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Communication skills
Developing communication skills can help many aspects of your life, from professional career, to social gatherings, to family life.
Good verbal and written communication skills are essential in order to deliver and understand information quickly and accurately. Being able to communicate effectively is a vital life skill.
In contrast, poor communication skills can have a negative impact, a poorly delivered message may result in misunderstanding, frustration and in some cases disaster.
Communication can be defined as the process of understanding and sharing meaning. To communicate well is to understand and to be understood. This can be achieved in the following ways:
1. Verbally - your voice;
1. Visually - e.g. images, graphs, maps, infographics;
1. Non-verbally - e.g. body language, eye contact, gestures;
1. Written – e.g. books, websites, emails.
Listening is an important part of communication, being able to listen is an important communication skill. It’s easily overlooked, as people tend to focus more on what they want to say, rather than listening to what the other person is saying.
Knowing when to pause to allow the other person to talk is an important skill. It conveys respect and a willingness to hear the other person’s point of view. This should lead to a more positive working environment.
Communication skills are needed to speak appropriately with a variety of people whilst maintaining good eye contact, demonstrate a varied vocabulary and tailor your language to your audience, listen effectively, present your ideas appropriately, write clearly and concisely, and work
well in a group. Many of these are essential business skills that employers seek.
Having the ability to listen carefully, speak clearly and put others at ease is valuable in any organization and can involve a wide range of skills:
1. Listening to others and showing interest in what they say;
1. Dealing with telephone conversations appropriately;
1. Encouraging interest and interaction from others in your team;
1. Expressing an opinion or asking a question clearly;
1. Being able to persuade others.
In demand by businesses oral and written communication proficiencies are consistently ranked in the top ten desirable skills by employer surveys year after year. 
Skills potential employers seek:
1. Communication (written and verbal)
1. Organization
1. Teamwork
1. Critical thinking
1. Analytical skills
To help your career progress you will need to request information, discuss problems, give instructions, work in teams, interact with colleagues and clients. If you are to achieve co-operation and effective teamwork, good human relations skills are essential. Also, as the workplace is also becoming more global, there are many factors to consider if you are to communicate well in such a diverse environment.
Being able to deliver messages clearly and understand other people means work can be completed more effectively and to the benefit of the company as whole. 
Employers want staff who can think for themselves, use initiative and solve problems, staff who are interested in the long-term success of the company. If you are to be seen as a valued member of the organization, it is important not just to be able to do your job well, but also to communicate your thoughts on how the processes and products or services can be improved.
Good communication skills help you absorb information and express your ideas in a clear, concise and meaningful way to other people.


Methods of communication 
· Verbal Communication 
Verbal communication is delivered and received face to face, by phone, radio, computer, television and other media.
When we communicate verbally, it involves not only speaking, but also requires non-verbal communication skills – listening, eye contact and body language. 
Delivering too much information can be as counter-productive as delivering too little. How we communicate is dependent on the context of the situation too. A different approach is needed for different situations in order for the information to be meaningful to the listener.
1. Non-verbal communication
Non-verbal communication is delivered and received through body language, eye contact, gestures, and how we dress or behave.
Body language needs to be in line with the verbal content. Facial expressions, gestures and posture can greatly improve the listener’s understanding of the verbal information being presented. It can also add interest, and help to maintain the listener’s concentration.
Eye contact between speaker and listener is important too. If a speaker actively seeks out eye contact when talking, he or she is judged to be more believable, confident and competent. However, too much eye contact can make the listener feel uncomfortable, or think the speaker rude, hostile and condescending; and too little eye contact can make the listener think that the speaker is uneasy, unsure or insincere.
How much eye contact is considered appropriate though will always depend on the situation, the setting, cultural expectations, gender, and personality types.
Your body posture, hand gestures and eye contact all express a meaning, often saying much more than the words you speak. 
