Oral Communication

|u1n0d"°'i°" 10 Verbal Communication : CRAL
 blsatet

Man is the only species gifted with language, and the use of language is primarily
found in speech; writing comes afterwards. That is why we are taking up oral
communication b_efure its written counter-part. In any organization, as in every day
life, both formally and informally, we communicate more orally than in writing. It is
primarily oral communication that builds up human relationship. It is the use of the gift
of speech or talking, that brings the members of a family, neighbours and friends, and
likewise, colleagues in an organization together. Without oral communication any
organization will become just lifeless. Its importance, therefore, cannot be
overemphasized.

Formal Vs Informal Oral Communication

Ina business organization there are ample opportunities for both formal and informal
ordl communication. But, in fact, a lot more time is spent in informal oral commu nication.
The 'simpfe reason is that all communication is essentially conversational in nature and
has a social purpose. Whenever people get together there is bound to be face-to-face
_ communication in which they will share all sorts of ideas, feelings, etc. The origin of
the grapevine lies here. The imporance of the grapevine has been discussed earlier.

Another very frequently used type of informal oral communication is called 'phantic
“}'“?m'-lnicatiun'. Generally, it is not regarded as important. But the fact is that it is very
vital in establishing relationships. For example, by making comments on the weather or
Putting questions about the health of the family one 'breaks the ice’ and gets into a
dialogue with the person before him. It is just a ritualised way of speaking in which
What is said is not as important as the fact that it is said at all. This kind of dialogue
generates warmth in relationship with friends or colleagues and promotes further
“mmunication by maintaining contact with the listener. '

_ Side by side with, and in addition to, the informal oral communication, various
m'fis of formal oral communications take place inan organization. Very often people in
&"S’HESS have to make formal presentations before a group that may be large or small.
tother times they have to participate in meetings and group discussions. Time to time
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© appear for or conduct interviews, Most of the letiers
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largely dictated. Al I.]:besc are formal kinds of oral communication, In s
i b::.‘lll‘lTal and informal types of oral communication thrive
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; communication is performed through human speech,

rmectness of language and expression. The speaker shoy
TOPEr gesture and postures (all that comes under hehaviuur} S0t :
oral communication includes both verbal and non-verbal commyp; iy
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Advantages of Oral Communicarion
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(b) Oral communication builds up a healthy climate in the
superior and the subordinage

in which they become parners.
(¢) Oral communication is a time saving device, While a

entered in the diary, been put in the envelope and
will take a long time,

letter, dictated and Iyped,

work and save time by calling up their juniors or walking up to their supers

(d) Oral communication is the most effective 100l of persuasion as it Ilmdsu: bl
touch to the whole business. Resolvinga conflict will not be possible in !hejalmnu
of oral communication. Unless a manager/supervisor alks' o jhe woiken ks
persuasive tone, the conflict will remain there. No exchange of letters can achieve
what a meeting can.

(e} In continuation of the previous point we can see that org| communication is very
effective in imeracting with groups. The speaker can immediarely understand group'
reaction and arrive a satisfactory conclusion by PULtIng  his vigys A
exchanging points.

(f) Oral communication is also very tcommical._bql_h inl lerms of money and time.
saves the money spent on stationery in nrgfmzanm in which ke Managers insis!
on every instruction, every message in writing.

(g) Oral communication provides a.mple_ Seope o 1hf= sender Ol:lhe me 10 make
himself clear by suitable changing his worcs, VeI, 1ane. pich, eic. Op e ogper
hand, the words once written cannoi be changed. In r Words, jjhe moisg
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in written form cannot be retracted. Oral Communication on t

wnsmitlﬂdhe advantage of on the spot adaptation/withdrawl/improvement.

ather hand, has ¢ :
LAVANTAGES of Oral Communication
Dis

i i discussed below :

unication also has some disadvantages as : .

o cnmmunica:iun does not always save lime and money. Quite often mect_u]gs

o i G:m::ul any result or agreement achieved. Such meetings can be very tiring
on

wasteful. ) . -
andl communication in itself is not always effective. There are certain con!:lmons

Tl: must be necessarily fulfilled in order to make it effective. It depends mainly on

Ih: artitude of the sender and the receiver of the message. .

IHuman memory being what it is, oral messages cannot be retained fora Itl'mg time.

It means they must be acted upon immediately. They cannot h-e fcjunf.! in record

books and we cannot refer back to them. This is a serious limitation of oral

communication, ]

(d) In the absence of a taped or written record, oral messages do not have any lega
validity. _

(e) Oral messages also can lead to misunderstanding if the speaker has not ca.refuli‘y
recognized his thought or the listener misses the message on account of his
inattentivenes, -

(f) Much depends upon the length of the message. If it is long it is not sumluhlc for oral
transmission. There are chances of something vital getting dropped or misconstrued.

(g) It is difficult to assign responsibility for anything going amiss or any mistake by
ommission or commission in oral communication.

()

Listening

Nao oral communication can be effective without proper listening on the part of the
feceiver of the message. We also know, how a tactful manager can very positively
handle the grapevine or informal channel of communication by ‘empathic’ listening.
Here, in this section, we are going to focus on making oral communication effective by
improving listening.

Post listening may defeat the very purpose of oral communication. It has been
found by wuthorities on the subject that generally people retain only about one fourth of
What they hear after two days. In this way listening is the weakest link in oral
communication.

1t is, therefore, W;: i;npomnt 'lﬂh;l‘:‘im\‘c the ability to listen. It requ;
efforts on the of the listener to absorb what he is being d. Iti
it ey el iy o
becomg lazy, and listening ,'“j“'""';."""m‘ work. We have 1o irain ourselves)t’nplei.;res:
Btentively, With an alert mind we have to learn 1 Pay attention to spoken words.
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E pomts determine active listening :

it Unfcrlullalel}u most of ys
ch_mrany \\'.:.' are more interested jp, wh::c
: Ng told. S0 we must stop talking wh
Put ?hc Speaker at Eage' - Ifthe 5
do his job salisfactorily, So iy
talker comfonable,

}""-5I.I3]I

More prone 1o talkin
we want (o say
ile we listen,

¢ speaker/ialker
15 very 'tl'npuﬂan|

B thay . .
than in Wha
i5 01 al ease he i

ill ngy
for the Iislcnurf!isll‘m

LY
rstanm

; ust be given 4 Ndery;

r Io!:slcn. Hence it is impnnaf:rt n:t l:;:'

: NEWspaper or logk;

give the talker the implessinnlhatmuu::lr'lmgm' '!
Oppose

of information

ves in the position of the talker, PN s onlyi

\:ery quickly, whi
lime 10 come 1o ki

'Jfl.sk F,!uestion' : Putting questions shows an open mind, |
listening. It shows that you are geiting the message and ai
- 'Stop Talking' : This is the last as well as the fi
'St comm
commandments or rules of listening depend on i1, ASCRIaDL: AN ol
In this way we see that can improve our listening onl
Here it is worth while to consider the role of silence in

t shows that you are
50 giving the feedback.

