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5.0 OBJECTIVES 

to understand that communication, often understood mainly as verbal 
communication, can also be non-verbal, 

/ 

to understand some features of verbal communication in the oral and written 
modes, 

to understand some features of non-verbal communication: signs, symbols, gestures 
and body language, and 

to consider some barriers to communication 

5.1 INTRODUCTION 

In this unit we will discuss various means of communication, je. through different 
modes. It is important to note that communication can be through words, oral or 
written but also through other means. Most of our communication is supplemented 
by body language and it is this that adds effect to our oral communication. They 
you might wonder which mode is better. The answer is - all modes are good, but 
we should know when to use what. In the following sections we will talk about the 
advantages 'of' each mode and the occasions for their use. - 
5.2 ONE WAY COMMUNICATION AND TWO WAY 

COMMUNICATION 

All communication involves a flow of information. One-way communication informs 
the receiver but does not receive any response. When a person is physically fiar 
OK and there is no medium to i'acilitate communication, only one way communicati6n 
is possible. Someone talking over a megaphone from the edge of a big ship can 
communicate with peopl~ in a small boat down below. No response is possible in 
such cases. But such communication comes under the category of 'transmission' 
rather than 'communication'. In this type of communication there is the grave 
danger of one's seeing what they want to see. 

But sometimes, we do not require any response either. School bells, factory sirens, 
traffic signals come under this category and they are quite effective. But one way 
communication between two or more persons has the danger of being understood 
-ngly. 

Two way communication is an exchange of information and ideas. Most of the time 
we engage in two way communication. This develops understanding. Tko way 
communication is like a seesaw. We need the active participation of both the 
participants. Otherwise there is no play. It would be like trying to clap with one 
hand. Some people, especialljr teachers, make the mistake of transmitting information 
rather tban communicating with the students. Of course, several politicians do so 
too. 

The following is an illustration of such mismatches in communication process. 
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One Way communication 

4 instructs 
B 

B does not understand properly. 

B wants clarifications, he has questions to ask. 

A does not realize this. 

Two Way communication 

A instruct , B 

' A Seeks clarification B 
1 

A 
clarifies , B 

A 4 confirms B 

both are happy B 
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5.3 VERBAL COMMUNICATION: ORAL ANI) 
'WRITTEN MODES 

Communicat?on-is often understood mainly as verbal communication. But it is also 
possible knowledge, as we shall see in the next section. 

Verbal communication is communication through words. This can occur in either of 
two modes, oral or written. oral communication is morenatural and spontaneous, 
and we use this mode most of the time. A great percentage of our communication 
is oral communication. But in formal sipations, written communication'is required, 
and not everyone can conhunicate effectively in writing. This may be because of 
psychological barriers, or lack of technique. We willdiscuss these barriers to effective 
communication a little later. . i 

It is important to understand which mode to select for communicating effectively. 
Lats's first discuss where the oral and written modes are effectively used, and 
where a combination of the two is required. ---_--___ _ _ . - - _ _  __ 

53.1 The Oral Mode is Used Where 

* Personal adthentication is needed. e.g., between an officer and her petsonal 
secretary; a journalist and her source ("I heard it from a reliable source") 

Social or gregarious needs must be met. e.g.,'speaking with a visiting delegation 



* Warmth and personal qualities are called for. e.g., group or team interaction 

! Exaclitude and precision are not vitally important. e.g., brainrstorming for ideas 

I * Situations demand maximum understanding. e.g., sorting out problems or 
differences between individuals, or between two groups such as administration 
and students. 

P An atmosphere of openness is desired. e.g., talks between management and 
. workers 

P Added impact is needed to get receiver focus. e.g., a chairperson of an organization 
addressing the staff; a presidential or royal address to a nation 

* Decisions or information have to be communicated quickly. e.g., officers issuing 
oiders during natural disasters such as floods or an earthquake 

* Confidential matters are to be discussed. e.g., exchange of positive or negative 
information about an organization or an individual. In the process of appointments, 
or promotion or selection of individuals, a period of open discussion may precede 
the final decision that is recorded in writing. 

533 The Written Made b Usad Where 

Information has to be stored and retrieved. e.g., official records 

* fit? reliability and validity of an idea are important. e.g., decisions taken by a 
group, to be acted upon 

The verification and authentication of an idea are important. e.g., a memo from a 
superior about new accounting practices 

* Objective references are important. e.g., a research article or informative article 

Written communication supplements oral communication. e.g., the h u t e s  of a 
meeting 

1 * Crucial decisions and actions are to be considered. e.g., plans and proposals 

* Communication is subject to review and reconsideration. e.g., goals, performance 
appraisals 

Persorial presence is not required. e.g., circulating a list of holiclays for organizations 
to choose from; routine good wishes at the new year 

P The communicator needs to extend himself in &me and space. e.g., a letter from 
a company head to all its branches in a coun$[Lor around the world 

.-1 -. . -,+...- 'd 

, . - -- - -. 

