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Effective Technical Communication | /-3 : Dynamics of Communication

Learning Effective Communication

We may think, a very common phenomenon which happens in our lives every single day and
that too throughout the day may not need much of an explanation. But, this is where we make the
mistake. Something that is done regularly need not be neglected. We may be wrong, if we think
that communication which is so natural to human and which we do from our childhood, doesn’t

need any expertise. Let us examine why is it important to learn communication?

(X Communication in Daily Life

First of all, in all of the above cases, imagine if we do not communicate at all. What will
happen? You don’t get your tea or milk or breakfast or may not get on time, your mother wonders
when you left home and finds out that you forgot your lunchbox, you came to the college and had -
no money to buy lunch and had to borrow from 6thers or stay hungry till you return, your professor
doesn’t teach you and you don’t learn.... So on and so forth. This means, you are not able to do
any task without communicating.

Hi Anamika !
will you give me Yes ! ofcourse.
your maths notebook ? But please return
it tomorrow.
2 V V
)

) .
TR ~
P i

Fig. 1.2.1 Communication between friends
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Fig. 1.2.2 Classroom teaching
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Fig. 1.2.3 A girl talking to mother
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Fig. 1.2.4 Girls sitting in the park and communicating to others through social media

Communication in Professional Life

Imagine yourseif after you finish your graduation and start working in a company or start up
your own business. Can you do without communication? The answer is definitely a “NO”. At your
workplace, you have to report your work to your boss, instruct your subordinates, understand your
client’s requirement, and interact with your colleagues when you’re doing a collaborative work.
Every work in an organisation requires planning, organising, executing, staffing and controlling
which cannot be done without communication. Each and every work in an organisation revolves

around communication and if there is no communication in an organisation, it will fail to exist.

Moreover, in order to work effectively and get better and faster‘results, it is important that we
communicate to get our work done the way we want it. It means that there should be least
confusion between individuals so that no time is wasted in clarifications and repeat
communication. This will ensure smooth functioning of organisation with faster and better results.
As an individual, with great academic records, if you have good communication skills, your

progress will be faster. Thus, the role of communication in the professional world is immense.

Though we have been communicating since our childhood, we may not know the correct ways
of communicating effectively, the examples are all around us. We see a lot of misunderstanding
and misinterpretations among people. The reasons for ineffective communication are many, but let
us qall them thg barriers. To name a few, there are psychological barriers, physical barriers,

interpersonal barriers, organizational barriers, cultural barriers and many other small reasons which

<+ - ™
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Fig. 1.2.7 A marketing executive convincing his client

i Lt 3 Rrasone; /( Android oreo
M.,..,,”-m......;x(........... . < 4 GB memory'
m-;m L 32 mega pixel
. mggEnds
QAL you | -

| Ry 4

Fig. 1.2.8 A shopkeeper is trying to understand the requirement of the customer
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Quick Bites : j

Communication is a very important aspect of human life.

Today’s world is a world of expression.

Communication has never happened in such a large scale as in the present day. It is an age
of communication revolution.

We cannot do without communication in either our daily lives or professional lives.

If we do not communicate, we cannot get what we want.

Without communication, organizations will fail to exist.

There are barriers like psychological barriers, physical barriers, interpersonal barriers,

organizational barriers and cultural barriers, due to which communication does not happen
effectively. I :
A professional must master the skill of communication in order to be successful in her/his
career.

Definition and Process of Communication

Communication means to exchange. In order to communicate, two parties are required, one
who sends information and other who receives it. To send information, the sender needs a medium
which connects the sender to the receiver. Not only that, there has to be a cooperation between the
sender and the receiver and they must be able to use a mutually understood way of communicating.
If the receiver is able to understand exactly in the same way as the sender, then we can say that
communication was effective. Thus, communication can be defined as an exchange of ideas,

knowledge, information, thoughts or emotions between a sender and a receiver through a channel
using an accepted way of communicating.

Communication Process

Let us examine the process of communication step by step to understand this.

- Fig.1.3.1
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1. Sender : A person or people who have an idea in their mind that needs to be shared with
other person or people.

2. Ideation : To communicate, the first requirement is that the sender must have some thought
inside his/her mind. This step is called ideation. Eg. You thought of going to a movie on the
last day of your exam with your friend.

3. Encoding : The idea which comes to the mind of the sender needs to be converted into
words, symbols or signs which the receiver may understand. This conversion of idea into
message is called encoding. Eg. you ask your friend, “ will you come with me for a.movie
after we finish our exam?”

4. Channel or medium : The message needs a medium or a channel to reach the receiver,
whether you communicate orally or by writing. If you are speaking face to face then you are
using air as the medium, if you text a message then you are using mobile phone as your
medium.

5. Receiver : The person who listens to or reads your message is called receiver.

6. Decoding : The receiver listens or reads the message and convert it into idea or thought
according to his/her understanding. This is called decoding. Bg. when you ask your friend
about the movie, he/she listens to it and thinks about the day on which to go and which
movie to see, etc.

7. Response or Feedback : After receiving the message and decoﬁing it, the receiver gives
response, i.e. replies back or takes required action. Eg. Your friend either agrees to go on the
last day of the exam or tells you to wait for one day as he/she has some work on that day or
may decline your request. If the receiver doesn’t give any response, then the sender will be
left confused as to whether the receiver has understood the message or not. Hence, without
response communication is incomplete. Also, it is from the response that the sender realises

- whether the receiver has understood the message or not. If the sender doesn’t get a desired
response then we can say that the communication was not effective and either there is a need
to clarify more. Thus, response is also called feedback and it is a very important part of

communication because it tells whether the communication was effective or not.

8. Environment : The environment of communication which includes the surrounding, also
plays an important role in communication. Every communication requires a particular
“environment for it to happen effectively, eg. a classroom is required for lectures to happen in
an educational institute, where certain rules are followed. Also, there is noise, which acts as

an interference in communication.

L§
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Encoding and Sending Message
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Quick Bites :

e Communication is an “exchange” and so it is a two-way process.

e Though seemed to be a simple phenomenon, communication is a process with various

steps.

A sender, a receiver, channel or medium and an environment is required for
communication.

Ideation, encoding, sending message through channel, receiving of message by receiver,
decoding and feedback/response are the steps of communication process.

» Feedback helps in measuring the effectiveness of communication.

Verbal and Non-Verbal Communication

Language has been the biggest tool to communicate, Through language, we identify various
things, concepts and emotions with particular words. This is what we call verbal communication
which can be done in oral and written forms. Oral communication in an organisation can be in
various forms like face to face conversation, telephonic conversation, group discussion, meetings,

seminars, conferences, video conferences, etc. while emails, business letters, reports, proposals,
notices, circulars, brochures, etc. are written forms of communication.

While we express with the use of words, a lot of communication happens without words as
well. Whatever we communicate without using words is called non-verbal communication. We

communicate even when we are not saying anything. Not only that, while we are doing verbal
communication, the non-verbal communication has a huge role to play. It helps in giving more
meaning to what is being said, in emphasizing something, in giving more expression to your
words, in clarifying your words and in expressing your own

feelings towards the topic. Thus, we
can say that non-verbal aspect of communication helps in making the communication more

effective, if used wisely. If non-verbal cues of communication are not used correctly, then it will
make the communication ineffective and may have opposite effect of what 1s desired.

To be able to use the non-verbal cues in communication effectively, let us understand them in
detail. : :

Kinesics

it is very important to study body
ing it.

- LU A e — 8
T Technical Publications - An Up thrust for knowledge

Scanned by CamScanner



Effective Technical Communication - 1-13 Dynamics of Communication

The following are the main components of body language which impacts our communication :

1. Physical Appearance

The physical appearance of a person has the first impact on the others. If a person dresses
shabbily for an interview, the chances of being selected are minimal. This is because our
appearance tells a lot about us. It shows how unorganized we may be to dress up like that in an
interview. Similarly, the audience in a presentation would not concentrate more on a person
whose appearance is shabby. This is precisely the reason, we must always have a good physical
appearance by dressing up appropriately.

In a professional set up, a person must dress up neat and clean with formal clothing, Dressing
correctly means dressing as per the occasion, it does not mean dressing fashionably or wearing

expensive clothes.

