
 

 

UNIT-I 

1. Role and Importance of Communication 

Role of Communication 
 Information Sharing: Helps in transferring knowledge, instructions, ideas, and feedback. 

 Building Relationships: Establishes connections between individuals and groups. 

 Decision Making: Effective communication ensures accurate information for good 

decisions. 

 Coordination: Facilitates team collaboration and organizational alignment. 

 Problem Solving: Allows individuals to express issues and work together to resolve them. 

 Persuasion & Influence: Essential in leadership, marketing, negotiations, etc. 

Importance of Communication 
 Improves Efficiency: Clear communication reduces misunderstandings and errors. 

 Enhances Teamwork: Promotes trust and cooperation. 

 Boosts Morale: Open communication contributes to a positive work culture. 

 Supports Innovation: Encourages the free flow of ideas and creative solutions. 

 Essential for Leadership: Leaders must communicate vision, expectations, and feedback 

effectively. 

 
2. Attributes of Communication 

1. Clarity: Message should be clear and easy to understand. 

2. Conciseness: Keep the message brief without sacrificing meaning. 

3. Correctness: Use accurate language, grammar, and facts. 

4. Completeness: Include all necessary information. 

5. Courtesy: Be respectful and considerate. 

6. Feedback: Allow and encourage responses for understanding. 

7. Context: Understand the environment and situation in which communication occurs. 

8. Channel: Choosing the right medium (email, verbal, text, etc.). 

 
3. Verbal and Non-Verbal Communication 

Verbal Communication 
 Definition: The use of spoken or written words to convey a message. 

 Examples: Conversations, presentations, phone calls, written reports, emails. 

Verbal Communication Skills 

1. Listening Actively: Paying attention and showing understanding. 

2. Speaking Clearly: Using appropriate tone, volume, and pace. 

3. Questioning: Asking relevant questions to clarify or explore ideas. 

4. Persuasion: Convincing others through logical arguments or emotion. 

5. Feedback Giving/Receiving: Offering and accepting constructive responses. 

6. Grammar and Vocabulary: Using proper language for your audience. 

 
 



 

 

Non-Verbal Communication 
 Definition: Transmission of messages without spoken or written words. 

 Accounts for over 70% of total communication (in face-to-face settings). 

Non-Verbal Communication Methods 

1. Body Language: Gestures, posture, movement. 

2. Facial Expressions: Smiles, frowns, raised eyebrows. 

3. Eye Contact: Shows interest, honesty, and attention. 

4. Tone of Voice: Emotion and intent conveyed through vocal tone. 

5. Proxemics (Personal Space): Distance between communicators. 

6. Appearance: Clothing, grooming, and accessories. 

7. Paralinguistic: Vocal elements like pitch, loudness, and tempo. 

8. Touch (Haptics): Handshakes, pats, or physical contact (culturally sensitive). 

9. Silence: Can indicate thoughtfulness, discomfort, or disapproval. 

 

1. Body Language 

 Definition: Non-verbal communication using physical movements, facial expressions, 

posture, gestures, and eye contact. 

 Importance: 

o Expresses feelings and emotions. 

o Supports or contradicts spoken words. 

o Helps in building trust and rapport. 

 Examples: 

o Smiling = friendliness. 

o Crossed arms = defensiveness or disinterest. 

o Eye contact = confidence (or respect depending on culture). 

 

2. Barriers to Communication 

 Definition: Obstacles that interrupt or block the flow of communication. 

 Types: 

o Physical Barriers: Noise, distance, poor lighting, faulty equipment. 

o Language Barriers: Use of jargon, technical terms, or unfamiliar accents. 

o Psychological Barriers: Stress, anger, low confidence, mental health issues. 

o Perceptual Barriers: Misunderstandings due to personal experiences or 

assumptions. 

o Cultural Barriers: Differences in beliefs, norms, and values. 

 



 

 

3. Socio-Psychological Barriers 

 Definition: Barriers caused by individual emotions, social background, attitudes, and 

perceptions. 

 Examples: 

o Stereotyping: Making assumptions about someone based on their group. 

o Prejudice: Having a biased view without knowing the facts. 

o Status difference: A junior might feel nervous to speak openly with a senior. 

o Emotional state: Anxiety or anger can block effective communication. 

 

4. Inter-Cultural Barriers 

 Definition: Communication problems due to differences in cultures. 

 Examples: 

o Language differences: Misunderstandings of words or phrases. 

o Non-verbal differences: A hand gesture might be polite in one culture but rude in 

another. 

o Different communication styles: Some cultures speak directly, others indirectly. 

o Ethnocentrism: Thinking one’s own culture is better than others. 

 

5. Overcoming Communication Barriers 

 General Tips: 

o Listen actively and carefully. 

o Use simple, clear language. 

o Give and ask for feedback. 

o Avoid assumptions; ask questions. 