1. Visual communication is delivered and received via charts, maps, images and graphs.
1. Written communication is delivered and received through printed or digital media such as letters, e-mails, books, magazines, and the internet.
Respecting people
If you do not respect the person to whom you are speaking, your language and your non-verbal communication will communicate that. Showing disrespect for somebody will remove their respect for you. People who do not respect one another cannot communicate effectively and may reach the point where they cannot communicate with each other at all. Whatever personal feelings you have about co-workers, you need to communicate effectively with them in order to do your job efficiently and safely. Do not start off on the wrong foot by showing a lack of respect.
This applies to anybody in the company, whether it is your supervisor, somebody who works under you, or somebody who works in another area of the company.
Showing respect for somebody is not difficult. If you treat people how you would like to be treated, respectful communication will come naturally. Here are some additional guidelines to maintain respectful relationships:
A smile is powerful non-verbal communication. A smile welcomes people and makes them feel at ease. It suggests that you do not have bad feelings about them, and that you are willing to listen. A smile acknowledges the presence of others when you do not have time to ask how they are doing or if they are speaking to someone else while you pass by
Other Languages and Cultures
Not all of the people who you work with will speak English well. They may be from other countries, or have little education, or both. Because a person does not speak English well, it does not mean that he or she is not intelligent. Think of situations where you did not understand the words being used, perhaps in school or while in another country.
When you speak with people who have a lower level of English than you, imagine trying to speak in their language if you were just learning it. Speak like you would want them to speak to you. Speak slowly. Choose simple words and pronounce them carefully. Watch the person’s non-verbal communication for signs of understanding. Ask simple questions that will give the person a chance to show understanding. Because expressions are usually based on cultural knowledge, avoid using them. Avoid using unnecessary jargon, but do use the jargon that is common in the company. Do not treat the person like a child but as a dignified adult whose knowledge of English is limited. Do not raise your voice. A lack of language is not a hearing problem.
When you adjust the way you speak so that people who do not speak English well can understand you, both they and you will benefit. Those people will be able to do their job better because they understood your instructions. They will work more safely because they understand the situation or procedure better. They will appreciate your effort to communicate with them and respond better to your demands.

Conclusion
The ability to communicate effectively with clients, colleagues and managers is essential, whatever sector you work in. Good communication improves teams, inspires high performance and enhances the workplace culture.
 By teaching yourself how to communicate more effectively, you’ll interact in a more constructive and productive manner, making the workplace a positive and thriving environment.
 Summary of benefits
1. Highly valued in the workplace;
2. Helps your career progression;
3. Allows you to speak concisely;
4. Build better rapport with customers;
5. Enhances your professional image;
6. Highly skilled communicators make more money;
7. Good communicators have higher self-esteem;
8. Most important skill for people entering the workforce;
9. Communication is among the top traits of successful entrepreneurs;
10. Effective communication skills aid in development of leadership skills;
11. Gives you the tools to participate in society.
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned to you at the next session. You will need to include a scanned copy of this exercise in the form of an appendix together with your Task 1 (part of the Assignment for this module).
Ex.l. Read the following passage and answer the questions on the next page.
Improve Your Communication Skills
Successful leaders are able to meaningfully communicate with others. Steve Jobs inspired his employees to strive for perfect hardware products. Jack Welch mentored the senior leadership team of GE to new heights. Jeff Bezos is known for articulating the Amazon ethos clearly to employees and the world. How can you improve your communication skills in order to become a more effective leader?
One study found that nonverbal communication accounted for 55 percent of how an audience perceived a presenter. That means that the majority of what you say is communicated not through words, but through physical cues. As with most leadership skills, receiving honest feedback from peers, managers and members of your team is critical to becoming a better communicator. If you regularly solicit feedback, others will help you to discover areas for Improvement that you might have otherwise overlooked.[image: ]
Engage the audience in discussioo. Fegardless of how compelling the speaker is, all audiences have limited attention spans. To become a more effective communicator, make presentations and discussions interactive. Ask the audience a question, encourage people to call out their thoughts during a brainstorming session or at the very least ask hypothetical questions to stimulate the audience.