Casuslwear  Formal wear:

Fig. 1.4.1 Physical appearance

?‘ Technical Publlcatlonsm - An up thrust for knowledge
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Fig. 1.4.3 The speaker gives speech without any eye contact, hence the audience is not
interested in listening

Fig. 1.4.4

3. Facial Expressions

Just like eye contact, facial expression also helps in expressing your emotions. While we talk to
someone, our facial expressions also adds to our words and gives it more impact. But,
sometimes some people do not know how to use facial expressions and it works the other way
round. So much so that what a person is saying through words may turn out to be completely
opposite of the facial expressions, This renders the listener confused. Also, as a listener the

™
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4. POSTURE

Posture refers to the way we sit, stand or walk i.e. the way we carry ourselves. Sitting, standing
and walking straight, with our spinal cord uprigi.t. shows confidence and elegance. A sluggish
posture with drooping shoulders shows luw confidence or uninterested in speaking. A straight
posture creates a good impression and also demands respect from others. Hence, we must

Fig. 1.4.5 Standing posture

s m - -
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Fig. 1.4.6 Sitting posture

5. GESTURES"

Gestures refer to hand movements. “How we keep ou;' hands ‘or move them while

communicating, has an impact on the listener. There are some hand positions which are

i negative and some which are positive which needs to be imbibed. Then we can even enhance
our communication by using our hands. The hand movements help us express many things

which adds to our verbal communication and gives more meaning to it. Let us see, how can we
usc our gestures to make communication effective ?

Scanned by CamScanner
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Quick Bites :
e Proxemics is the study of space.

e The physical distance between a sender and a receiver determines how much one is able to

influence the other.
e Intimate, personal, social and public are the different zones of proxemics.
¢ The lesser the physical distance from our listeners, the more we can influence them.

e We can use the knowledge of proxemics in meetings and presentation by utilising the

space available to create proximity with everyone in the audience.

Paralinguistic Features

Paralinguistic features are the non-verbal aspects of our voice.

1. Volume : The volume of our speech must neither be too loud to hurt the ears of others nor
be too soft to leave confusion. Low volume also indicates low confidence. Hence, we must
maintain moderate volume while speaking.

2. Pace : The pace, rate or speed of speaking is also very important. Some people speak so fast
that the listener has to force very hard to be able to catch each word, while others speak so
slowly, that the listener is bored. Therefore, it is important to maintain medium speed of
speech so that clarity of each word is there without losing the interest of the listener.

3. Pitch : Pitch means the frequency of the speech. We can change the pitch from low to high
and vice versa to create an interest in the mind of the listeners. Good orators have the skill of
using different pitch at different time to attract the sudden attention of the listeners.

4. Intonation, articulation and pronunciation : Intonation and articulation means the way
we give expression to the words. The intonation adds to the meaning of the word and creates

more impact. Also, correct pronunciation is very important as English language has many
words with nearly same pronunciation. This may lead to confusion.

5. Voice and voice modulation : Everyone does not have a great quality of voice, but if
practised, voice quality can be improved so that it becomes pleasaht for the ears of a listener.
Some people even change their voices to emphasise on a certain point and attract the

attention of the audience.

6. Pauses : Taking short and long pauses from time to time indicates the use of punctuations
-and makes a sentence clear. Moreover, giving a long pause helps in giving some time to the

listener to think about the point just made. It shows the importance of that point and
demands more attention of the listener.

# ™
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Quick Bites :
e Paralinguistic is the study of features that we give to our spoken language.

e Volume, pace, pitch, intonation, pronunciation, voice modulation and pause are the

important elements of paralinguistic.
e We can show our confidence and conviction through our voices.

e We can attract the attention of the audience by voice modulation, sudden change in
volume or intonation and articulation.

e Pronunciation is important for the clarity of word.
e Pauses helps in giving time to the audience to ponder over an important thought.

* Through our voices we express our feelings and emotions attached to the idea that we are
discussing.

e Mastering the paralinguistic skills helps in doing effective communication.

Importance of Interpersonal and Intercultural Communication in Today’s
Organizations

Human beings communicate at different levels : Communication with self (Intrapersonal
Communication), communication with non-human entity like our pet. dog (Extra personal
Communicatio.n), communication with others (interpersonal communidation), and communication
for business purpose  (Organizational Communication), communication with large number of
people (Mass communication). The interpersonal communication is very important as it involves
our interactions in personal lives anq professional lives including the organizational
communication. The communication that takes place between individuals related to an
organization like empldyees, employers, suppliers, clients, .compeﬁtors, business associates, etc.,
plays an important role in deciding the course of action and ultimately the success of an
organization. Every work in an organization revolves around communication amongst all
stakeholders of the organization. Thus, it is important that the interpersonal communication of all

these individuals must happen effectively to avoid any errors OJI' misunderstandings and to ensure
smooth working of the organization.

| Key Components of Interpersonal Communication

The interpersonal communication seems to be simple as we communicate with others daily.
but in fact is complicated due to the involvement of two or more unique individuals: It is very
dynamic as it depends on various aspects of a human being. There are many obvious barriers 0
interpersonal communication like noise in the environment, varied perceptions, different
backgrounds psychologlcal barriers, etc. which makes it ineffective. To sum them up all, let’s

—

-y
x %' e : Technical Publications -Mmtmhmw

Pt ‘

Scanned by CamScanner




Scanned by CamScanner




Scanned by CamScanner




Effective Technical Communication 1-25 Dynamics of Communication
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Nuances of Intercultural Communication

- Today many people have been moving within and outside the country to pursue their goals.
Also, many organizations have started doing businesses across the globe. This provides them the
need to communicate with people with different culture. The way people communicate with each
other depends very strongly on the culture of that place. Also, the knowledge of local language
becomes a necessity in order to be successful in that pléce. Let us examine the following points to
understand this : :

- 1) In India and other Asian countries, people tend to bé the part of closed groups wherever they

are, be it family, relatives, friends or even a few colleagues. While, USA, UK and many

_ other countries believe in individualistic culture. This influences the way they communicate.
The Indians may feel that they are too fonpal and they may feel that we are too friendly.

2) Indians believe in obligatory relations while in other countries the reciprocation is not
expected or you are not obliged to do things in return.

3) In India, we don’t often thank our close friends or family members because we feel they're
supposed to do things for us. In the USA they’re used to thank for every small act of others,
including parents and close friends and they find people who forget to thank for every little
things as ungrateful. :

4) In India, a boss speaks to the subordinate in a manner she/he likes with an authoritative tone
without considering other person’s self-respect. In many other countries, a subordinate can

sue the boss for being rude, there everyone talks politely with mutual respect, irrespective of
their positions.

P— :
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1. What is communication ? Explain the process of communication with a diagram.
GTU : Dec.-13,15,17, June-15, May-16,Jan-17

2. Define communication as you view it. Discuss its decisive role in today’s engineerinE studies

and profession.

3. "In communication what you say is important but how you say it is more important.” Discuss

the statement giving appropriate examples. GTU : Dec-15
4. Explain the importance of feedback in communication. GTU : Jan.-17
Communication is a two-way process.- Justify the statement. GTU : May-17

6. Discuss the main elements/components of non-verbal communication
GTU : Sept-09, Jan.-11, May.16

7. “You cannot not communicate...you communicate just by being.” Explain the statement in
light of ‘kinesics’. GTU : Dec.-13

8. ‘Communication is the backbone of any organization’ - Justify the statement. Elaborate the
terms ‘Kinesics” and ‘Proxemics’. Give examples. GTU : Dec.-14

9. “Action speaks louder than words” - lllustrate the statement with reference to non-verbal

communication. - ~ GTU : Dec.-17
10. Write short notes on : Kinesics, Proxemics, Paralinguistics [ ORBUEVS ERRETS b8 EUS b

11. Explain the importance of Interpersonal communication in organizations.

12. Explain the importance of Intercultural communication in organizations.

Practical Learning

1. Sit with your classmate about whom you know very less and talk so that you know each other
better. While talking, try to observe the non-verbal cues and infer more meaning out of it.
Record your observations and share with her/him and verify the correctness.

2. Ifyou have a friend or a relative abroad, discuss with them about the cultural issues that come
their way in communicating in these countries.:

QaaQ
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Objectives :
e To understand the importance of written communication.
e To be able to write an effective technical report in different formats,
e To be able to write an effective technical proposal.
e To be able to describe technically, a thing, tool, machine or process.
e To be able to understand different types and formats of business letters.

To be able to write business letters with correct use of language for different types of
letters.

To understand the importance of agenda and minutes of meeting and write them
effectively.

To understand the different types of resume and

the dynamics of how to write a resume
for a given job profile. |

To be able to write one's own resume.

Introduction

In organizations, there are many instances where written communication is preferred over the
oral communication. When you start working in an organization, you will have to communicate
many things through written communication. Though oral communication may be faster and
easier, written communication is preferred for particular cases where you cannot do away with just
oral communication. When the information is large and complicated and if diagrammatical or
graphical representation is required for explanation, then you have to do written communication.
Also, it serves as a permanent record, proof, future reference which helps in decision making and
problem solving. It sometimes acts as a legal document. Hence, written communication must b
done with utmost care. Business letters, technical reports, technical proposals, e-mails, notices,
circulars, text messages, corporate blogs, brochures, etc. are some examples of writtel
communication. Every written communication has a specific purpose, content and audience:
Hence, a particular technique of writing and specific format must be used. In order to write any

organizational communication effectively, one must take care of a few points. Let us see how &
write effective communication.