¥ ﬂ“‘ﬂ}lsh conscious effort.
Communication,

Silence as Communicarion

Silence, by its very nature, communicates, It can also be defily useq T —
There is an old saying - "Silence if half consent”. Yes, very ofien, especiajly i responss
to a request or a question regarding our opinion a‘bfmt something, we keep quiet, Thal
serves the purpose. It shows our approach is positive. On the other hand, sjjpc, e

also send out a negative signal. For example, if somebody ask us for a loap 4y e
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response. If we want to I“lt..‘lp
terestedness in something.
lips and is evident tl'lnrnugh
ack of interest is best
r. A keen observer

a,qpuJNlCr‘T'UN
.. will generally be considered as a negative r
¢ w.; ?;ﬂy say so. Silence also shows our disin
w‘l:-. S?mclhing or somebody freely cor.ncs to uurhila :
e rest has an inbuilt element of Liﬁl;ll‘.‘.mellt wl =
L uh silence. And we also l:eepqutetms_uppres:s our : gsuuaﬁm-
|hr0l out our attitude and interpret our silence In such a =
e ﬁ?nke ilence of workers in an office communicates a lot about :3 f:z o
g5 culture, There is a world of difference between a !:-lacc 11 g i
or a“EI‘M“;;und cn-.: {hat has people working quietly. Working quietly
505 _ _
ﬂu-wus'M1whl‘|.e making noises at work shows some d1scr:~merntl T—
e orgmup'discussion if somebody keeps quiet 11} is conside g
i mml::egm or probably not really interested in what is going crt. It m:;; e
: mﬂ :sh‘ls ignorance of the matter being discussed. Inthe same way 2 ¢
imerpre e
in an intervi ignorance. ‘
e . E““ the time of a speech shows interest
i the part of the audience at }
berighinay: i ill distract the speaker and give a poor
icinate listening. Speaking at such a time will distrac " s i
WMW'W‘: of the audi i ite often we hear 'Silence please’ ! In this
i jon of the audience. That is why quite often W vl
way we see that silence isa multipronged communication tool an
words.

Key Poinrs

(i) Speech comes before writing. Hence there is more oral communication than
{ii) mﬂs more informal oral communication than forma_-.l oral cammunicaﬁ:cn.
(i) There are various types of formal oral communications like face-to-face talking,
oral presentations, interview e1c. . o
(iv) Oral communication has certain distinct advmm‘gef over written communication
like immediate feedback, quickness of transmission ete.
(v) Oral communication also has certain disadvantages like waste of time, lack of
retention, lack of legal validity etc.
(vi) Listening is very important to pake oral communication effective.
{vii)One has to make serious effort to become a good listener.
{viii)Silence also communicates in different ways,
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Pracrice Exercises

Very Short Answer Type Questions (With Answers)
1. Fill in the blanks :

{a) The inability 10 handle nouns is known as

(b) Human communication is often
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: :; Communication is associated with
The inability to com
prehend the wri i
(e) The space where all our -
Ans.(a) Anomla
(€) Human behavipur
(d) Intimate zone

GENERaL Eng,
!

body movements can oceur is calleg
(b) Non-verbal A
(d) Aloxia

2. What js linguistics 7

Ans. Linguistics is the scientific st

relationship with other language udy of language, its slrl.lctum; developmen
. g

3. Defire Phonetics,
Ans. Phonetics is the peech
study of 5 guage
2 : poken lan
:ln“ Signs are usefy| jp Communication ? A e
ns. Signs are i ;
N non-verbal units of expression, A natural sign is a physica)
. are the three types of signs 7 et e,
ns. Th i : |
s & three types of SIgNs are : An lcon, An Index and
. at does Paralanguage refer gy I
Ans. Parg lang :
5. Pa uage refers toa ingui
o : range of non-linguist
) Rk P kol nguistic elements of speech, such g5

Short Answe ;
% r Type Questions (With Answers)

What do you understand by synchrony 7

Ans. Synchrony foc
. uses on the amount L
when their non-verbal ones B im“-:;_:hﬂ'-hrﬂllmmm.|-| in people’s behaviow

What is rote of a i
Ppearance in communication
Ans. Appearance deals with :

physical appearance. the communication role Played by a person's looks or

views, dignity of a person,

Define the signs-leon, Index and symbal.
Ans. An icon is a sign that resembles its refe j
; con s rent object,

identification is an icon of the person identified on |hej<::dFur o

An index is a sign that has causal relationship with its ref,

= rent ﬂ“ i ith some
physical or presummed connection. For example smoke is an indey ; < w'.'h
e p . or indicator of

A symbol is a sign that is created arbitarily with no specific re|

I' u 1,
reference. altonship 1o its
Write functions of silence. L
Ans. Silence works for following purposes :

- It allows the speaker time to think
-
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(1 isolates oneself
[t hurts someone
it communicates emotions

nicate in silence ?
p anybody commu ; _ . )
do communicate with the help of silence. Sometimes we are S0 OVE
are not able to speak. Our silence speaks of our
ly many occasions when silence is more eloquent

We
- red by emotions that we

cirong feefings. There are certaint

than words. )
write role of Facial expression in :ummumca'ti_cm. _ . :
Ans. Facial expressions show emotions, which originated in our evolutionary tp:asm
people irespective of using diﬁcﬂ!fll language and cultures use a common patte
of facial expression to show emotions.

Why should we be more conscious while communicating verbally? .
Ans. Orzal communication with people is more difficult 1o handle than written
communication. Some transactions can not be handled without facg to face
communication. We have to be alert while communicating orally otherwise it can

lead to misunderstanding.