 For Socio-Psychological Barriers: 

o Be empathetic. 

o Keep a calm and open mindset. 

o Treat everyone with respect. 

 For Inter-Cultural Barriers: 

o Learn about other cultures and respect differences. 

o Use neutral and inclusive language. 

o Be patient and clarify when needed. 

 

 



 

 

Communication Mediums 

Characterization 

Communication mediums refer to the channels or tools used to convey messages between sender 

and receiver. These can be classified into: 

1. Verbal (Spoken) 

o Face-to-Face 

o Telephone / Voice calls 

o Video conferencing (e.g., Zoom, MS Teams) 

2. Non-verbal 

o Body language 

o Gestures 

o Facial expressions 

o Posture 

3. Written 

o Emails 

o Letters 

o Reports 

o Text messages / Chat apps 

o Social media posts 

4. Visual 

o Graphs 

o Charts 

o Diagrams 

o Infographics 

Choice of Medium 

The choice of communication medium depends on several factors: 

 Nature of the message: Formal/informal, urgent/non-urgent, complex/simple. 

 Audience: Internal/external, individual/group, hierarchical level. 

 Need for record-keeping: Written forms are better for documentation. 

 Feedback speed: Verbal mediums allow faster feedback. 

 Cost and accessibility: Consider if all parties can access the medium easily. 

 Confidentiality/Security: Sensitive information may require secure channels. 

 



 

 

Effective Communication 

For communication to be effective, it should have the 4 Cs: 

1. Correctness 

 Free from grammatical and factual errors. 

 Use appropriate language and terminology for the audience. 

 Accurate message that avoids misleading information. 

2. Clarity 

 Clear and straightforward language. 

 Avoid jargon unless the audience understands it. 

 One idea per sentence helps in reducing confusion. 

3. Conciseness 

 Keep the message brief without sacrificing clarity. 

 Avoid unnecessary words or repetition. 

 Directly reach the point while maintaining politeness. 

4. Courtesy 

 Be respectful, polite, and considerate. 

 Use positive and professional language. 

 Tailor tone and style to the audience’s expectations. 

 
 

 

 
 

 

Group Communication 
 



 

 

1. Meetings 

🔹 Types of Meetings 

Type Purpose 

Formal Meetings Planned with agenda, minutes recorded (e.g., board meeting) 

Informal Meetings Casual, flexible (e.g., team huddle, brainstorming) 

Virtual Meetings Conducted via video/audio platforms (Zoom, MS Teams) 

Staff/Team Meetings Internal updates, progress tracking 

Client Meetings To discuss requirements, progress, or issues 

Project Meetings To monitor project timelines, deliverables 

 

🔹 Purpose of Meetings 

 Information sharing 

 Problem-solving 

 Decision-making 

 Planning and strategizing 

 Performance review 

 Building team cohesion 

 

2. Group Discussions (GD) 

🔹 Definition 

A structured form of communication where participants express views on a topic to reach a 

conclusion or assess viewpoints. 

🔹 Objectives 

 Evaluate communication and thinking skills 



 

 

 Encourage teamwork and idea sharing 

 Understand different perspectives 

 Prepare for decision-making 

🔹 Effective GD Tips 

 Stay relevant to the topic 

 Listen actively 

 Respect others’ opinions 

 Avoid interrupting 

 Support points with examples 

 

3. Conduct of Meeting 

🔹 Pre-Meeting Preparation 

 Define objective and agenda 

 Invite relevant participants 

 Set date, time, venue (or virtual link) 

 Share documents in advance 

🔹 During the Meeting 

 Start on time 

 Follow the agenda 

 Encourage participation 

 Manage time effectively 

 Record minutes 

🔹 Post-Meeting 

 Distribute minutes 

 Assign action items 

 Follow up on progress 

 

 



 

 

4. Participant Roles in Group Communication 

Role Responsibility 

Chairperson Leads the meeting, sets agenda, controls flow 

Facilitator Ensures smooth communication, encourages involvement 

Note-taker/Secretary Records minutes, decisions, and action items 

Timekeeper Keeps the meeting on schedule 

Participant Shares views, listens, contributes to discussion 

Observer May not speak, but observes and gives feedback later 

 

5. Making Presentations 

🔹 Purpose 

 To inform, persuade, or educate an audience. 

🔹 Preparation Steps 

1. Know your audience 

2. Define the purpose (inform, persuade, etc.) 

3. Structure content: Introduction – Body – Conclusion 

4. Use visuals (slides, charts, images) 

5. Practice delivery (timing, tone, confidence) 

🔹 Effective Delivery Tips 

 Speak clearly and confidently 

 Maintain eye contact 

 Use gestures and expressions 

 Handle questions politely 

 Avoid reading directly from slides 

 



 

 

 

UNIT-II 

1. Spoken and Written English 

A. Attributes of Spoken Communication 

 Spontaneous: Often unplanned and informal. 

