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Chapter 1 



Human communication is full of problems and difficulties. How
often do we say or hear statements like 'I didn 't really mean that' or ' You
still don 't see what I mean; or 'You don't seem to have grasped the point '?
Whatever we try to communicate, something often seems to get in the
way and we are not understood in the way we intended. But even when
we are und erstood we often fail to get people to think or behave in the way
we would wish, since when we communicate, we really have four main
objectives.
1.1 The objectives of communication
Whether we are writing or speaking, trying to persuade, inform, entertain,
explain, convince or educate or any other objective behind the particular
communication task we are engaged in, we always have four general
objectives.

The objectives of communication
♦ to be received (heard or read)
• to be understood
• to be accepted
• to get action (change of behaviour or attitude)
When we fail to achieve any one of these, we have failed to communicate. 
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COMMUNICATION SKILLS: 
SPEAKING 
IN CLASS EXERCISE
First, think of someone whose speaking ability you admire.
• What are the qualities and characteristics which contribute to their success when
speaking? Make a list.
♦ Have they any qualities which distract or irritate you? List these.
Now think of someone you regard as a poor speaker. Add to your list ways in which
you think they could improve their skill at speaking.
Keep this list - it represents what you think constitutes good and poor oral
communication and it should form the basis for all your efforts to increase your own
skills as a speaker.

....... ,, . ,, , , , .. .. , ............... ..
1. Clarity (Being clear)
To be a good speaker you need first to be able to express your
ideas clearly. Your language should be simple and your material organised so
that it can be easily followed. You should avoid trying to impress by using long,
complicated words. Of course, you may have to use specialised vocabulary or
jargon in some situations but you should take care to explain any terms that
may be unfamiliar to your audience.
As well as clear thinking, speaking clearly also means uttering the words
distinctly so that they are easily recognisable.
2. Accuracy
You should also make sure that the words you use say exactly what you mean.
You therefore need a reasonably wide vocabulary so that you can choose words
with precise meanings to suit your purpose.
The facts you use should be correct, so you should take care to research your
subject thoroughly and ensure that any authorities you quote are reliable. You
should also avoid making statements which go beyond the facts and which
might therefore be challenged. Statements which begin 'Everybody thinks .. :
or 'Nobody in their right mind would accept .. : are always dangerous and open
to challenge, especially since they are likely to create a hostile reaction.
3. Empathy (Put yourself in the other person’s place: how would you feel?)
Always try to be courteous and friendly. However angry you feel, try to control
your emotions and at least remain calm. Perhaps the best way to be courteous
and polite is to put yourself in the other person's place. Try to make yourself feel
what the other person is feeling. Putting yourself in the other person's place in
this sense helps you to establish empathy for that person. This doesn't mean
that you have to agree with them or their ideas, but it does help you to be
understanding and be patient. Facial expression and tone of voice are obviously
important here, especially in group discussions and interviews.
4. Sincerity
This really means being natural. There is always a danger when talking to
strangers or people of higher status of becoming stiff and awkward, and trying
to put on an act. This usually stems from lack of confidence. Of course, when
you talk to your boss you may not talk in exactly the same manner as you would
when you talk to a friend or colleague, but you should strive to be yourself as
much as you can in all situations.
... ...... ....... ..... .... .. . ........ ............... ··············
CLASS DISCUSSION
Consider how you normally speak when talking to friends or members of your
family. Then think about how you speak when talking to your boss or someone very
senior to you.
• Does your voice sound much the same in both instances? If so, then you probably
speak in a natural way most of the time. (Of course, your choice of words and
phrases may, and probably should, be rather different.)
• Do you freeze up when talking to certain people?
• Does your voice become higher or lower?
• Does your rate of speech speed up or slow down?
• Do your movements and posture become stiff and awkward?
• Does your accent change?

     5. Relaxation
The best way of getting rid of these unnatural speech characteristics is to relax.
When our muscles are tense, we have difficulty expressing ourselves naturally.
Awkward movements are also the result of tension.
Try taking a deep breath. This may help you to relax. If you freeze up with
tension, you probably begin holding your breath without realising it. If you can
remind yourself to breathe in a natural manner, or even more deeply than
usual, your muscles will be more relaxed, and you will be too.

6.Eye contact
Later, we will look at the importance of body language, we will see
that direction of gaze and length of gaze are important factors in synchronis-
ing speech and signifying a wish to be friendly, but it is worth reminding
ourselves here how crucial eye contact is whenever people are speaking to
one another.
So when you are speaking give your listeners their fair share of eye contact.
Don't keep your eyes on the desk, or in your lap or out of the window, and when
you are talking to a large group move your eyes around the room, treating your
audience as individuals. They will prefer a slightly hesitant speaker who shows
interest in them by looking at them, to a highly fluent speaker who reads with
head down over their notes.
 7.Appearance
How you look can affect how well others understand you. Your appearance
reflects how you see yourself - 'self-image'. Since your listeners cannot help but
notice your appearance they will receive messages from the way
you dress and your general grooming. In most speaking situations (apart from
phone conversations and the radio) people see the speaker and form judge-
ments about them even before they speak.
Attractive dress and good grooming are obviously important in formal
setup' or 'dressed formally' is not always practicable or even appropriate and in
some jobs it would be absurd (like sweeping the streets in a suit).
.
Even oil-stained overalls can convey the impression that they are well cared
for and that you consider personal cleanliness and tidiness are important
even when you have a dirty job. There are therefore two important things to
consider:
• personal cleanliness and tidiness
• dress and appearance appropriate to the situation.
Even as a new employee, you should realise that the way you look affects the
impression you make. Take your cues from the others around you and dress
accordingly. This doesn't mean losing your individuality completely but it does
mean being flexible and ready to adapt your appearance to suit particular
circumstances. So, if you go for extremes in fashion when you are not at work,
tone things down for work.
 8. Posture
Good posture is also important. Someone who props up the wall or slouches in
their chair as they speak conveys a message to their listeners which may
surprise them. Their attitude is showing. They are either tired or bored or care-
less, or all three! And the listeners are not likely to be impressed.
Another important reason for examining your posture - how you sit and
stand when you are talking - is that posture is related to voice quality. If you
slouch over, hang your head or let your shoulders droop, the quality of your
voice will not be good, because your breathing is affected. You cannot draw as
much breath into your lungs, neither do you have complete control over how
you let out the breath. Furthermore, if you slouch or bend your head down, your
throat muscles, jaw and vocal chords do not operate as freely as they should,
with the muffled, poorly pronounced results we have seen.
Poor posture also affects your voice psychologically as well as physically. The
sense of not caring about yourself or about anything communicated by poor
posture creeps into your voice as well. If you have a hangdog look, your voice
will probably have a hangdog sound. It will be listless and spiritless. A whining
qua li ty which most people find unpleasant may very well colour the tone of
your voice.