Long Answer Type Questions ( With Answers)

What do you understand by communication phychology 7
Ans. By communication psychology we mean the study of human behaviour that
affects the communication processes as well as communication that atfects human
behaviour, Most people do respond positively to messages that will meet their
particular needs of particular times, In other words. our needs determine our
reaction to the message. To be a successful communicator one should be able to
determine the needs of the people to whom you are communicating futhermore,
you should also be able to discern the affects of your communication through you
body and language. The principles of communication psychology are as follows :
« Needs to determine behaviour in the communication process.

* Body language determines behavioural patern.

& Verbal language determines behavioural pantern

- How does language affects behaviour ?

Ans. The words we use can make us behave in different ways. To communicate
successfully, we must remember that words are only symbols 1o which people
add mganil‘lg, Two people may interpret the same word differemly.
How can you handle oral communication ?

Ans. Oral communication with people from other cultures j i

handle than written curnmunica'!ion. Some !mnmclhnscanmn::i::lm dlfﬁn}m o
face to face ?mn_mum-:mi-un. There are always chances of mi pose w!lhout
oral communication. Be conscious of the non-verbal ISIll'ldachIandmg in
: messages that you may be



4. List some advantages and disadvantages of Oral communication,
Ans, Advantages of ora] Communication,

* It provides immediate feedback and clarification, People listen;

TION
160 ShE Exay, ﬂwcmmmm Iking? iraerd
to 'stop talking? : speech, you aré repecit’

sending or receiving. To overcome the barriers we can keep in ming fol | st rﬁcﬁ::n{;n which, in the l‘n;?S'l :ii:l.:)rﬂ :::enlil'e communication
points ; [3 ize & situatl t effect will i
* Keep an open mind. Dont stereo type that other person of reacy 1. Tﬂﬁptﬁd i Ipiien o d critisism?

Preconcemed ideas. Regard the person as an indivudual firsy, ™ 'ﬁu, ised to go easy on argument an
®  Be conscious of other persons customs. Expect him or her to haye dify js a listener advise ns help a speakerftalker? .

Values, beliefs, expectations and manners, e does asking questio a means of communication.
*  Try 10 be aware of unintentional meaning of your words, 5. m a note on silence a3
®  Atthe end of conversation, clarify with othe person what has been gy "

[

* ltistime saving. While a letier dictated 5
then posted takes 4 larger time. Oral Co
effective,

®  Itleads to a persongl touch in the whole business,
be possible in the absence of oral communication,

* Itis very effective in interacting with groups. The speaker can immediately
understand group's reaction and arrive a satisfactory conclusion,

*  Oral communication is also economical both in terms of money and time. It
Saves money spent on Stationery, postage ete,

Disadvantages of oral communication,

e |t does not always save time and money. Quite often meetings go on without
any result or agreement achieved,

*  Effectiveness of oral communication depends mainly on the attitude of sender |
or the receiver of the message.
®  Oral messages can not be retained for a long time,
Review Questions : |
I~ Why do we have more oral communication that written? Give reasons.
2. What do you mean by ‘phatic communication”? Illustrate YOur answer with some
examples. ) |
3. What, according to you, are the three most important advantages of ora
communication? ) . o
4. On one hand it is said that oral communication saves time, Im‘!onlhc otheritis |
) said that it wastes time. How and why does it happen?nmcmwuhsnm:mmﬂlﬁ
known to you. e |
Write a note on the importance of listening. |

nd type, entered in the records gng
mmunication makes jt immediatgjy

esolving a conflict CHN o

B
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An imterview is an in i
ol teractj
in which the interviewer a o s,

her suitability for recruitment, admiss;
a conversation betwe, g
endeavours 1o diseo

cernain sirategies before,

ieve sucess like adopti
especially a job intervipw, N

Punposu‘ﬂbj:crivss of Inverviews
Interviews may be conducted

for various reasons,

! Generally i
e, Ily interviews are

conducted to achieve some of the fol

* To select a person for specific sk
*  To monitor performance

* o colleet information

®  To exchange information

*  To counsel

Art of Interviewing

®  Plan the Interview :
Planning an interview is similar to plannin
! g any other form of ¢ [l
Interview begins by slarlingIhcpurpm:e.umlyzinglllcmllcrp:mm Hm?'l:full:‘:::;'lnl‘l.;

| |
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) e the inte o
' inideas. Then you decide on length, style and e

your ™

g : . :
[ i intervi interviewer, Interview mus
bility for planning the interview falls on :
g . evel and it should be in comfortable and convenient

_heduled on the simplest | i
8 !ion.ljhsﬂ of interview questions must be set up o OnEle
Jocd

nize an interview . ) :
Ufl;:he interview to be puposeful it must be organized as a written document.
:.:riuus types of questions are tools for developing idea. Which should be mnged
in a sequence that will enable you to accomplish your purpose. The following
may be solved by the interviewer.
{nformation purpose
Analytical or problem solving purpose organization that allows you to state the
lem review the background and objectives, suggest solutions. evaluate pros
and cons of each identified best option and agree on implementation plans.
Taking interview is an art
Aninterviewer has more responsibility, has to be more careful than the interviewee.
The responsibility to select the right candidate for the job is on his shoulders; -
threfore he has to create a comfortable, reliable and trust worthy environment in
front of interviewee so that real fact come out. Interviewer has to take care of

following things :
« Arrogance : It refers to cover confidence. The panel ned not to be very
arrogant.

» Apathy : It refers to lack of enthusiasm or interest. The panel needs to be
considerate for the candidate. Avoid frozen or nil expression on your face. A
smile on your face, eye contact, confident posture, timely gestures ete. convey
that you are serious and enjoying the interview,

Skills and attributes most employers look after are as follows - .