Master the art of timing. While some of their jokes might not be appropriate for the workplace, stand-up comedians are certainly effective communicators. Comedians like Louis CK, Chris Rock and Dave Chappelle are able to host compelling 90-minute comedy shows, in part because they are able to feel out their audience to determine when to move on to a new topic or when to reiterate an idea.
A recent study revealed that people generally retain more information when presented with novel, as opposed to routine, situations. To help audience members retain information, consider injecting some sort of novel event into a presentation. This might be something funny, or something that simply catches people by surprise.
"Listen more than you talk." This is what Richard Branson tells business people who want to connect with others. To communicate effectively, first listen to what others have to say. Then you can provide a thoughtful answer that shows you have taken those ideas into account.
	[image: ]	(fou)f[image: ]
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1. [image: ]In your own words, what is nonverbal communication?
2. According to the text, why is it important to engage the audience in discussion?
3. Which advice do you find most useful and why?
4. How could you improve your own communication skills?
[image: ]
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Time allocated: 1 hour. Please return your paper to the lecturer upon completion. It will be returned to you at the next session. You will need to include a scanned copy of this exercise in the form of an appendix together with your Task 1 (part of the Assignment for this module).
Ex.l. Read the following passage and answer the questions.
I (Kelly Quintanilla, one of your co-authors) have taught many successful workshops to business professionals over the years, workshops in beautiful locations with enthusiastic participants. I also taught one workshop that appeared to be doomed to fail before it even began. The topic of this 6-hour workshop was conflict management. The group was a department whose members were currently engaged in a battle with one another. Literally, half the department was not speaking to the other half. Some of the best department members had put in for transfers. Productivity and customer service were suffering.
[image: ]Knowing all this in advance, I had carefully selected a large room with comfortable chairs, round tables, and good lighting. I had planned for several breaks with food and drinks in an attempt to foster informal communication. The meeting environment was ideal. Unfortunately, an emergency water outage caused the workshop to be moved to a room in one of the local museums. The meeting was scheduled to begin at 8:00 a.m., but many people arrived late due to the last-minute change in location. Those who arrived on time became increasingly agitated as they waited. Part of their agitation stemmed from the fact that there was no coffee, no food, nothing. Despite several calls, the food order never made it to the new location. The only place to get a drink or snack was a small, extremely overpriced gift shopthat did not open until 10:00 a.m. To make matters worse, the room had about 40 mounted anima heads hanging from the walls. The animal heads, most of which were in a growling pose, were very dusty, causing anyone with allergies to begin sneezing and sniffling. The final problem was the furniture. The chairs were the small, metal, folding kind. The tables were also small, and there were not enough of them, so the participants were crammed together. I could not imagine a worse meeting environment for any group, let alone a group already engaged in conflict.
I needed to do something quickly.
QI: What went wrong?
Q2: What would you have if you had been in that position?
[image: ]Q3: Could the situation somehow be used to your advantage? Why/ why not? Q4: Could any model of communication help explain this situation?
[image: ]	1 — 
[image: ]
Ex.2. Read the following brief and write a business email according to the instructions.
Write an email to a business contact or colleague asking for information.
Prepare the situation using the questions below. The information can be real or imaginary.
· What is your company's business? What products/services do you offer?
· [image: ]What is your position in the company?
· What information do you want right now? Ideas: the status of an order that you are waiting for; product information to give to a customer; market information about a new country where you are going to do business; financial data to write a report; hotel information for a business trip you are going to make. • Who are you going to write to, to get this information? Ideas: a colleague in another department/from another country; a customer; a supplier; your line manager.
· Can you make your request for information more specific?
· Do you want to give any information to them? / promise action? / offer help? Now write the email.
[image: ]
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