Lecture 2
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You have already learnt that speaking skills are required in oral communication.  Now you will see that listening skills are also very important in oral communication.

Listening is half of oral communication.  The following are some guidelines for you to be an effective listener:
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Clear your mind first so that you are prepared to give attention to listening
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Avoid having pre-judgments about the speaker or what he/she might say.
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Be open-minded and appreciate the speaker’s point of view.
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Establish eye contact with the speaker.
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Watch for signals, such as, gestures, postures etc.
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Extract the main points the speaker’s speech.
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Give feedback verbally or non-verbally.
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Make notes by recording important points of the conversation so that they can help you remember thing later on.

You may refer to page                     of your book to know the details of these guidelines.

Now let us know about non-verbal communication methods.  As you speak face to face you not only convey information verbally, but also non-verbally.  


Non-verbal communication is often very important especially in face-to-face type of oral communication.  We often use non-verbal communication unconsciously and spontaneously.  But these non-verbal signals add impact to an oral message.

The following are the different means of non-verbal communication:

Posture:  The way people stand or sit is the posture.  For example, if you are nervous, then while in an oral conversation you may tap your feet, or fidget with your hands.  Again, if you are depressed, then you may show a gloomy expression with your head down.

Facial expression:  The human face itself is capable of communicating many expressions and emotions.  For example, you can smile if you are sending a happy news, or you can show anger if you hear an annoying news.

Gestures:  Gestures are body movements that indicate some meaning.  For example, if you are excited you may sweep your arms, or if you agree to something you may nod your head, or if you are considering something then you may put your hand to your chin and etc.

Eye contact:  Whenever you communicate face-to-face look in the eye of the speaker or listener.  If there is more than one person to listen then let your eyes roam regularly so that everyone feels they are involved and paid attention.


You may get the details of these non-verbal communications from page 

of your book.

Now let us turn to a very important type of oral communication, which is called the interview.  The interview can be of various kinds, such as:

· Selection interview

· Promotion interview

· Appraisal interview

· Counseling interview

· Disciplinary interview

· Grievance interview 

In an interview the interviewer has certain responsibilities to ensure to make the interview successful.  If you are an interviewer you have to do these:

Before the interview starts you have to:

· Aim the purpose of the interview

· Collect and familiarize yourself with relevant information about the interviewee and the purpose of the interview

· Set a suitable time and place to conduct the interview session

· Structure some questions or points of discussion for the interview in a logical sequence

During the interview you have to:

· Keep the interviewer at ease by being friendly and reassuring.

· Allow the interviewee talk by asking more open-ended questions

· Give attention to your interviewee and listen carefully to what he/she says

· Close the interview on a friendly note or by stating what you or the interviewer will have to do next

If you are in the position of the interviewee then there are certain responsibilities for you too.  Suppose you are a job applicant and you have to face an interview.  Now to make the interview session successful you have to do the following:

Before the interview you have to:

· Try to find out information about the organization in which you have applied.

· Make sure where and when you will be interviewed.

· Make sure you are well dressed and officially clothed for the interview.

· Plan your time to reach the interview session at least 10 – 15 minutes earlier so that you are relaxed and you can gather your thoughts for the interview.

During the interview you have to:

· Listen to each question of the interviewer carefully so that you can answer accurately and to the point.

· Use formal language and speak clearly.

· Be honest and do not be discourteous.

· Ask questions which are appropriate.

You may refer to pages 
             to know more about interview. 

You may often encounter telephone conversations.  When the telephone conversation is about friendly or social arrangements we seldom put much thought into these conversations.  But in the business world, you would want to ensure good public relations and also put the message across.  Therefore, you must know how to master effective telephone conversations.

If you are making a call over the telephone you have to ensure the following:

Before the call you have to:

· Choose the right time to call both for you and the recipient of information, especially if it is an overseas call.

· Make sure you dial correctly.

· Plan your call and make sure you list the important points to be told.

· Be prepared with information that may be required during the call.

During the call you have to:

· Be courteous and establish rapport.

· Talk in a voice that sounds confident, decisive, helpful and interested.

· Check your notes to see all the points that should have been said are addressed.

· Obtain feedback from recipient.

· End the conversation with a friendly note.

After the call you have to:

· Make notes of anything that is important and would be required in future.

· Take action if you are required to do so according to the telephone conversation.

If you wish to have a more detailed look at the telephone conversation please refer to pages 

of your book.

Now listen to this 
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When business letters are exchanged beyond the organization, then these external means of communication act as ambassadors for the organization from which it is going out.  Therefore, if you want to maintain a high standard of your organization, you have to maintain a high standard in you business communication too.

Let us first being with the various parts of a business letter.  See the following diagram to see what these different parts are:


Now let us discuss each part of the business letter as shown on the diagram.

At the top of the diagram you could see the Letterhead and Logo.

The letterhead shows the name of the organization with some distinctiveness.  Most established and prestigious organizations use letterhead stationary.  Good quality paper is used and the letterhead is printed in an attractive an well balanced manner.  In the letterhead the address and other contacts numbers as telephone, fax, email etc. may also be given.  There are no set rules on how to place the letterhead on the paper and you can choose any style you want for you organization.  You may see a sample of a letterhead stationary on page 


   of your book.

The logo is a graphic symbol, which is given along with the letterhead.  Often the logo is the same as the trademark of an organization.  The logos are made to be attractive and amusing so that the recipient could remember them easily.  You can have a look at some logos on page 

       of your book.

You can see in the diagram showing the parts of a business letter, the date of the letter appears after the letterhead and logo.  The date may be put in the order preferred, such as, day-month-year or month-day-year.

After the date, comes the inside address.  The inside address consists of the recipient’s full name, and full postal address. 

Next you can see the salutation.  This is a courteous greeting by the sender of the letter to the recipient of the letter.  Usually the salutation starts with Dear _ _ _ _.

After that you can see the subject line.  The subject line is the gist of what the letter is about.

Next you can see the body paragraphs.  You will learn more about the body paragraphs in the next module.

After the body paragraphs comes the complimentary close.  This is a formal ‘good-bye’ to the recipient of the letter by the sender.

After the complementary close the sender should put is signature. 

Below the signature should come the name and designation or department of the recipient.

Enclosures are sometimes put at the bottom of the letter when something is attached with the letter.  If more than one thing are attached these should be named or numbered.

Copy is also indicated when copies of the letter is sent to more people than the recipient.  The persons to whom the copies are sent are named with their designation.  You can refer to page 

of your book to see some styles of writing copy.
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What are the guidelines for effective listening skills?


What are some non-verbal communication methods?


How should the interview be conducted?


How should the telephone conversation be conducted?


What are the different parts of a business letter?
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Non-verbal communication is often referred to as body language because here communication is transmitted by the sender of the message to the recipient through various movements and positions of the body or its parts.
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Letterhead and Logo





Date





Inside Address - -


- - - - - - - - - - - -


Salutation


Subject Line:- - - - - - - - - - - - - - - - - - - -





Body Paragraphs - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 


- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - 


- - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - - -


Complementary Close


Sender’s Signature


Sender’s Name and Designation/Department





Enclosures


Copy
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