= Technical skills : The candidate’s subject knowledge suitable for
she has applied for. i e

= Analytical skills : The candidate's ability to examine and assess a situation,
= Carrier objective : The candidate’s goals and aspirat; K
ey Eoa aspirations-what the candidate
= Mental ability : 'lheund.idale’sabililym i i
! 10 quickly grasp things/mental
»  Communication skills : The candidate’s skills to listen’ e
and writing, ning. speaking reading
«  Interpersonal skills : The candidate’s sk
colleagues, seniors and subordinates and abil
= Feel ubl!iiyhd:ptnhili:y : The candi
o ndidate's muly i :
multi tasking skills or ability 10

adopt himselffherself 1o the i
; chan, ituati
muhiple concurment prosorr, BIng sitvations o environment and handle

_ill.s to build relationship with
1Y 1o move with team members
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»  Managementeadership skills : The candidates ability 10 plyy, 5
motivate, inspire, manage and lead the colleagues to achieve (he urg.lq;,-%i"-
goal. "ahw
«  Creativity : The candidate's oy of box thinking and ability 10 innovy,
«  Social skills : The d?ﬁwmour in public or with slrangcrsfcmpiuym i
a person conducts with others, The way one meets and greers olhmn |
«  Honesty and Integrity : The candidate

despite several odd,

Types of Inverviews

Wi gk » INierviews can be calegorized Mo the
=« Job = " Information
*  Persuasive = Exit
. l".va.lu?l'ion = Counselling
= Conflict Resolution *  Disciplinary [
= Termination i

= Media
Each of the above type has a different approach,
Job Interviews
The employer wants to learn about the
candidate wants to leamn about the
Information Interviews
The interviewer seeks facts
understanding. Information f
Persuasive Interviews

applicant's abilities ang experiences and the
position on offer and the organization,

that bear on a decision or contribute to basic
ows mainly in one direction,

associated with selling,
s Exit-Interviews

In this, the interviewer tries 1o understand why the interviewee js leaving the
onganization or iransferring to another department ordivision. A departing exmployes
<an offer/provide insight into whether the business and human resaurce is heing
handled efficiently or whether there is a considerable seope for improvement.
Evaluation Interviews

A supervision periodically gives an employee feedback on hi
The supervisorand the employee discuss progress towards
or goals and evaluate areas that require improvement,

Sher performance.
Predetermined standands
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v
Interviews ) 2
ﬂl.i_ng takes with an employee about personal probt:_ms that are mtcrf;ﬂ:r;:::ﬁ
i rformance. The interviewer is concerned with the welfare o =
wilh ol p:aud the organization. The goal is to establish the facts, convey

v mph;yf;onccrn and steer the peson towards a source of help.

pany A
{ resolution interviews ‘ ) -

Euﬂi_“f jerview two competing people or groups of p-.faple w_uh opposite por: .

i "!'5 mc,tp|w their problem and attitudes. The goal is to bring the two pi:“ s

ufm:ﬁwmsgmeh cause adjusiments in perceptions and attitudes and create a

€

productive climate.

iplinary interviews : .

g :M:;::a SLI';H"ISOT tries to correct the behaviour gran em_nplyeee whhu i;:.s llsn::elg
I:‘lle organization rules and regulations. The interv n-.\lwer tries to get the employ
see the reason for the rules and to agree to comply.

o Termination Interviews e s
A supervisor informs an employee of the reason for the termination of the latter's
job.

o Media Interviews ) ) . . )
All the media interviews are generally conducted to disseminate information to the

public on the life style and achievements of an indivudual/business or on the new
policies intreduced by the government.

Essential features or Stages of Interview

®  Appraisal of resume :

Some companies may shortlist candidates on the basis of projects they have
completed, specific courses they have done, internship. They have taken up etc.
Tests =

L]
Companies conduct aptitude tests (writien/online) comprising sections such as
technical, quantitative, verbal, reasoning, psychometric eic.

*  Group discussions :
Most reeruiters use this as the second stage after the aptitude test.

*  Persentation
A few companics may ask the candidate to present themselves in two or three
minuies.

-

Face 1o Face inteview .
This iy lead 1o fipg) round of interview
candidate has been selecied
afier :!Mu\-:in;: the candig :

negotiations. This stage comes after the
Ihe company makes a job offer out to the candidate
Mles expectations.
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STRuCTUE/The Inverviewing Process

An inteview consists of three distinet

Establishing rappon

Closing

Gathering Information i

Using body language effectively |
|

steps

L F.Stablirs.lling rapport
Whe m EYE contact w
: n }’ol'lltnltl' tl':e room, look around and establish ] ith the
ere. Smile warm Y and greet ( i
|ll . S o dg.l' hem, Shake hands with B"ll!lsrlp It mquilﬂ.lld I
¥se you in
: " }'= reference to the company culture, |
Al this stage, the employe, i i |
oo Py ployers will ask Questions and mateh your ANSWErS againg
Your hnne-:t;.r and since i i i c¥
i : rely in answering questions should be evident,

If your interview has been successful, there w

o come is to come next. ill usually be an indication of wha

Guidelines for InTerviewee

The key to success in an interview is not one’s experi
: ex ;
:‘:lludc_ but one's attitude. To rise above others wmﬂﬁﬁrmﬁg -:lll':::hr
ills, a highly positive work attitude is required.” ; il
for interview, y T "‘emﬂmwnwsamfmmmm
®  FPreparation of resume :
A resume is a written record ur:a -.-andid_nte‘s education and past and present
occupation, prepared when applying for a job. |
@ Personal attributes : |
One needs to analyse one's own hard and soft skills, strengths weaknesses, attitude. I
likes and dislikes. Knowing yourself or introspecting your qualities and skillsisa |
very important siep in the preparation of your job interview. |
e Knowing the prospective employer |
You need to know that you wish to apply/have applied for. You can collect the ‘

.

information through the company website, annual report, brochures, news i
magazines.

s Awareness of job description

* thoroughly. You can get an idea abou

: The nature of the job should be understood
{ the job profile from the company website.

86

167

for INTERVIEWER
uty of interviewer to create a healthy, ¢

td omfotable and relaxed
me mosi

{ for the inteviewee. .
pt questions should be asked in the beg
id you come to know about t

I 1t is the P"
" pvironmen

difficult or prom ;
% ;?uﬁ start with an introduction, how d

packgrounc 1% i i f candidate If experience
i ribes the lacking part of candidale.
3, Resume itsel rpyeals U e ould not be pin point that. After

. RO ther skills are lacking. The interviewee sh
Imni::g:'has beén called after scrutnizing of resume. Moreover these days !hﬁ
::n];idaw Crosses 1h.mugj1 aptitude test and group discussion round for reaching

up to the slage of inteview that means the person has some substantial qualities.
rrelevant questions should not be asked. 4

Clear, honest and truthful statements regarding the job, i
regulations, about organization should be told so that it
candidate 1o accept the terms and conditions.