Tools for Writing Effective Communication and its Benefits
(The 5 Cs of Written Communication)

-

. Clarity :
¢ Plan and organize the information.

 Use topics and sub-topics at relevant places.

i i i i s < 4
¢ Use a clear layout, indentation and visuals like diagrams or graphs wherever applicable 35
clear message is more likely to evoke a positive response in the receiver.

—Vi __—--—‘/
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« Maintain the logical linking of connected thought and use words to maintain coherence.

o Use simple language and words that the readers can understand as familiar words make it easier
to concentrate and assimilate the message and short and simple sentences are easier to
comprehend.

o Technical terms or business jargons must be used only for technical readers.

N

. Completeness :

« Complete messages bring about the desired results without any more clarifications. All points
and explanations must be sufficiently detailed to avoid misunderstandings.

o Consider whether the reader has the knowledge about the topic or not as it shows concern for
others. |

It must be comprehensive, in order to make it persuasive.

3. Conciseness :

e Use as few words as possible and construct small sentences. It helps in highlighting the
important ideas by eliminating unnecessary words and saves time.

« Remove irrelevant and unimportant information. It makes easier for the readers by not cluttering
with too much of information and unnecessary words.

o Use definite words instead of ambiguous expression. E.g. instead of "almost all" use "100 %".

. . i, .
¢ Use active voice rather than passive voice.

4. Consistency :

« Be consistent in form and style. It means you must use uniformity in using margins, indentation,
capitals, abbreviations, tables, numbering of pages, listing, etc. This helps the document look
pleasing to the reader and provides ease in reading.

e Fach section must be consistent with other parts of the document. It looks well connected and
message flow smoothly from one paragraph to another.

¢ Avoid contradictions in different parts of the documents.

(2}

. Correctness :

The correctness of information must be verified before sending the communication as it makes

the receiver feel at ease.

Careful selection of words, with correct grammar, spellings and punctuation must be used as it

creates favourable impression in the minds of the receivers.

Report Writing

Reporting is an important task in any organization. We see many reports in our surroundings
like academic report, scientific report, medical report and business report. They provide some facts
or observations, progress of work, completion of work, an event of the past, progress of an
organization, efforts made towards a goal and analysis of a situation. Based on the topic, reports

™
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can be short or long and oral or written. Some reports give only the data/ information, while other

reports analyse that information based on the objective of that report. Organizations have reports
which are periodical (submitted regularly) or special (only for a given event or work).

Objectives of Technical Reports

The following are various purposes for which technical reports are written :

1.
48

To provide an account of the progress of some work or project.

To give a record of some facts observed through scientific experiments or based on research
done.

To record and act as a proof of efforts made by employees towards a goal.

. To document policies to be followed in the future.

To record and present the progress of an orgamzatwn within and outside acting as a
guidance for making many decisions.

6. To give a direction for further actions and decision making.

7.

To analyse a situation and recommend actions to solve various organizational problems.

Characteristics of a Report

In order to write a report that serves the abovementioned objectives, one must take care of

various aspects. The following are the important factors which help in making a report an effective
one : u

. Audience : While writing a report, one must always keep the audience/ readers in mind.

Correctness : Each data presented must be correct.

. Completeness : The report must contain all the information relevant to the topic and enough

to serve the objective.

Conciseness : Important concepts must be highlighted avoiding unnecessary words and
topics which are not relevant to the objective of the report.

Clarity : Clear message with unambiguous sentences helps the reader to understand the topic
easily.

Documentation : Proper documentation by acknowledging the sources of information

provides more value to the report.

Factual : Every information presented in the report rnust be based on true facts and not
imagination or assumptions.

. Format : A specific format needs to be followed to give a neat and clean look to the report

and easy to read.

Illustrations : The facts presented in the reports must be backed by tables, graphs, drawings,
maps, etc.

5 T
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2) Memo format : Smaller reports submitted within organization are written in memo or

memorandum format.

Max India Ltd. |
Mathura Road
New Delhi-10013

A report on growing Absenteeism
Prepared By : Ms. Kavya Jain, HR Manager
Submitted To : Mr. Abhijeet Chauhan, General Manager
Date : 3 January 2019

As per our last conversation, we have come to a conclusion that absenteeism has increased
abnormally in our organization in last 6 months, which is alarming. Followed to that I had
been instructed to carry out a detailed study of the same to find out the reasons for frequent
absenteeism. This report presents the data of past 6 months and its analysis. |

I have interviewed the employees and also got different sets of questionnaires filled up by
them with twisted questions in each in order to get to the correct reason. The following is

the data of absenteeism over a period of 6 months.

1. On an average an employee has taken 1 leave every week from past 6 months.

2. The highest number of absenteeism is recorded in marketing departme_nt followed by
production department and the least in financial department.

3. On a given day, there was atleast 1 employee absent.

4. 75 % of the leaves on record were not planned but were taken in emergency.

The results obtained from personal interview are as follows :
75 % said they had some personal work.
10 % said they had health issues themselves or family member.
3 % agreed that if working conditions were improw{ed they will enjoy working.

2 % said that they are demotivated with the work environment.

S R

10 % said they took leave for family issues.

A :
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From the observations of the interview, it was clear that the employees did not open up and
had some fear in their minds. So, to get out the actual fact, set of questionnaires were
designed. The personal interview gave a rough idea of what to stress more in the

questionnaires. The following are the final conclusions after considéring all observations.

1. The employees of production departmént are overloaded with work due to understaffing.
For each process, there is 1 employee less than required. '

2. Due to long working hours with minimal break time, the employees are getting exhausted
and eventually getting sick frequently.

3. As far as marketing department is concerned, 90 % of the employees seem to be looking
for a job elsewhere. . '

4. The marketing staff is highly demotivated due to work pressure and the new marketing

manager who is very aggressive.

5. The communication within organization is not very open and employees are not able to
relate to the team.

6. Overall environment of organization is not very motivating.

Recommendations :

1. The marketing manager must find out ways to motivate the employees to perform better
without getting aggressive.

2. Incentive plans must be revised so that employees do not feel pressurised but are
motivated to work even harder.

3. New people must be recruited as per the requirements of each department. -

4. Work distribution, rotation and shifts must be well devised so that it doesn't become a

~ burden on a few employees.

5 Recreational activities must be done twice in a year to make an open communication
environment.

If the above recommendations are implemented in consultation with respective managers,
the employees will look forward to coming to work and absenteeism will reduce.

(Signature)
Kavya Jain
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3) Letter format : Smaller reports submitted outside the organization are written in letter format.

Sample Letter Report

Accurate Consultancy Services
B-308, Classic Plaza
Ahmedabad

Date : 7th December 2018

To,

The Managing Director
Smart Mobile Company
801, Alpha Avenue
‘Mumbai- 400001

SUB : A survey on features preferred mostly by youngsters/collegians

Dear Sir,

This is in reference to your request dated 20" November 2018 about doing a survey on
preferences of youngsters for mobile features for your launch of new mobile phone.

Hereby, I have conducted a survey of 5000 youngsters by interviewing them personally as

well as through questionnaires and social media. After surveying them all, the following are
my findings.

1. 95 % of the youngsters use mobile phone for staying connected to their friends through
social media.

2. 100 % users said they use the best movie and music apps as they prefer to listen to their
favourite music or watch videos while commuting to college or waiting for someone.

3. 75 % users gave first priority to camera resolution as they use the phone mostly for
taking pictures and uploading on social media, the rest 25 % did not have this as priority.

4. 90 % users gave priority to resolution and screen size as they spend most of their time
playing games on the phone.

™ :
?—‘ Technical Publications - An up thrust for knowledge

‘ »
Scanned by CamScanner



Technical Writing

Effective Technical Communication
s

F 5. 100 % users gave preference to memory Space as they record and store huge data in their

smartphones.

of the youngsters for a smartphone. Hope, this

The above points sums up the preferences
the new launch that you aré

study will serve you in designing, positioning and marketing
planning for. Wishing you success in this endeavour.
Thank you for choosing us for this task. For any further requirements please feel free to

contact us. Looking forward to serve you in the future.

Sincerely,

Vartika Das
Research Scholar & Analyst

'4) Manuscript format : This format is generally used for long and formal reports. The length of
such report may run into several pages. The following are the elements that appear in the

manuscript format :

Cover page

The title page .

Certificate (for academic and research reports)

Letter of Transmittal / forwarding letter

Acknowledgement |

Table of contents

Abstract and executive summary

Introduction

Findings/ Data analysié
10.Conclusion

11.Recommendation

12. Appendix
13.References and bibliography
14.Index
T‘ Technical Publications - An up thrust for knowledge
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Abstract

fn the past 10 years, it is observed that more and more high skilled rrianpower 1S migrating
outside India every year. Every household of urban India has atleast one family member
staying in _US, UK, Australia and Germany. Among these, the doctors, engineers and
academicians are maximum. Today, a student of professional studies has only one goal- to
settle abroad. But it is a loss for the economy of the country. This study is an effort to

improve this situation.