 Tone & Pitch: Plays a key role in expressing emotions. 

 Instant Feedback: Listeners can respond immediately. 

 Body Language: Gestures, facial expressions enhance communication. 

 Use of Fillers: e.g., "um," "you know," "like." 

 Incomplete Sentences: Often grammatically loose. 

 Context-Dependent: Relies heavily on shared context. 

 Contractions & Slang: Commonly used in speech. 

B. Attributes of Written Communication 

 Structured & Organized: Planned and revised. 

 Formal Tone: Usually more formal than speech. 

 Grammar & Punctuation: Adheres to rules strictly. 

 Permanent Record: Can be stored and referenced. 

 No Immediate Feedback: Communication is one-way until response. 

 Use of Full Sentences: Proper syntax is expected. 

 Clarity & Precision: More careful word choice. 

C. Formal vs Informal Communication 

Feature Formal Communication Informal Communication 

Tone Polite, professional Casual, conversational 

Structure Well-structured Loose or spontaneous 

Vocabulary Standard, academic, or technical Colloquial, slang 

Examples Reports, Emails, Presentations Chats, Personal emails, Text messages 

Audience Superiors, strangers Friends, family 

Grammar Strict Flexible 

 

 



 

 

2. Variations in English (Indian, British, and American English) 

A. Spelling Differences 

Word (British) Indian English Word (American) 

Colour Colour Color 

Centre Centre Center 

Organise Organise Organize 

Travelling Travelling Traveling 

B. Vocabulary Differences 

British English Indian English Usage American English 

Lorry Lorry/Truck Truck 

Flat Flat Apartment 

Rubbish Dustbin Trash/Garbage 

Petrol Station Petrol Pump Gas Station 

Holiday Leave Vacation 

C. Pronunciation 

 Indian English tends to be syllable-timed; British and American English are stress-timed. 

 Sounds like /t/ and /d/ are often clearer in Indian English. 

 American English uses rhotic pronunciation (pronounces ‘r’ at end), while British is often 

non-rhotic. 

D. Grammar Differences 

 Indian English: “I am having a doubt” (non-native usage) 

 American/British English: “I have a question.” 

 

 

 



 

 

3. Etiquette and Manners 

A. Personal Behaviour 

 Maintain eye contact, posture, and hygiene. 

 Show respect and empathy in communication. 

 Avoid interrupting others. 

 Be punctual. 

B. Greetings 

 Formal: “Good morning,” “How do you do?” 

 Informal: “Hey,” “Hi,” “What’s up?” 

 Handshakes or respectful nods in formal contexts. 

 In India, Namaste is also commonly used. 

C. Introductions 

 Introduce the junior to the senior, guest to the host, younger to elder. 

 Use full names initially. 

 Examples: 

o “May I introduce Mr. Sharma?” 

o “This is my friend, Priya.” 

D. Telephone Etiquette 

 Answer Promptly: Within 3 rings. 

 Greet and Identify: “Good morning, this is Rahul speaking.” 

 Be Clear and Polite: Avoid shouting or eating while talking. 

 End Properly: “Thank you, have a good day. Goodbye.” 

 

4. Vocabulary Development 

A. Use of Dictionaries & Thesaurus 

 Dictionary: Provides meanings, pronunciation, part of speech, usage. 

o Examples: Oxford, Cambridge, Merriam-Webster. 

 Thesaurus: Provides synonyms and antonyms. 

o Helps in avoiding repetition. 



 

 

B. Words Often Confused 

Word 1 Word 2 Meaning 

Affect Effect Affect (verb), Effect (noun) 

Accept Except Accept (receive), Except (exclude) 

Principal Principle Principal (person), Principle (rule) 

Stationary Stationery Stationary (not moving), Stationery (paper goods) 

C. One-word Substitutions 

Phrase One Word 

One who loves books Bibliophile 

One who speaks many languages Polyglot 

One who does not believe in God Atheist 

A person who walks on foot Pedestrian 

A handwriting that cannot be read Illegible 

D. Comprehension Tips 

 Skim the passage first to understand general idea. 

 Scan for specific answers. 

 Focus on keywords in both questions and text. 

 Re-read tricky sentences. 

 Avoid assumptions not in the text. 

 

 

 

 

 

 

 

 

 



 

 

 

UNIT-III 
Letter writing: Planning the message, Planning Content, Structure, Language use, 

Layout, enquires and replies, asking for or giving quotations, Bargaining letters, 

Seller’s reply, etc.; Complaints and Replies; Memos, Circulars and notices; 

 

A good letter is clear, concise, and effectively organized, following a standard format depending on its 

purpose. Memos, circulars, and notices are distinct forms of communication, each with specific 

uses and structures, typically for internal organizational matters.  