6. Interviewer should not boast about the organization.

inning. An interview
his job, family

ob description, rules and
becomes easy for the

Pracrice Exercises

Very Short Answer Type Questions (With Answers)
I. What is Mock interview 7
Ans. : Mock interview is an opportunity 1o
answers line.
1. Name the factors tha
in interview.
Ans. Arrogance, Apathy, NETvousness, over confidence. lack of confidence, lack
of concentration and social skills.
3. List some objectives of interview,
Ans. -
®  To select a peson for speciic job.
e To menitor performance.
e Tocollect and exchange infomation
® To counsel
4, 'What is a campus interview 7
Ans. Campus interviews are the interview conducted at the campuses of coll .
& What are on site interviews 7 ’ m.
Ans, On-site interview are the inerviews conducted at company premises
6. ‘Whai are telephonic interviews ? g

practise interviewing technique and

t can be responsible for the not selection of a candidate

i Telephonic interviews are the interviews by the ERRRa: _—
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S nately, there is not much correlation between interviewing well and
i - Unfm‘_tu he ';:I: well. For this reason, experts now advise that tests become
Ans. A face-to-face inteview for any job is a personal communication gctually mmﬁflmej et st G et ek Vea g o ot
il bl = m o e ice questions based on the job description and corporate style. Applicant
i kg o i ,,,ultlple‘d'l"' qhnncst with a computer than with human inteviewers when asked

i i ferences.
intervi h things as their goals and pe ‘ _
S e m&duchmdmuaml el colleges. The COMpayg IP‘“! ;: interviews allow employees to decide, how a prospective employee ﬁts
B ey ok b st Kol tiecq : ny. Employment interviews may be the most intense and dynamic.
that they would be visiting their campus to select students for job they deli\,u: jnto the company.
1

i ing the interview.
presentation, the types of projects they carry out the selection mode etc, . Write the points of Preli'?f"““l“ g'l':m“:":::fvicw such as-punctuality, neat
2. How on site interviews are conducted ? Ans, You should gmc;':s’:;“: :xu ssion, pleased manners, presence of mind,
31'::1 {;:t'Si‘en;'_';:"ic“';ﬂm Cuﬂdk:'md at company's permises. Many compysg,, y:uﬂljrnp:::a:ﬁ L:lear‘;nd mni:':.:ml voice. Some more points are as follows ;
candidates al ing 1 i i .
phones and call them 1o lhfﬂﬂgipln':f?:: :hmg: ::;:2::::5 el ,':m Be brief and spnntanc?w.» o m
3. How interview is conducted by video-conferencing ? Suppost your Virc“:s wt:hfe::‘e ;?:a:[f:zn :I.II ; :iupr::num
Ans. Many companies, fall . G m Be honest in refering :
select candidates for Jobﬂcnﬁmﬂ??mm::;t ;ﬂnﬁfxﬁx ?m Listen carefully to the interviewer's questions, statements and comments.
stales or countries, this mode of inteview may be used, Speak in a conversational style.
4. What should a candidate know about his Prospecpective employer. Exhibit-outmost courtesy both in manners and speech.
Ans. A candidate must know about- Do not give execessive details.
*  age of company Avoid long pauses while speaking.
*  services of products " Do not keep smiling all the time.
competitors Do not make any dis-respectful remarks of people with whom you have worked,
growth pattern '
reputation/where it stands in the industry
divisions and sub-divisions
sales/assets/eamnings | : —
* on going projects
*  mission/culture/values
S. What are the probable questions that you can ask the interviewer ?
Ans,
Whom will | report 1o 7
Whom will | be working with 7
What training opportunities are there ?
What promational prospects are there ?
When you will be making a final decision 7
Long Answer Type Questions (With Answers)
. After a number of tests and inteview. When the candidate is selected. He/
she may not be that perfect. Justify this statement.

|
I
1. How campus interview is conducted ? ‘ end 1o be more

& & & & &5 & & & B

* " 8 8 o
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"if speaking is silver, listening is gold".

Chapter

b b e b

Art of Listening |

Introducrion
bk bt ]

Rose, Siddharth, Ishita, and Dushyant attend
for Entrepreneurs' delivered by Paul Kimura,
about the role of 10 and EQ he said,
enrrmpreneurs started, whereas EQ

ed an expert leclure on 'Sofy Skily
. a Management Guru: Whije talking
10 represents abstract intelligence which BRLS the
helps them become successful After the lactue,
ment is applicable in every field of life: Siddhan

: at besides 10 and EQ, HQ (Health ient) i
becoming very essential, and he referred to an article that h?ifnd read ETJ::;::

of The Hindu sometime back. Rose remarked that she had found i
boring, and that she i ile _the ety
know what You are mr:::?n‘lgna':;:l:m R N iy T
Y.nu €an see that though all the four attended
attention fo the speaker and listened carefully,
the speaker at all. In other words, they just faked listening. This is a very commen
problem. Have you ever pondered why it happens? :
Listening is an everyday affair. Despite than,
shirk listening. In fact. most listeners see listen
that the greatest challenge that a speaker faces is to make his/her speech worth listening
to. In other words, when a speaker envisages hisher speech making endeavour, he
she grows increasingly obsessed with the idea of making hisher speech interesting
This is simply because if he/she does not make hisfher speech engrossing enough, he
she will be listened to. After all, isn't it very common to react the way Rose did?
Many a time. we find listeners yawning. much to the anguish of the speakers who
go out of their way to keep their audiences engaged. To keep the listeners atentive 10
their speech, most speakers use a variety of tactics. ﬁ:nd Yet, some of the listeners
emerge from the lecture theatre declaring, ‘It was quite b?'iﬂs_- 1 dozed off Some
others keep themselves completely away from the task ?I’ listening by mocking 1h¢lf
fellow listeners saying, 1 don't know what you are talking about' Now, why does i
happen?

endorsed the idea and told them th

whereas the other two did not listen lo

or probably owing to that, many of us
g as a challenging task, so much so
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the same 1alk, only twoof them paid -
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gy OF LISTENING

G is AN ART

| ﬁ"iu : ime in listenin
e rch corroborates the view that human bmgs-spcmt‘mgfralil::;n = oﬁ
o Itis a skill mostly used by all of us, but we get lttie e e
o from our school days, we are formally trained ina e
dherha?d* - ly speaking, reading, and writing, It is primanly_so bt_:caust itis
slnll:. mm;tid i)lcl is pralsumed that by making a child sit while being spoken
e gz him}mr listen. So, the child sits, but does not Iisnfn to the teacher
i ajs{l‘anla:l"lt: attending a lecture or talk, some of the listeners just wurn -::-ul._or
i ;m:pf-in imlm'l dialogue trying to translate a specific word, or think of something
fo{f?merﬁling happening somewhere else outside the room. i
However, it is not just psychology that makes way .ﬁ:r such Iack_c interes! :
i i blished that human beings can speak at the rate o
listening activity. Research has esta ) s besnadle
sbout 125-150 words per minute, whereas human brains can process St o
per minute. This means that we are able to use just 25 percent of our mind power a
75 percent is left unused while we listen to others. Comcquem‘h.r. m:osl of us are :;m:irc
interested in speaking than listening to other. So in the name of listening what people do
most of the time is hearing. Are these two different from each other? Of course. Let us
see how these two can be distinguished.