" As mentioned earlier, past years have seen an increase of 10 % migration every year. Out of
these, majority our doctors, engineers and academicians. There are many reasons for which
these high skilled manpower migrates abroad. Due to this, the development in the country is
slower than other countries and opportunities lessen every year. This manpower can change
the scenario of the entire economy, by bringing about development in the country. These

People can also create more opportunities with proper support from government. To provide

e,

— ' ™
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Migration for the year 2018 :

[ Figures in thousand UK | USA GERMANY OTHER COUNTRIES
DOCTORS 1 2 1 >
ENGINEERS 2 4 2 6
ACADEMICIANS 1 I 1 :
OTHERS 3 2 3 6

As seen from the data of past 3 years, it is observed that there is a steady increase in migration
of doctors, engineers and academicians. It also suggests, that the increase in migration of]
engineers is the highest. The most preferred countries for engineers is USA and Germany.
The rate of increase of migration to Germany is more as opportunities have started opening up
more in Germany and Visa procedures in the USA have become more difficult. As compared|
to the past, nowadays USA and Germany have become the attraction for academicians as
well. The migration of doctors have been increasing steadily over many years and it shows in

the past 3 years data as well.

A sample of 10000 visa form was analysed and following are the top reasons for the

Study of visa forms and conclusions :

migration of high skilled manpower :

90 % people migrate for better opportunities, good salary standards, government facilities

and better living.

75 % are students who first pursue higher studies and find out jobs and get PR.

Academicians mainly look for better research opportunities and facilities and high pay

~ packages.

10 % migrate to take care of either the children or elderly who already have migrated

L abroad.

™
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Recommendations :
Based on the above study, following are the recommendations to reduce migration :

e More job opportunities must be created in the country by technological developments.

e More institutes with well-equipped laboratories must be opened up to give better research
opportunities.

Entrepreneurship must be promoted through government schemes and loans which in turn
will create new job opportunities.

Government subsidies must be improved and expanded to cover more sectors to promote
growth and development.

Meticulous plan with above recommendations will help in reducing the migration by 5 %
within next 3 years of period. These recommendations are given based on the expectations
of these high skilled manpower from their lives and the implementation of the same

involves many other factors which can be planned out and take care with the intervention of
different departments of government.

Note : The above report is based on assumptions and not real data. Also, many

components like index, bibliography, certificate, etc. are excluded in this report, but must be
included in all academic reports.

Quick Bites :

e A technical report is a written communication which describes a situation of past, a study
or an issue prevalent in the organization.

e A report can be informative or analytical based on its purpose.
o A report is periodic or specific.

There are 4 formats of reports- pre-printed format, letter format, memorandum format and
manuscript format. '

A report must be clear, concise, coherent, factual and relevant to the audience.

A report has introduction, main body and conclusion and sometimes the analytical report
may also contain recommendations. - N

™
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Eﬂgct:'ve
m Technical Proposal

* The word proposal is indicative of a new start. Technical proposal is a written report to suggest
something new or different from whatever is already there. It is a document where you may
introduce your product, explain how it can solve the recipient's problem, presents the plan of

execution and details of the deal. It is always in a convineing tone.

EX Objectives of Technical Proposals

|, To convince other organization to tie up with you to do better business.

2. To increase the profit of the oréanization by persuading the customers to purchase your
products or services.

3, Tosuggest solution. for anAexisting problem.

4, To give new ideas which help in expanding the business.

5. To suggest innovative ways of doing things in organization to cope up with the changes.

Characteristics of Technical Proposals

As Technical proposal is meant to convince its readers to take a decision based on it, it must be

well written and include arguments that prove the point. Following are the important factors that

helps in making the technical proposal effective :
1. Proposal must be writtén very neatly and must look attractive.
2. It must be written in proper format which in sequence leads to the final suggestions.

3. Proposal must have a convincing tone with arguments backed by information and enough

research.

4. While writing' proposal you must keep in mind, the reader’s /customer's actual needs in mind
and provide solutions to address those needs.

5. Proposal must lead the decision makers to believer that their needs will be taken care of if it
is accepted. This does not mean giving false promises in the proposal. It must be supported

by concrete actions.
6. Of course, like all other written communication, a proposal must be clear, concise, coherent

and factual.

s ™
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‘pescribmgl‘: Tl"e desicnpu'on gives information about the physical features of an object or a
machine with dimensions if possible, the material used to make it and the function or use. The

Jescription must be so vivid that the readers are able to visualize the thing. In case of process

description, W€ must write the objective of the process and what is the final result. The description

also includes the advantages and disadvantages of the object, machine or the process.

m Defining and Describing Parts (“Steps”, in Case of Process Description)

This includes listing the parts and defining them. Sometimes defining parts may require

comparing it with other known objects, which makes it clear to the reader. It also helps the reader

to visualize the part.

The description of the part includes -
erial. Again, sometimes fo clarify all these

0) Physical features like shape, size, colour, mat
E.g. as small as a needle or sharp like

features, comparisons with known objects can be done.
a knife. ' ‘
ij) The placement of the part in the whole. This includes the detail of where the paft is in the
whole object or machine. In case of machine, where it is fitted or situated. In case of any
small object, it may be described by using words like below, above, on the side, etc. and in
in sequential order.

case of process, We describe the step
Here, we describe what is the role of that part in the

iiiy Function of the part in the whole. |
function of the object or machine and role of the step in a whole process ?

iv) Advantages and disadvantages of the part.

Diagram

The most important thing in a descri
available. The diagram must be clear with listing and naming the parts.

different parts are located in the whole, by Jabelling them distinctly.

ption is a diagram or a photograph of the thing, if it 1s
It must show clearly where

. Technical description of a cochran boiler :
ical fire tube boiler having a
rtical boiler where the heating sur

number of horizontal fire

Definition : 1t is a multi-tubular vert ‘
tubes. T is the modification of simple ve face has been increased

by means of a number of fire tubes.

—
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Steam stop
: |
valve Steam ou 1 '/'Chimney
Prassure ; _ e
gauge W—— -mmg(m
: ; d] D60 Weight 1
F dc:::::e!e 00 L i . safety valve
o8
valve 4 N
ST L8 Ky SAC Anti priming r
: . i ipe
Water level 1
indicator 18] /
Fusile plug =" / . /

Doors

Smoke box

: - Boiler shell
G

‘Blow off cock |

Fire door

Mud and water out
during blow off

< Srate

Water Fire and hot gases

Fig. 2.4.1

The parts and its description.:
1. Boiler shell : It is cylindrical in shape with both ends closed by steel plates and by rivets. The
shell prov_ides space for steam. The diameter is approximately 1.8 m and height 4.5 m.

2.  Grate : Here, the fuel is burnt. It is at the bottom and consists of cast iron bars with spacing

between them so that the air for combustion may pass between the tubes and ash may fall
below.,

Furnace : It is also called firebox. It is the space between the grate and the shell in which the
fuel is burnt with air and produce the products of combustion called flue gases.

Water space and steam space : The volume of shell which is occupied by water is called
water space and remaining space is the steam space.

5. Flue pipe : It is a short passage connecting the fire box with the combustion chamber.

Technical Publications - An up thrust for knowledge
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Fire tubes : In order to increase the heating surface, a number of horizontal fire tubes are

6. prOvided. Usually this boiler has 160 tubes.

1, Combustion chamber : It is lined with fire biicks on the side of the shell to prevent
overheating of the boiler. Hot gases enter the fire tubes from the flue pipe through the
combustion chamber. =4

g, Chimney : This is for emitting the flue gases, Below the chimney there is a smoke box from

where the smoke goes to the chimney and it has a door for cleaning the box and the fire tubes.
9, Manhole : It is provided for inspection and repair of the interior of the boiler shell.

10. Ashpit : It is an area for collection of ash, just below the grate.

Working :

« Coal is fed into the grate through the fire hole and bumnt. Ash is collected in the ashpit which is
removed manually. |

o The hot gases passes from the grate passes through the flue pipe to the combustion chamber.

+ The hot gases from combustion chamber passes through fire tubes and transfer the heat to the
water through convection.

¢ The flue gases coming out of the fire tubes pass through the smoke box and are exhausted to the
atmosphere through the chimney.

Advantages :
* Itrequires less area.
* Itis easy to operate.

* Ithas low installation cost.

Disadvantages : ,
* Due to its height, it requires a room with high ceiling.
* Ithas limited pressure range.

* lts Maintenance is difficult.
—
Quick Bites -

* A technical descnptlon is a text which describes an object or a process in terms of its parts,
Physica] features, functions and organization.

Itis o systematic description of the whole and the parts one by one with its physical
features ang functions.