Verbal and Non-verbal 
Communication 



- 
Some Concepts for 
Communication in 
English 

* When people are expected to 'carry home' ideas. e.g. afer a brain-storming 
session, individuals or teams are asked to develop plans 

* When follow-up ktivities are necessary. e.g. afer a consultative meeting 

* When optimal undergtanding is needed. e.g. a joint communiqut about 
international trade agreements 

* When both clarity and impact are needed. e.g. a new product is launched in the 
market 

* When the presentation is exploratory. e.g. a team member presents ideas for a 
new product 

A 

* When audience participation is desired. e.g. the presentation of building 
development plans for a city 

When abstract or 'rem~te' ideas are to be communicated. e.g. a presentation at 
a science congress or academic conference 
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5.4 'ON-VERBAL COMMUNICATION 
Verbal and Non-verbal 

Communication. 

All comnunication that conveys a message need not be verbal. We can convey our 
feelings through a smile, a frown, or silence. Non-verbal communication is 
communication that is not conveyed through words. Albert Mehrabian, a professor 

I of psychology, estimates that 55% of the impact of a message is through the non- 

I verbal mode. Non-verbal communication may be visual or auditory. 

Symbols. signs, sounds, eye contact and facial expression, body postures, gestures, 
and physical appearance - all these constitute non-verbal communication. Silence 
too Wls under this category. In olden days, when communication media were not 
well-developed, drums and fire were used as a mode of communication. People 
would communicate through a relay in the beating of drums. There were different 
lengths and notes of the drumbeat for different purposes. 

Symbols and signs are used where one-way communication is adequate and 
effective. For example, it is enough to give a picture of a petrol pump or a telephone 
on a sign post for a driver on a highway to know what is available nearby. Similarly 
a school bell gives information to the children to assemble or disperse. The language 
barrier can easily be overcome with non-verbal signs, which is why signs are used 
instead of words like Exit, Stairs, or Toilet at all major national or international public 
places such as airports, railway stations or tourist centres. 

Do you know these common signs? 

I 

1" MW 
1 2 3 4 5 7 

15 16 
10 

14 

row 17 19 20 23 
18 9 21 

row 25 28 29 30 3 1 32 
26 27 

row 33 36 
34 35 

37 3 8 39 40 



Some Concepts for 
Communication in 
English 

This is a chart of symbols used in transportation. You may not have seen all 
of them, but you may still be able to make a good guess at what they convey. 
They key to these symbols is given in "Check You Progress" given at the end 
of the Unit. 

Similarly communication can be made with gestures. A cricket umpire makes gestures 
to the scorer and players about the runs, their nature and also to declare them out. 
A foot-ball referee warns the players about a foul through colour cards. 

Judicious selection of the right mode of communication'for a purpose is the crux 
of effective communication. In business communication, the non-verbal mode 
includes using audio-visual aids or media that supplement or support oral or written 
communication, especially during formal presentations. Thus non-verbal 
communication is very important and complements verbal communication. 

' 

Certain signals work very well as they are fixed and commonly understood. Traffic 
lights and road signs are easily understood by every one. Election symbols are easy 
to pick out on a ballot paper especially when the number of candidates is large - 
it is easier to look for a symbol than read a big list of names of candidates - or 
the electorate is not entirely literate, or literate in a variety of scripts. These are 
populaq modes of communication when the message 'is of a limited nature. It is only 
when the communication becomes more complex and varied that we need language, 
and non-verbal communication relegates itself to a complementary, if not secondary, 
role. * 

Studies suggest that about 45% of our communication is supplemented through the 
non-verbal mode. It ac6 as a stimulus to effective communication. Verbal and non- 
verbal communication are supportive and complementary. 

Visual communication is very advantageous when quick communication has to be 
made to a large group, or a person has to understand a short, simple message in 
a fleeting moment. 

Consider the role of signals. Anybody who sees a red light automatically stops the 
vehicle without conscious thought, almost reflexively. The danger sign of a skull 
with two crossbones instantane6usly communicates a warning. The waving of a 
green or red flag by a railway guard or a station master passes on a clear message 
to the driver and to the people on the platform. A flare from a boat is easy to pick 
up for a rescuing plane. 