Listening V/s Hearing

Hearing takes place when something disturbs the atmosphere, and that disturbance
take the form of pressure waves that strike our eardrums as sound. Fox example, a

truck rolling by on the road in front of our house woild be just heard and not listened
to.

Listening is different. It expands when we pay attention 1o the meaning of what
we hear. Therefore. listening is all about consciously, actively and systematically
Processing information. Listening demands perfect coordination between the ears and
the brain, which result in decoding the speaker's message aptly. Regular practice and
consistence are required if we want to improve our listening skills,

Effective listening is a dynamic activity that seeks out the m
message, considers their motivation, evaluates of sound
reliability of their supporting material, calculates the

recommendations, and integrates them creatively

Thus we quite often merely hear the word <
vibrations in the atmosphere. We
the speakers around us?

eaning intended in
ness of their reasoning and the
. value and risk of aceepting their
nte the world of the listener.
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Poor Lisvening V/s Effecrive Lisvening

The major difference between a poor listener and effecti __\"'\

ve listener are
ag
Poor Listener f“"%,

GENERAL ENG[J
)

Effective Listener

| Eith{.:r iries 1o blame the speaker or
considers the subject 10 be dry.

Iisl_ens between the lines 1o

_| voice and evidence,

Fights against distractj Kknows™
ons any 1

how 1o concentrate. / o |

Keeps listening on a regular basis: I

averse o listening 1o maner whi:lz.m

Gets distracted easily.

| Finds it dj i

| ifficult 1o listen to complex
material; has the tendency m:zag

| light and recreational materials.

i
Pays attention 1o the body language,

Pay too much auention to appearance

and delivery. tone and style along with the Tnissage
—_— 1 being conveyed by the speaker.
Waits for his/her turn 10 speak. Patiently listens to the speakersand |
responds as and when required.

ImporTanT Facts abour LisTening

Here are a few important facts about listening :

I Listening is not automatic.

2. It requires practice.

3. It demands imention.

4. The rewards are immediate if one truly listens,

Advantages of Good Listening

Following are the advantages of good listening.
I. We generally find that good listeners are better performers. Thus, listening
clearly differentiates between a poor and a good performer.

2. Listening isa vital skill which helps our leaming. Good listening ability increase
knowledge. develops critical thinking, and broadens opportunities,

3. Listening skills help us huild effective relationship in our personal as well &
professional life.

4, It prevents miscommunication. :

5. [t also facilitates solving problems in our personal life and at workplace.

89

Think and mentally summarjze; —. |
the tone o |

Tends oy ooreai uires critical listenin [
O unnecessy izes i

arguments, i :E:Hf!{u:ﬁ:tol:}ﬁn S e

Resists new ideas, Listens for i.deas |
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¢ LISTEND
Ju T 2

Effective listening helps in sharing
.,‘ Good listening also improves decision-mak

emotions, ideas, and experiences.
ing and critical thinking.

process of LisTening

ng is considered a passive process but actually, it '15: a h'EJ:YI*::";‘:
because in order to be a part of it you need to be extremely :;u:lm:. and alert.
i i i to understand how listening happens.
 becoming a good listener fequ!res_us S
ssentially in cognilive process, listening mvolves_lhc t‘ol1n.mng stages. —_—

s Sensing At this stage, the listener has physical hcarmg‘of lhclrrmssage b auhe
the sound waves fall on the cardrum, as a result of which he/she perceives t
sounds. ) e

s Recognizing After hearing the physical sounds, the Ilslene.r |d-fn||ﬁ|.-s arnd
recognizes the pattern of sounds. After this, sounds are recogmzuq in a specific
comext, Here, the listener makes a conscious effort to recognize the word
symbols that he/she hears.

e Interpreting Now the listener stars decoding the message. As he/she listens,
hwe/she employs his/her own values, beliefs, needs, ideas, etc. to interpret the
speaker's message. Since he/she also pays attention to non-verbal message.
the accuracy of hisher interpretation of the message also increases.

& Evaluating After he/she understands what the message actually means. he/
she eritically evaluates it. He/shé assesses its strengths and weaknesses, ils
accuracy, reliability, and feasibility.

& Responding At this stage. the listener is ready to respond and react. He/she
shows his/her rejection or acceptance. understanding or confusion. even

indifference through his/her non-verbal cues.

® Remembering or memorizing This is the final stage of listening. Good listening
enables the listener to retain the information for future reference. In order to
increase the retention, you need to make conscious effons by taking down
proper noles, organizing the matter sequentially. or retaining the information
by using analogies or other associated visual symbols.

IA,II]‘IDUEh listeni

Types of Listening

In order to improve your listening ability, it is advisable to know the different rpcs
of listening that we need 1o employ on different occasions,

Cantent listening In this type of listening, the prim
the message sent by speaker. Most of the time, we
and understand the information. Therefore, it is al
We listen 1o neports, briefi
desired information.

ary focus is on understanding
usi this type of listening to gather
! _ 50 Known as informative listenin

NES. Instructions, speeches, and conversations 1o obtain ﬂfe'
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®  Empathetic listenj is i
A ing This is also known as therapeutic/relaio o
for the obvious reason that is used in times of ca-ispe sl

is. This i
when we allow a troubled friend 1o express namrTfl'JE.lZ"?°“" g ﬁ;:.

