problem 

• Step3:Formulatecreativechallenges 

• Step 4:Generateideas 

• Step5:Combineandevaluate the ideas 

• Step5:Combineandevaluate the ideas 

• Step7:Doit! (implementthe ideas) 

 

***** 
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