Some symbols are univkrsal and easy to understand. They are -popular and convey 
the same message in almost all cultures. A heart signifies love. A dove with a twig 
in its beak, or a white flag, indicates peace or surrender. 

,, Logos are strikingly effective. In India, the moment one sees the insignia of three 
lions and the Ashok Chakra, one understands that the communication is from the 
government. Private companies spend time, money and effort developing logos that 
symbolize them and are memorable and meaningful. If you surf the Internet, you 
will find sites that challenge,you to identiEy some common and not-so-commonly 

- known logos. Logos are recognized by children before they begin b read, as 



advertisers know; and logos are also widely copied, sometimes with minimal changes, 
to trap the unwary and often illiterate consumer. 

The science of semiotics has much to say about how much care and thought goes 
into the tlevelopment of log&, Take a look at the Hutch logo (the popular service 
provider for cell phones). It consists of three pink triangular shapes. If you-look 
more closely, you will notice that the white space in the middle mimics the shape 
of the three triangles that enclose it! This idea comes from a basic idea of design, 
that the spaces that are left unspecified are as important as those that are specified 
- thus "the cup is not only the curved shape, but also the emptiness that it holds", 
as one philosopher puts it. 

Graphs, charts, and flow charts are effective means of communication, and we 
shall say more about them in a later block on writing. Here let us consider a couple 
of quick examples. The details of the mode of transport preferred by office goers 
can be better represented as a graph than as a verbal description. Similarly the split 
up of expenditure of a country can be effectively shown through a pie-diagram. 
The organizational set up of a university can easily be shown through a flow-chart. 
The first two examples are illustrated below: 

Mode of Transport used by office goers h Hyderabad 

60 

50 

40 

30 Wlsltrain 

20 Two-wheelers 

10 

0 
60's 70's 80's 90's 

How the money is spent by the government 
Defence 

Agriculture 

Iniga tion 

CI Power 

Surface 
Transport 

GI Aviahon 

E Tourism 

Education 

; Colourful charts and hoardings are no doubt very attractive, but they are expensive 
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and take time to produce and install. Where the purpose is limited and costs are 
to be cut, this mode is not appropriate. Huge and attractive hoardings can divert the 
attention of vehicle drivers and cause accidents or traffic jams. There have also 
been instances of improperly erected hoardings being blown down in a stom, 
injuring or even killing people. 

The strength of non-verbal communication is also its limitation. Its strength is that 
it cuts across language and literacy barriers, as we have seen. Its limitation is that 
not all gestures and symbols are universal. Where a given gesture or symbol can 
be interpreted in more than one way, it gives rise to ambiguity and miscommunication. 

BODY LANGUAGE AND SILENCE 

Facial expression is a fundamental contributor to effective communication, and 
sometimes referred to as the "visible code". "We talk with our vocal chords, but 
we communicate with our facial expressions, our tone of voice, our whole body", 
says a psychologist. During a television interview, a mayor denies any knowledge 
of a bribe paid by a visiting delegation - but the camera focuses on his hands, which 
are making nervous and tense gestures. "When people don't know whether to 
believe what they're hearing or what they're seeing, they go with the body language 
- it tells them the truth", says a management consultant. "You can play fast and 
loose with words, but it's much more difficult to do that with gestures". 

The scientific study of body language is called kinesics. 

Eye contact is one of the most important factors in effective communication. Wvhen 
we want someone's attention, we say that we're trying to "catch their eye". 
Conversely, we know that a person who doesn't look at us is trying to avoid us. 

The eyes have been called the windows of the soul; they seem to reflect our 
nature. A speaker should always look at the listeners. He should not, because of 
his own nervousness, look down or look up, or gaze out through the windows while 
he is speaking. This will give the listeners an impression to the listeners that the 
speaker is not interested in what (s)he is saying. 

When speaking to a group, look at all the listeners; avoid focussing on any part of 
the group, or on an individual. Some nervous speakers make this mistake, if some 
person or persons seem to keenly following their talk. It is for the speaker to bring 
everybody into the talk and make them focus on him or her. You may remember 
from your school or college days a feeling that some teacher always looked at some 
particular boys or girls. 

Remember that looking at someone to establish eye contact is different from staring 
at them (which is offensive) or looking into their eyes (which is reserved for 
lovers!). At an interview, for example, if the interviewee looks right back at the 
interviewer throughout the time a question is asked and answered, the interviewee 
may be thought to be aggressive, cheeky or disrespectful. In such situation the 
acceptable direction of the gaze is towards'the interlocutor's face, without fixating 
on any particular feature; and the gaze is occasionally broken by looking away. 
