GENERAL E“Gus,
|

m/her geq gy
the speaker's Situatio um:

empathic listener, lati i
s relationship between ¥0U gy

the

Although all the skills referyed 1o 50 far will hel
he purpose of acquiring language skills,

- PYou evolve as a good listener,
10 intensive and extensive listening,

Youneed to pay special attention

Te— " =
ENSIVE LisTening V/s Exvensive Listening
Intensive listening is listen;
example, when you listen toa
" recorded lesso
acquire the corregt pronunciation or i .
_lhe text. When you listen, you conce
This is the perfect technigue 1o im
develop an inactive feel of the

_ Your mind focused on the text
Prove your listening comprehenc: _ .
grammar, structure, pension. This helps you

you listen to in this type of repeated listening, By mm;l:h lang w!u:.h
books, movie seene INg 1o the news in

:I-I;'lgllish. audio articles, audio speeches, e
velop your intensive listening. When your teache ’ il
* plays a cassette j lassroom
and expects you to understand what you hear, it is nothing by imens::e"::alc ing. B
: islening. By

adopting this pattern, you pick up a large number of i
im; o
and sentence structures in a very natural manner. Portant words, expressions,
However, you will take a lot of time to leam the lan
So you also require extensive listening in order to lea
opportunily to hear different voices and styles. Thus,

Buage by using this technique.
'™ & language. It gives you the
it helps you get used 10 natral

90
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This also help in developing effortless listening, since listeners listen
flo ,,_mngmd opinions on a wide range of topics. However, when listeners employ
m‘w listening, they passively pick up the erroneous expressions with thre
only e and make the same errors when they themselves speak and write. That is
M“.Zl;i required to employ both intensive and extensive listening in our day-to-

ﬁmemﬂinn& with others.

B NING
i [_151"-
ART O

BarRiERS 70 Effecrive LisTeNing

This is very creative, interactive, and interpretive process. Al rimt'ﬁ. howm«:rf. it
#ils to click as some barrier may block the process. Here. we wl}l discuss various
parriers that impede us from being good listeners. If you recognize that you have
qme/any of these problems, make an effort to correct them.

Forged Attention

This is one of the most common barriers to effective listening. We usuglty find
audiences stating at the speaker but their minds are preaccupied with_sum_ethmg else.
They have a very attentive listening posture with their hands below their chins and eyes
wide open, but they are not disting at that point of time, only faking it. All of us_havc
fuked listening at some point or the other. However, faking is a poor listening habit and
we should avoid it.

Premature Evaluation of the Subject Matter and Speaker

We often find that poor listeners convince themselves that the topic is uninteresting
even before listening to the speaker and the complete message, and thereby a chain of
negative thoughts start mushrooming. The next preconceived notion is that the speaker
is dull and boring, and finally they turn to many other thoughts and concemns stored in
their minds for such an occasion. Such listeners tend to mentally criticize the speaker
for. not speaking distinetly, for talking 100 sofily, or for not looking it the audience.
They often do the same with the speaker's appearance. |f speakers are not dressed as

they should be, they probably tend not to listen. On the other hand, good listeners try
to get something good even out of a dull discussion or talk.

. So, in order to overcome this poor listening habit, you need to suspend your
Judgement until you have listened to the speaker completely. Things which may seem

dull or uninteresting initially may turn out to be interesting and useful later on.
Hard Listening

Poor listeners try very hard to listen to and absorb every word the speaker uses.
Suﬂ? type of listening is called hard listening. By employing this, listeners lose sight of
the idea by concentrating too hard on details. In such cases, the listeners pay more
mnl;i'l;;:dmduul waords and expressions rather than concentrating on the actual
i B mﬂ:“‘::?:lgt‘- T‘hu:l:. most of us who listen for facts may recall some isolated

Bervabe e * the primary thrust or idea the speaker was trying to convey.
i order to avercome the problem, we must listen to the speaker's
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Generyy. Eng
primary points, Ligy,

Poor Interpersonal Relations

Human bej 3 P

mhtrp-:mnh:;?s base their reactions on the type of relationship g

at:t‘ﬁrdin. ID-lh © same happens in the case of poor listeners. They it

sense afgsupcrtﬂr' Past or present relation with the speaker. A lack of config
Onty or inferiority h ide

the |iSlening task. Th el prevents them from hﬂ\"ll‘lg pro

- these prejudices affect the : :
the message. Thus, this attitude of the listeneps pere e T 0
message,

ey have ..
":“’llhn,,

per in'-olvem;]T.'
N, and evalyy: n
eners obstruct them from gelting uI:l::-“

Iy

Over Excitement :

Whenever we hear ing wi
1 something with whi
by a chain of thought related 1o that, We

So. listen 10 the s i i miher

: peaker’s ideas with controlled emoti j i

Different Languag;e Variety and Accent : S "

When the speaker uses a di . ich

l:lrbdcl‘siarld_ s lff‘:!rem a_r:cm_ml whnc.:n the aud::ncc ]'s unable g

::: ﬁ.;-lllow the Bﬁtishamnleasity, whereas Mxnﬂneylisncnmasi;e;ke:?dm MM
ns.as anhAmer:::an accent, they find it difficult 1o follow him/her. e

ihce the message of a speech is al| importa ;

Bet some ear training for the American accent ln:t. LA e

Distractions : .

Some listeners have ve i
. Iy poor concentration while |
dlst'ract?d even with the slightest sounds of openi :
whispering to each other, or vehicles outside.
How can we overcome this? As liste
rather than these distractions, as these

Evading the Difficult Types
We have a tendency 1o listen to whatever is and famili id whatever
seems to be difficult and unfamiliar. Poor Iimﬂ mmlxﬂ,ﬂf of this in
classrooms, meetings, interviews, ar group discussion. This in tumn leads to poor of
inadequate performance.
So. to combat this problem, we should tell ourselves that we must listen to all sorts
of topics and all types of speakers. In order to help us achieve our goal, what we have

istening. They actually go
ng and closing of door, peopk

ners, we should concentrate on the message
are not under our control,

1o do is to train ourselves; and for that, we should develop enough patience io listen

Non-atientive State of Mind

The listener often fail to listen to the speaker’s message because hefshe is preoccupied
with certain thoughts, or is tense or exhausted. Hefshe may be anxious or perturbed
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complex i
jikely that ¥
* decoding the
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This problem dem
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uch as hunger or drowsiness, a_nd
tentive while

LISTENING

distractions, s :
ort, can stop him/her from being at
es a major barrier to listening.

he part of the listener for

o reason. Various mfner
scomforts of a similar s
he closed mind becom
ands a readiness or willingness on t
pmhcnsi.un of the information being delivered.
Poor Listening Leads to Poor Learning.