It consist of the diagram of the object.
C°1"1Pal'lsons with similar known objects are done to clanfy tha features afiba: ohiscis or

its S parts,

™
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Business Letters

A business letter is a written form of correspondence between organizations and its customers,
shareholders, suppliers and other external or internal parties. Business letters are written with-
various purposes which makes different types of letters. With different purposes and audience, the
way a business letter is written, i.e. the words and tone used in each letter differs from the other,

Also, to write a business letter one must follow a particular format. Let us learn what to write and
how to write different business letters.

Standard Elements of a Business Letter

Letter-head or heading : The address, along with other contact 'detailsv like website address,
phone numbers, fax number, etc. is called the letter head dr heading of a business letter. Usually
organizations have their pre-printed letter-heads and most of the organizations prefer to write them
centrally justified. The letter-head is designed with the logo and colour combination reflecting the
brand image of the company. It can also be written, justiﬁed to the left margin. |

Date : The date is written after leaving one line from the letter-head. It is written on the: left
side. It is better not to use dd/mm/yyyy format as it may be reverse for other countries and may
create confusion. The date can be written in following manner :

1 January 2017 or 1% January 2017 or 1 Jan 2017

Inside address or recipient's address : The inside address is written leaving one line after the
date. It is also justified to the left margin. The inside address must be complete so that the letter

reaches the recipient easily. It has the name of the person with appropriate title or designation or
~ department, followed by name of the organization and full address.

Mr. Ranjit Sharma
Zenith India Ltd.

201, Akash Avenue
Andheri (East) |
Mumbai-400002

Ms. Kavita Mehta

Alpha academy of excellence

42, Om complex

Ashram Road

Ahmedabad-380001

- ~ If you do not know the name of a particular person who is going to receive your letter or act
upon it, you may write just designation or dspartmant and sometimes only the company name.

—

d
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The Marketing Manager
Zenith India Ltd.

201, Akash Avenue
Andheri (East)
Mumbai-400002

If you are writing a letter outside the country, then the name of the country must be written in
capital letters.

Salutation : The salutation is written leaving one line below the inside address. Usually any of

the below can be chosen for the salutation.
Dear Sir
Dear Madam
Dear Manager
Dear Customers
Dear All
If you do not know the person who will be acting upon your Iettér, you may write..
Dear Sir/Madam
If you know the name of the pérson, you may write in a formal way like below.
Dear Mr. Shah

Dear Ms. Sarita Pillai

Main body : This is the main part of the letter and can be divided into small paragraphs,
usually two or three depending on the subject. After every paragraph you must keep one line
empty. Also, if needed, lists, bullets, numbering, bold fonts, etc. can be used to give more clarity to
the content, But it is only used if the content is more complicated and needs it. : :

Complimentary close : The complimentary close is written 'below the main body after leaving
one blank line. Following are the ways to write complimentary close.

Yours sincerely

Yours faithfully

Yours truly

Sincerely

Faithfully

Truly

e —
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are related to it or they may actively involve in the matter or just to make sure that our work is
done faster. The copy notation mentions the names of all people to whom we have marked a copy.
Jt appears after the enclosures.

post script : At the end of the letter, there appears a one liner which is called post script.
Previously post script was used when some important line was forgotten as at that time either the
Jetter used to be handwritten or typewritten. But now, as we can easily edit the letter in computer,

the post script is used to emphasize or remind again, a point which is very important.

" PS : Remember, the offer closes on the 31 of March.

Format or Layout of Business Letter

Business letter acts like the face of an organization. The outsiders create an impression of the
organization from the communication that they receive. Hence, it is importanf to take care that any
correspondence from the organization happens in a standard format and written neatly so as to give
more clarity.

There are a few formats which are used by various organizations, but the contemporary and

widely used format is the block layout.

In a block layout, all elements except the lette; head are aligned to the left margin. The
letterhead is centrally justified. If follows open punctuation, i.e. end punctuation marks are omitted

after the end of each element except salutation, complimentary close and message.

'BLOCK LAYOUT
LETTERHEAD ' Hi Tech Graphics
HEADING 602, M G Road
Bangalore- 560003
| Phone no. — 27235468 Website : www.hitech.co.in
DATE 15 March 2012

INSIDE ADDRESS | Ms. Krishna Gupta
SIL Galaxy Avenue

Ahmedabad-380015
SOL
—2LUTATION
w Dear Ms. Krishna,

Thank you for your quick delivery of goods ordered vide order
= no. HG25 dated 10" March 2012,

— TH
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Mr. George Fernandes

Dear

Greetings from Drashti Communications!!!

We are pleased to introduce ourselves as a provider of 360 degree communication solutions
over internet. Our gamut of services include website development, search engine
optimization, search engine marketing, display banner advertising, video ads over video
platforms on internet, social media optimization and social media advertising.

At the very outset I would like to thank you for considering us as a capable partner to
promote your products and services over internet.

Please find enclosed commercial proposition for executing a search advertising campaign for
the regions of India, Middle-East and Africa. I firmly believe that you would find our
services of good value and give us an opportunity to prove ourselves as the best in the
business as far as response delivery is concerned.

Please feel free to contact in case any further elaboration is required.

We look forward to serve you.
Sincerely,

Tapan Choksi
Mal'kf:’cing Head.

Me : Proposal

2 Order letter : The order letter is

written from customer to any organization or from one

Organization to another, to order prodllcts required. This letter is §im;?le in language a:nd acts
3 a confirmation that you want to buy the product of other orgafnzatlon. Here, there is some
Teference of previous communication between you and the recipient 83 YOUu Ay have agref:d
Upon various things aBout'the order. This letter must be clear and precise including the details

like the specifications, quantity, price agreed upon, payment terms and conditions, the place

?fde.livery of products, mode of transport and the date of delivery.

’
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3, Complaint letter : The complaint letter is written to inform about some error and get it
corrected. In the professional world there are many instances where errors may occur which
impacts the other party adversely. While writing a complaint letter, your frame of mind may
be that of anger but you must maintain a calm and polite tone, instead of being aggressive or
insulting. The tone must be firm so that a prompt action is taken by the other organization. A
complaint letter must include the information about what error has occurred, suggestion about

how you want it to be corrected and reference to any order number or invoice number.

Kajal Shah

4, Royal plaza
M G Road
Ahmedabad

11 November, 2015

Customer Service Manager
Shiv Electronics Pvt. Ltd.
7, Raj Plaza

S G Highway

Ahmedabad

Sub : Bill no. 2219, Lenovo tablet received in damaged condition
 Dear SiMadam

“Thank you for the quick delivery of the Lenovo tablet that I had ordered on 8" November
2015, T have received the same boday But on opening the package, 1 discovered that 1t was in

damaged condition.

As I am a student, I have to appear many online tests. Moreover, our coaching classes also
send notes and other updates online. I required this tablet very urgently so that I do not miss any
lessons or tests. T had ordered it from you as I got recommendation from a friend about best
Services of your company. But now, as I received this tablet in damaged condition, 1 am left
helpless. T am dispatching this back to you, the transportation cost of which must be borne by
You. T request you to kindly replace it and send me the replacement before 15" November SO as

md maximum loss of lessons.

\T'_f . : o .
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I'look forward to quick response and extra care from your side in order to avoid this problem

Sincerely,

Kajal Shah

Enclosures : 1. Copy of bill

2. Order letter

4. Adjustment letter : The reply letter to complaint letter is called adjustment letter. This letter
includes a sincere apology for the error mentioned in the complaint letter, reason for the error
(but it should not be an excuse), action taken as per the complaint letter, action taken to

ensure no error occurs in the future and assurance of error-free work from your side in the

future.
Shiv Electronics Pvt. Ltd.

7, Raj Plaza

S G Highway

Ahmedabad
Date : 12 November 2015
Ms. Kajal Shah
4, Royal plaza
M G Road
Ahmedabad 7
Subject : Complaint regarding receipt of damaged tablet: bill ref no. 2219
Dear Madam,
This is to acknowledge the receipt of your letter dated 11 November 2015 complaining
about the damaged tablet sent by us. Thank you for writing to us. Kindly accept our
apologies for the inconvenience caused to you.

e
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We have looked into the matter and found out that it was due to loose packaging done
hurriedly by the transportation executive as they were short of staff on that day. But,
whatever may be the case, we have always been extra carefui in sending such consignments
and this has happened for the first time. So we have already reprimanded the staff and made
sure that such error does not occur in future. Also, as per you letter, we have already
despatched the new tablet today and it will reach you latest by 14" November. Kindly
provide your account details so that we can transfer the transportation cost of the returned
tablet.

Hope we have been able to do whatsoever required to compensate for the inconvenience

caused by us. We assure you of error free services in the future.
Thanking you.
Sincerely,

Sandeep Saxena

Customer Service Manager

S. Inquiry letter : The inquiry letter is written to enquire about any product or a service.

While writing an inquiry letter following points must be kept in mind.