Letter writing essentials 

Planning the message and content 

Before you begin writing, determine your purpose and audience. This clarity will guide 

your tone and content.  

 Research: Gather all the necessary facts and details so your message is accurate and 

complete. 

 Analyze your audience: Consider their perspective and what they need to know to 

achieve your desired outcome. 

 Define your objective: Know what you want to accomplish with your letter and plan 

how to persuade the reader to take action.  

Structure and layout 

Formal letters follow a standard full block format, which is left-aligned with a line space 

between paragraphs.  

1. Sender's address: Your full address at the top left. 

2. Date: The date the letter is written, just below your address. 

3. Recipient's address: The full name, title, and address of the person or company you 

are writing to. 

4. Subject line: A single, concise sentence that summarizes the letter's purpose. 



 

 

5. Salutation: A formal greeting, such as "Dear Mr. Sharma," or "Dear Sir/Madam,". 

6. Body: Typically three paragraphs: 

1. Introduction: State the main purpose of your letter directly. 

2. Details: Elaborate on your point with necessary information. 

1. Conclusion: Restate your purpose and mention any expected action. 

2. Complimentary close: A professional sign-off, such as "Yours faithfully," or "Yours 

sincerely,". 

3. Signature and name: Your signature followed by your typed name and title. 

4. Enclosures: If you have included additional documents, mention them at the end.  

Language and tone 

 Use simple, clear, and professional language. 

 Avoid jargon, slang, or abbreviations. 

 Maintain a polite, respectful, and sincere tone. 

 Proofread carefully to eliminate any spelling or grammar errors.  

Types of business letters 

Enquiries and replies 

 Enquiry letter: A formal request for information about products, services, or other 

business details. 

 Reply: A response that provides the requested information clearly and completely.  

Asking for/giving quotations 



 

 

 Quotation request: Sent by a potential buyer to a seller, requesting a quotation for 

goods or services. 

 Seller's reply: A response that provides the requested pricing and terms, often offering 

more favorable terms for bulk purchases.  

Bargaining letters 

These are negotiation letters used to propose different terms or prices than those 

originally quoted. They should maintain a polite and professional tone while clearly 

stating your position.  

Complaints and replies 

 Complaint letter: Addresses an issue with a product, service, or a person in a formal, 

factual manner. 

 Reply: A prompt, polite response from the business. If accepting the fault, offer a 

solution. If rejecting the complaint, politely explain why based on the facts.  

Memos, circulars, and notices 

Memos (Memoranda) 

 Purpose: Used for internal communication within an organization for reminders, 

instructions, or updates. 

 Format: Includes a standard heading: TO: , FROM: , DATE: , and SUBJECT: . 

 Content: Brief, concise, and focused on the message.  

Circulars 

 Purpose: To convey information or instructions to a large group, either internal (all 

employees) or external (e.g., dealers or customers). 

 Format: Includes a heading, date, subject, body, and the issuer's name and 

designation. 



 

 

 Content: Generally less exclusive than a memo, it shares broader announcements.  

Notices 

 Purpose: To announce events, policies, or other important information, often posted on 

notice boards for public viewing. 

 Format: Clearly displays the name of the organization, the word "NOTICE," the date, a 

heading, the body, and the signature of the issuing authority. 

 Content: Must be strictly factual, formal, and simple, clearly stating what, when, where, 

and for whom.  

Paragraph Writing, Writing Scientific and Technical Reports: Types, Structure, 

Drafting and Delivering a Speech: Understanding the Environment, Understanding 

the Audience, Text preparing, Composition, Practicing, Commemorative Speeches, 

Welcome and Introduction, Farewell and Send-offs, Condolence. 

 

It seems like the answer options are missing from your query. In case it's helpful, here 

are some common possibilities related to the types, structure, and writing processes 

you've mentioned: 

 Paragraph Writing: 

o Structure: A paragraph typically includes a topic sentence, supporting details, and a 

concluding sentence. 

o Types: Common types are descriptive, narrative, expository, and persuasive. 

o Tips: Focus on a single idea, provide evidence or explanations, and ensure clarity and 

coherence. 

 Scientific and Technical Reports: 

o Types: Can include formal, informal, informational, analytical, proposal reports, among 

others. 



 

 

o Structure: Often includes a title page, table of contents, summary, introduction, 

methodology, results, discussion, conclusion, recommendations, appendices, and 

bibliography. 

 Drafting and Delivering a Speech: 

 Preparation: Involves understanding the environment and audience, text 

preparation (including brainstorming and outlining), and practicing 

delivery. 

 Structure: Speeches generally consist of an introduction, body, and 

conclusion. 

 Types: Examples include commemorative speeches, welcome and 

introduction speeches, farewell and send-off speeches, and condolences.  

For the most accurate answers to multiple choice questions, try including the answer 

options in your search. 
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