«els of Perception
|mer at time presumes that all his/her Iiswnin‘g have the same lewfl of
sp:w:t‘ma.'c he/she enjoys, which leads to information legendary, or at times
;f“fnmiion, which may not be easily comprehended by the listeners. It is
he listener with a lower level of understanding wuld.lhen face a problem in
message aptly, and the intelligent listener may find it reluctant and not pay

proper attention to what the speaker says.

Mow, let us see how we can develop better listening skills.

Five Steps 10 Active LisTENING

Following are the five step that will help us develop active listening skills;

K
2.
3.
4.
5.

Look the speaker in the eyes as far as possible, or follow his/her movements.
Summarize what the speaker is saying.

Take down notes.

Link what you are listening to what you already know.

Ask and answer questions in your mind for clarity in your understanding.

regarding the problem under discussion.
Technioues fon Effecrive Listening

- Following are the important techniques for effective listening:

(=)

To improve your listening skills, you should have an open mind.
You should sit alert and look at the speaker with a view to establish your
interest in him/her.

. ‘The effectiveness of listening generally depends on the intensity of the interest
taken. So, take interest in the discussion or talk.

3. Do not prejudge the speaker, or his/her message, until you have listened to it

completely.

4, Employ your critical thought while you are listening,
5. Stop talking and do not interrupt the speaker unnecessarily.

=

Observe the non-verbal clues of the speaker, as this will enable
the message completely.

7. Toke advaniage of the hlt‘.1illle that we get in terms of small .
Pauses between

you to grasp
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two different ideas,

8. Ask rtjg-“m g .
questions (o vourse :
Presented by the speaker, 11 so that you keep on track v i

Take down notes or parapharase the

3y nessEEs o o
certainly enable YOu 0 grasp it quicker. lge in simple words, Thh,,ﬂ .

Pracrice Exercises

4

Very Short 4 i P
nswer Type Questions (With Answers) | &

1. y
How you can say that listening is an art ?

Ans. : Human bein used
. 85 spend more time in listeni i i
:::us. but we get little training in this, I g va
h g
¥ We are more interested in speaking than listening ?

Ans. Human bej
ngs can speak
whereas brain Sﬂoﬁnﬁm the rate of about 125-150 Words per

|
] ; : words per minute. C sy
5 Interested in speaking than listening to otpheers. R !
- How listening is different from hearing? I
Ans. Listening demands perfulcoardim?‘ between l
result in decoding the speaker's m s, .Ihetarsand bl |
o hi : 2ssage aptly,
. Emo major types of listening,
ns. Extensive listenin i ive listeni
5. How inadegaute lan :‘:"d mlﬁ::w!!stemng.
it Buage can be reason for poor Iistening?
ns. Certain words that speaker uses may not make i
will result in poor listening. TR
Short Answer Type Questions (With Answers)
1. How does listening take place ?
Ans. Heiﬁring depends on ears. While listening uses the mind and eyes as well. The
ear mlw ¥you to hear sounds. The mind enables you o intepret these soun;lsfﬂ
recognize so i
jmsgln me of them as words and to fashion the words into thoughts and
2. How listening actually is vital to oral communication ?
Ans. In a conversation both the speaker and the listener have 1o i
1o listen simultaneously
to each other for the commuication to be effective. The speaker has 1o listen not
only to any verbal responses but also to the non verbal symbal or signs that the
listener displays. Based on that the speaker has 1o determine from moment 10
moment what to say and what non-verbal signs to display with the words.
Why is that our listening is not as good as it ought to be ?
Ans. Our brain is capable of processing 500 to 700 words a minute while people
speak only 120-150 words a minute. The listener use only a part of their brain t0
Jisten, they use their brain spare capacity to think of other things that interest them.
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ou develop listening skills?
jistener are made, not born.

If your emotions are high give them up.
Denote time and effort f0 Iry 1o understan
Maintain an open minded attitude.

Maintain eye contact. ‘
s to effective listening skills.

How can ¥
ADS: Good
d what the speaker is speaking.

.
L
L]
Write some Step

Ans. )
Srate your intention to listen

Manage the physical environment.

Make an internal communication to listen.
Assume a listening posture.

Participate actively in listening process.

- ® ® & =

Long Answer Tipe Questions (With Answers)

2.

ou will develop the listening skills.
p a listening virtual. Making an

an environment of respect and
lise their message is welcomed.

Explain how ¥
Ans. For effective listening skill one has to develo
audible announcement of your willingness creats
dignity and helps your communicating pariner real
Managing the physical envirenment means cleaning all that is lying on your desk or
table may cause any kind of distraction. We can not remove/cut listening distraction,
but we can surely eliminate the physical distraction around us. This would help in

increasing your awareness.
Making intenal commitment to listen is far the most important step in being an

effective listener.
In addition to managing the physical environment, ¥ou must manage your physical
readiness to listen. The non verbal messages that you send via your body could
encourage, inhibit them.
State the ineffective listening styles.
Ans. There are at least four ineffective styles of listening as follows :
& The "missing-in-action” listener.
s The "distracted” listener
e The "Selective’ listener
& The"Contentious” listener
You could become u"‘l_nissing-in-u‘tinﬂ" listener if you have little interest in what is
Deing said 10 you. Itisa trmuy. the communication does not exist, It Fapegy
question oi‘_milsunldlﬁﬂ'ndmg the communication, you just dont hmlr it. A
ight go missing in action if they feel unable to understand a compl - A person
"Distracted” listening is a functi A PlEX message.
The i Tening s a lunctional style of listening, when someone is listen;
while reading. writing or pursuing some other ﬂﬂl!'\'ily o s |_su:r|rng
mon behaviour of
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distracted listener s to repeatedly glance at the watch. This i
One canl become a distracted listerier when one is under pressure, stress OF Unyi,
Or unable to show down your thought. k

In the "Selective" style of listening, the listener listens only what he wangs 10 listgy
It can be either positively or negatively included. '
A "contentious" listener s one wh
style. These listeners are always
disagreement. They listen only to
such as fear, anger,

GENERAL ENGLls"

ndicates impatie

0 uses a combat or negatively ageressive
On a war path and listen only to fing

reject. They are determined to disagree
Jealousy often result in combative i

listen;

Points ¢
t":IIl(:ulin;)mr
stening patterns.
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