1. Clearly mention what information you require - product details, price lists, quotations, etc.

2. Be as brief as possible.

3. If you are inquiring about some product or service, also clarify about the procedure and time
frame of delivery.

4. Clarify about mode of payment, offers, etc.

Sometimes, you may also require to write an inquiry letter to find out the status of your
work or an order placed. In all types of inquiry, it is important to be concise, clear and to the
point. :

—T
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6. Recommendation letter : The recommendation letter is written to recommend a person for a

job, promotion or admission for higher studies. Usually, recommendations are written by the
reporting authority of person recommended to other organization or principal or any other
person at a higher position in an institute. Many companies while recruiting a person, asks for
a recommendation letter from authorities of your. previous organization in order to know
about your personality, skills and character. This letter mainly contains..

1. Positive aspects of the personahty of the person recommended.

2. The skills of the person and how she/he handled the proﬁle

3. Any nnportant projects done by the person, if any.

Apex Engineering Ltd.
Karelibaug road
Baroda

It is a great pleasure for me to recommend Mr. Shivansh Yadav for the post of

Date: 15" June 2017

Anirudh Singh

HR Manager

Camex () Ltd. : ' : 5
Ahmedabad |

Subject : Recommendation letter

Dear Mr. Anirudh,

ative m-charge. Mr. Sh1vansh worked with us as Adnumstrauve assistant and he did
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e

. Dear Ms. Akshara,

I would like to extend my heartiest appreciation to you and your team members for making
the big event of our organization a success beyond imagination. Thank you for meticulous

plan for the smallest details. The coordination among your team was also great without
which the event wouldn't have run so smoothly.

The event was appreciated by the invitees also. Once again, thank you so much for all the
efforts. Will certainly recommend your services to all my associates.

Sincerely
Mahesh Bhupat

Marketing Manager.

| 8 Apology letter : While adjustment letter is written to apologize for some error and assuring
| of action correcting it, an apology letter is written for a failure in performing a promised
task. It can be either failure in providing the products, missing a deadline or failure in
providing some service. There may be many instances when an organization has to refuse to
do certain task, but in order to maintain the relation with the other party,one must genuinely
apologizé so that you do not close the doors for future business with them. It generally
includes.

1. Apology for causing the inconvenience to the other person or organization.
2. Reason for not being able to meet the requirements. |

3. Closing with a positive remark which ensures that the good relations will be maintained.

Alpha Tours and Travels
12, Shreeji Towers
Relief Road
Ahmedabad

—

Date : 18" August 2017

Mr. Armaan Khan
101, Regal Avenue
Satellite
Ahmedabad

— ™
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gt
ABC engineerin
Anandnagar Road
Ahmedabad

g Ltd.

Date: 14" June 2018

Ms. Riya Pillai

4, Crescent towers
S G Highway
Ahmedabad

Dear Ms. Riya,

We appreciate your interest for the position of Trainee Engineer and we acknowledge
receipt of your resume for the same. We are in process of screening all the resumes and will
short list the candidates meeting all our requirements.

We will notify all the applicants about the decision very soon. We hope you have an
opportunity to interact with us about your skills in detail with us. However, if we do not
have a relevant opening for you, we will retain your resume and in future if any requirement
is there we will get in touch with you.

Thank you for your keenness to work with ABC engineering Ltd. We wish you success in
all endeavours.

Sincerely,

KUIdeep Slngh :
ek Manager

19, C :
7 over letter ; The cover letter accompanies any document which needs to be sent to other
Person op organization or with the resume for job application. It mainly includes..

it _
oy hfommg that you are sending the documents.
'Fls,ting down the documents which have been enclosed.
- 8King for acknowledgement of the receipt of documents by other party.

e G
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ulck Bytes :

, A business letter is widely used as a method of communication in organizations.

Though e-mail has taken over business letters now, the business letters have not been
wiped out completely.
g need of business letter is mainly due to the n=ed of the hard copy of a communication

which requires the physical sign of the person and to retain the copy as a document for
future reference.

Technical Writing

+ The block layout is the format which is widely used by organizations, where all elements
are justified to the left margin.

\

o+ Based on the purpose of communication, business letters are of many types like sales,

order, complaint, adjustment, inquiry, recommendation, appreciation, apology,
acknowledgment, cover letter. :

] Agenda of Meeting and Minutes of Meeting

In this section we will discuss agenda of meeting and minutes of meeting.

HEX] Agenda of Meeting

An agenda is the important tool that ensures the success of any meetmg in an organization. It is
a list of topics to be discussed with time limits and usually sent along with the notice of the
meeting. The meetings are conducted to plan, solve issues, brainstorm new ideas, give instructions,
tke suggestions. All work in an organization are planned and discussed in a meeting before
t""e‘ﬂlﬁng-. As it is a collective effort towards a goal, everyone participating in the meeting must
know the agenda of the meeting so that they can get time to prepare for the same.

Advantages of well-written agenda :

Lor helps the convener to know what needs to be accomplished out of each topic.

2,

I sent in advance, the pammpants are well prepared what is expected from them, which in
tumn saves time.
It Prevents the meeting from gomg out of track thus saving time and energy to focus on the
Purpose of the meeting.
acts a5 roadmap for the smooth flow of ideas.
If the agenda is floated in advance, the participants can request to add any important topic
Which i ot mentioned but relevant to the purpose.

Wlng Points must be taken care while writing an agenda :

P0u°w a simple format that consist of a heading and main body.

headmg consist of name of organization, heading/name of the meeting, date, venue and
g and ending time.

NPa—
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3. The main body must have the list of all topics to be discussed, along with individual time
allotted to each topic. Any meeting may start with the review of previous meeting if it is
related to that and so the first item on agenda is "minutes of meeting" of the last meeting.

4. The list of topics must be arranged and allotted time according to the importance. You must
keep more important topics first so that enough justice is given to them. When the meeting is

coming to an end, the attendees may have got tired and may look forward to the completion
of the same.

5. The action points must be written clearly, whether ybu. want to discuss, develop or take
decision.

- 6. Send the agenda in advance to all who are going to attend the meeting,

Minutes of Meeting (MoM)

The minutes of meeting is a detailed record of a meeting. It includes the names of participants,
who all attended the meeting, the discussion that happened about each topic as per the agenda- the
decisions taken, any approvals if any and if it requires further meeting. Clear action points decided
in the meeting are noted down in the minutes of meeting. Thus, it acts as a guidance to future
actions and decisions eg. if the meeting was for planning some event, it includes who will do what

and how. So it acts as a clear guidance for all to accomplish their tasks in future. As it acts as a
proof and is an official record of the meeting it must be accurate and detailed.

Qulck Bites :

e . The success of a meeting lies in how well the agenda is wntten and circulated in advance.

¢ The agenda has start time, end time, topics to be dlscussed, review of last meeting or any

other issue related to the topic of discussion.

The successful mplementatlon of a plan lies in how well the minutes of meeting was
written.

¢ MoM mcludes names of participants, decisions taken, and clear act10n pomts
e MoM acts as a clear guidance for future actions.

[ Resume Writing

While applying for jobs, you can use d1ﬁ‘erent ways of writing a resume. But the most common
and latest way of writing a resume is by orggmz}p,g your information in chronological order. These
s @mm_g ch;onologwal oMerhWLhprﬁng th.ings in a.@gm &mmeof
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5 Tec}znica

esume for a Person with Experience

g
ﬂ R
hile all of the above mentioned points must be there in the resume with experience, they
ld n;t be very elaborate,. as the flocus 1S more on your experience. The experience section must
s firsh followed by education sectm.n, l?rojects/intemships, volunteer work, skills/ certification,
o known and'perso?al detélls In sequence. Also, the latest job experience must be
mcnﬁoned first. Following points are important while making resume with experience.

| The skills section, volunteer work, internships, etc. must all be in brief,
, Languages known is also not a very important factor after acquiring an experience unless you

are applying for a job in some other state or country and you know the local language.

3. The reverse chronological order must be followed by putting Jatest job first and first job at the
Jast, followed by educational qualification, with highest degree first.

4, Ifyou have a very long experience then you must show upto 15 years of experience.

5. While writing about your experience, it is more important to mention your achievements
rather than giving detail of your job profile and responsibilities. The recruiters know what
you did in your jobs because your designation sums that up. So it is important to prove how

well you did your past jobs rather than highlighting on what you did.

6. Ifasked by the recruiters, you may put the details of references at the end of the resume.

AR other Important Points about Resume

L. . : : ;
If possible, make a one page resume. Only if you have more experience and credentials, then

You must make more than one page. Usually, people think that longer the resume better are
the chances of recruiters getting impressed. But the recruiters would like to see a crisp resume
Where things relevant to the job profile are highlighted.

I the Personal details, gender and marital status are not much of importance anymore. So
they can be omitted,

Highp; . p—
- ghlight skills that you may have used in your previous jobs or as student which are relevant

¢ AI:h::: ® that you are applying for.
“Peciﬁc:?e must l?e accompanied by a cover letter except v.vhen the recruiters have
el asked you to send only the resume or when you're having a communication with
S b liI:rs from some time and as a result of that you are sending the resume.
Tomgy down your educational qualifications or experience, you may even use the table

- —
Technical Publications - An up thiust for knowiedge
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g

' The pirector of Technical ’ Education, Gandhinagar has been concerned about the poor
I i gufsf?'c standard and lac’kzng of the soft skills of engineering students of various colleges in
¢ You, as deputy director of Technical education have been asked to inniuirc the matter

Gujara- . .
and submit the report to director, prepare a report on his behalf.

As the sales MAnager of a watch manufacturing company, you conducted a market survey and
und that there 1s a considerable decline in the sales of your watch. Write a short report on

your market survey and also suggest steps required to boost the sales of your product.

~

Write a technical description.of a laptop.

Write your own resure. |

Explain : How to write agenda and minutes of meeting. Also explain their importance.

 What are the characteristics of technical reports and proposals ?

7 As the sales director of fitness point, Ahmedabad draft a mail to students of engineering

College, Ahmedabad informing them about various packages with discounts for students oEered

by your gym.

|8 As a purchase manager of Shreya computers, _
Almedabad, write a complaint letter to the sales manager of hindu
140 M.G. road, Bangalore asking for repair, replacement or compensation as five out of fifty

computers of your last consignment are received in damaged condition.
: - ‘ GTU : June-13

You are a customer care officer at Gloria Electronics, Tagore Road, Vadodara. Mr. Raj Sampat,
Harihar Road, Dharmaj has sent you a complaint letter for a laptop, purchased online, from

Your enterprise, received in a4 damaged condition. With reference to this write an adjustment
letter. : : : '

S W e o

11-Kalyan chambers, M.G. road,
stan computers limited,

o

ase a lapvtop for your personal use. Write a letter

t and mode of payment, terms and conditions to
GTU : Dec.-13

10, : . : :
AS_“ student of engineering, you want to purch
of nquiry asking prices, conﬁguration, discoun
Sony Electronics, Bangalore.

like cultural event, job fair, exhibitions, etc.,
do communication with people/organizations
or chief guest, inviting as guides, requesting for
d take up the responsibility to write letters and

E ::sxdem or faculty co-ordinator have to
| " Yourinstitute like inviting for lectures
P Be the part of that event an
and have hands-on experience of writing letters.

Port on the cultural event of your institute.
wn resume and get it checked from the placement co-ordinator of your institute.

QQa
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Syllabus

public speaking, Group discussion, Presentation strategies, Interview skills, Negottatton skiHs,
Critical and Creative thinking in communication.

|

—Eontents

3.1 Publlc Speaking

3.2 Group Discussion

3.3 Presentation Strategies

34 Interview Skills

3.6  Negotiation Skills _

3.6 Critical and Creative Thinking in Communication

(3-1)
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fimes. While dehvermg the speech, you speak without seeing the notes, but if 1equ1red you
just make a glance info the notes to check the sequence or the points you’re supposed to

' reak on a particular point.

 ,qvantages : :
, There ate no chances of forgetting any poiii: as you have the notes written in a sequence.
. It gwes more flexibility and can be interactive.

ope of eye contact and gestures is more.

looks natural and interesting.

e are no disadvantages of this method if you are well prepared. But if you haven’t done
enough preparation, then any method will fail in making your speech effective. *

Therc are four methods of delivery of speech- Memorization, Manuscript, Impromptu and
| . Mgmorizqtion method provides scope of body language but there is a risk of forgetting.

|3 Man uscript method has very less scope of body‘langua-ge but can be perfect because you
have written the whole speech verbatim.

mpromptu method is highly natural with maximum scope of body language but chances
.;v‘ﬁlmblmg are there if there is lack of knowledge about the topic. .

L Keeping the notes with you and delivering without seeing, is the best method of delivery
Of speech, which has all advantages of the above methods and counters their

eonnects them with the topic Using appropriate gestures helps ycm to
est.. Dressmg up appropriately and maintaining correct
the minds of the qdlqnce. Alongwith th]s: "ﬁ. very
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oup Behaviour - _
9o Ww one reacts in a group is shown by the ability to interact with other members. While doing
I:;oﬁonal maturity is required. You must be able to remain objective, empathetic and mature.
Y;“ st neither dominate the: group nor get deminated by others. You must respect each and
very member’s views and try to cooperate and coordinate with everyone smoothly. Also, being
:ble fo listen t0 all equally is also-a desirable group behaviour.
) Leadership Potential :

t carry on its task without a leader. A leader is one who leads everyone
loyers look for leadership qualities in you during the group discussion
the candidates who have these qualities will emerge as
eaders. Where can you show your leadership qualities? A leader is an initiator, has knowledge,
smotional stability, objectivity, communication skill, control, is a motivator and a decision maker.
By starting or ending the discussion you can show you are initiator or decision maker. When you
are able to calm down hostility among members, you are able to show control, emotional ability

Any group canno
owards the goal. The emp
because inspite of no appointed leader,

and objectivity. You can even show the objectivity by not getting carried away by any opposition
in the group and rather consider everyone’s views. By e
you can show that you are a motivator. Thus you can ge
qualities at different point of time in the group discussion.

ncouraging silent members to speak up,
t opportunities to show your leadership

Fig. 3.2.1 Group discussion

"W' —
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U . This is a very important phase with three steps namely defining purpose

p]al‘lni“g ‘ : .
Iysing audience and analysing venue (place of presentation) .
ning purpose It means, clarifying in your mind, the purpose of .your presentation. You
ni . .
: at you want to achieve through the presentation and what all needs to

' ust thlﬂk aﬂd analyse, Wh
hat. Whether you want to create an awareness or persuade audience, you have to

done for t . : .
F illustrations and proofs in your content which backs your thoughts on the topic.

h
jpclude SU°¢ = : i, o8
ear about your purpose 1s important as it helps in deciding what to present and how fo

Being ¢l
present.
Analysing audience :
presentation in your colle
oufside your organization,
tnow the audience, you can note down points which are relevant to

preparing the content you may include such points and examples.

Analysing venue : You must be aware of the place where you have to make the presentation as
t. If you have to present outside your

it helps in deciding how you are going to presen
organization, then it is advisable to visit the place and check for various things like, whether a

projector is available or a black/white board, whether a podium will be given or not, how big is
the room, whether there is a space for moving around in the room or stage is there or not, etc.
Visiting the place gives you an idea how you have to prepare for presentation and it also helps

ut who is your audience. If you are going to deliver

You must try to find o
invited

ge or organization then you may know everyone, but if you are

then you must inquire the organizer about the audience. Once you
your audience so that while

you in lessening your nervousness due to the fear of unknown.

) Preparing for presentation : This mainly consists of the content preparation. Based on
your purpose and audience, now you know what should be included in your breseﬁtaﬁon_
You may gather the information from your books, journals, your knowledge and experience
about the topic and take help from other experts in the field. While gathering, it is important
that you remove data which is not relevant to your purpose otherwise you will end up taking

Ona huge data, Also, the time factor must be kept in mind while choosing the content.

- ‘:)’Ou’ve decided what all needs to be said in the presentation, you must arrange it in order
Tamgy, i::::;enc.e in your preseptation. The content can broadly be divided into three portions
-Au jntmdu“‘-‘tlofl, main body and conclysion.
. ::lon must be such that the audience becomes curious to listen further. You can use a
Wuctig, - » @ quote or a story which can be rellated to the topic. The introduction consists of
T Yourself and the topic. In the introduction part, you must clarify your purpose and

j 1- sfdeciding the pattern for your speech”. While preparing the content of
*Mmember the 5 Cs -clarity, conciseness, completeness, continuity and consistency

RN B .
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.Use your hand or a pointer to point the visual aid, whenever you want the audience to have a
'

it.
use of diagrams, graphs, photographs, figures or plans must be included as far as possible as it
U

akes it more interesting. But take care that only one diagram must be there on one slide/chart.

while writing on a board, make optimum use of the board by making parts. Also, keep the
' .

rtion on one side of the board if you have to refer it later.

pelivering the presentation : The method of delivery of speech and use of non-verbal
unication are the two important aspects that one must take care while delivering the speech.
The different methods of delivery of speech has been discussed in section 3.1.2 along with
Jdvantages and disadvantages. It is very clear that delivering the speech with the help of brief notes
is the best way, whether it is only a speech or presentation. As seen earlier, the delivery of speech
ising notes helps you in doing a presentation without leaving out any point and it is very flexible.
it also helps in making the maximum use of non-verbal communication. And like in any other
ommunication, the role of non-verbal communication is very high in presentation as well. To
mderstand the use of non-verbal communication, refer chapter 1 where it is discussed at length.

As far as presentation is concerned, all components namely professional dressing, eye contact
yith everyone, use of positive gestures, maintaining a correct posture and using appropriate facial
expressions are important and must be used wisely to enhance what you are saying. You must take
re that your body language must be in sync with you verbal communication.
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ou will end up giving those answers that you think they want to hear. But in fact it is

"~ ant 1O be honest .in interview. Think about the likely questions that you might face in the
jervie and prepare your answers for the same. You must also do your self-assessment like
ing your oW strength and weaknesses, what kind of person you are, how you like to work, etc.

fer doing your own assessment, you must find how. you are going to present yourself. If your
gswer 15 well-thought-out and honest, you will be confident in giving the answer. |

2,Dress appropriately . |

People see US before they come to know about us. Dressing appropriately gives that first
impression, and sets 2 positive tone for the interview. It gives boost to your confidence. “Dressing
gpropriately” means according to the job and the company. You must first find out what is the
ompany culture and dress code. From that you will get a hint on how to dress up. Many
companies have semi-casuals in their culture and many others have highly formals. Appropriate

dressing and neatly groomed person gives a first good impression.

3.Display-good non-verbal communication :

As discussed earlier, we already know how non-verbal communication is instrumental in
making our overall communication effective. During the interview, you must give answers by
making eye éontact with all interviewers as it shows ,conﬁdence, keep a straight posture, use
positive gestures, greet with a firm handshake, avoid fidgeting with things and wear a confident
stiile. Your non-verbal communication tells a lot about you and so‘a positive body language will

Make 2 good impression on the interviewers.

dListen attentively :

: Remember that listening is the most irhportant aspect of your communication skills and so, the
f“teWiewers expect you to listen attentively and give relevant and full answers of what is asked.
l's?meﬁmes’ the candidate end up answering the question in a comp
?WintervieWer has asked and sometimes the candidate always have to ask for clarification of the

mon This shows your poor listening skills. Hence,

letely different angle from what

sharpen your listening comprehension.

ar the questions fully with relevance : |
W times, the interviewer asks you to give an example Aof a project or a work that you
Successfully .By asking such questions, the interviewer want to evaluate your behavioral
Personal effectiveness, interpersonal skills, management, etc. and so answering such
i | particular job in the past. You should be

w you did that ; : !
gl and explain how you displayed certain qualities

h questions fully and clearly, you lose the

es a clear narration O
er a particular instance oOr gituation

. If you are not able to answer su¢

hnicalP ":uma 7 . An up thrust for knowieag
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Fig. 3.4.1 Job Inverview
S ——

Quick Bites -

* Be sure about yourself, know your own strengths and weaknesses.
* Dress neatly in formals as per the norms of the organization.

,. Creet with a smile and a firm handshake.
| * Behonest

in answering the questions.

LA ? Use correct verbal language and use positive body language.
: Do Dot get too much personal and casual.

' attentively and answer the questions fully.

Your interest for working in the organization and the job profile.
tive about answering all questions-
e follow up date and leave with a smile.
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et Tech
agreement or decides not to go for the deal at all. Though these three stages talks about a

fo 40 r
¢ understand that it’s not only a business deal, but also about personal life

jeal, 00 T

rlegotiations.

m Types of Negotiation Styles

There are different styles of negotiation based on whether the negotiators are

,elationship-orieﬂted or deal-oriented. The following are the different styles of negotiating :

1,Accommodating - ‘

As the name suggests, the negotiator has an inclination towards solving the problem of the -
other party and maintain personal relationships with their business associates. They do not bargain
aggressively. Their offers may not be in their best interests and they yield to other’s demands. This
style of bargaining is usually pleasant and more comfortable for both the parties. They rather value

friendship and their main objective is to get to reach an agreement.

2, Avoiding :
Some people do not negotiate unless necessary. They try to avoid the ¢
negotiating. They have reserved behavior and do not express their own will, rather they insist on -~

onfrontational aspect of

agreement.

3.Collaborating : ,

Collaborators like to solve difficult problems cre
concerns and interest of the other parties. Their appro
the situation objectively. Their choices are guided by principles of faimess, professional standards,

adition or moral standards.

atively. They enjoy negotiations and value the
ach is creative and innovative, and they see

4 Competing :
Some people enjoy negotiations because it p
"eglect the concern of others and their relation

barga: . s
“gain. Such negotiators .often says the last word and i
Uegotiate further. These negotiators usually bargain strategically and their iny objective is to win.

rovides them the opportunity to win. They usually
ship with them as it may lead them to lose the
do not give opportunity to the others to

5.¢
%Pfomising :

o U3¢ negotiators close the deals quickly by lo _
Y are usefu] when the time is limited but sometimes there is a chance of suffering loss in a

oking at the interests of all parties involved.

v

— T, ’ ,

st e N i v
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.k Bites -
quick e .
Negotiation 18 2 discussion between two or more people, where everyone expresses their
L

yill and at the end comes fo & point where everyone comes to an agreement.

There are five styles of negotiating namely accommodating, avoiding, collaborating,

competing and compromising. | |

Before doing a negotiation, the negotiator must have clear objective and plan in the mind.

o Use appfopriate body language so as not to offend the other party.

+ Use collaborative style and come to a win-win solution rather than, one party incurring a
loss.

o At the end of the negotiation, it is important to have a written deal or contract to refer in
case of dispute in the future.

Critical and Creative Thinking in Communication
Uitical thinking :

The process of objective analysis and evaluation of an idea or a situation, in order to form a
Ndgement is called critical' thinking. While thinking critically, we do a careful examination of
liffrent aspects of the issue with good amount of reésbning and evidences. Here the goal is not to
“Cept or reject, but rather to evaluate the entire issue objectively. While doing critical thinking we
fonot get emotional and weigh each point judiciously. y

We are involved in critical thinking in our daily as well as professional lives. We use critical

nking ability when we are reasoning, evaluating, problem solving, analysing and making

015, All of these are of great importance in your work life and so critical thinking is
*Mtant for one’s success.

.W;::e"ehp critical thinking : - F—— | |
| able to think critically you must develop a mind of curiosity as it helps in getting into the
ev:ﬂs of an issue and presents you with many arguments and evidences and you are able to
. See:-:e them all to come to a judgement. el . .
"8 and questioning the idea at hand helps in digging out more information and makes
' Ha:: ' weigh each one against the other. : .
4 open mind with humility to be able to accept if you were wrong in your judgement.

S helpg ¥You in accepting new and better ideas.
vant‘&e
"y § of critical thinking :

10 creativity,

T
Technical Publications - An up thrust for knowledge
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one

o0 only the thoughts ] i
pore W Jearn only rhoughts and inventions -f others, All these information makes a

pounda™y”

NoW, why should W? get out of this boundary ? We all possess the same information of
chatever ideas are eStab]“She.d in the world till now, That means offered with similar problems and
issues, most of us c-an. think in the same Way and either come up with same solution or submit to
the Problem- But this is a threat to human dignity. Our dignity as humans lies in being different- it
jepends oD what we can generate from the same information, Creative thinking helps us gain an

Jge over others. It is that quality which gives solution to many problems of humankind. Being
rative does not mean being weird, but it means thinking divergent.

yhy we don’t think creatively :

. As said above, firstly, we have .a boundary i.e. we know how things are and how they have been
since years. So we think they can’t be otherwise.

 There is a risk of failure. What if the idea doesn’t work ?

~ You have to give up the security of belonging, because when you think differently, you have to
leave the crowd. . ;

The “out of the box” has an infinite space and direction. There is no preset line of thought that
you can hold onto, because you are trying to be creative 4which means no one has thought about
ittill now. And due to this whenever you think out of the box, you feel like getting back inside

and accept what it is. '

oW to think creatively : :
Once you have decided to go out of the box, just try to go far and discover as many alternatives
# possible, , ' |
Thiﬁkillg creatively does not mean coming up .'with a completely new idea. You can use
“mbination of two or more existing ideas. Sometimes, thg application of an existing idea in a
completdy different manner brings about innovation.
82 open minded., | i : .

Dopy look for oot ancivers because it takes you back to the existing thoughts as you will try
to Weigh all your new alternatives in context with existing ideas. :

ABSeg., 55 the valye of new idea as thls is an undiscovered territory.

Technical PL:bIIct:vth::rmTM - An up thrust for knowledge
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Fig. 3.6.2 Creative thinking

Quick Bites :
¢ Critical thinking is evaluating and analysing an issue to come to a' jﬁdgement.
e C(Critical thinking involyes secking; -questioning -ahd digging of more information to check
all aspects of a thing. '
e Critical thinking leads to'crea:ti_ve thﬂﬂdﬁg.
e Creative thinking means ‘thinking out of the box’, but it does ﬁot mean being weird.

e Creative thinking leads to solution of problems.

e People generally don’t offer creative solutions due to the rigk of being rejected

e To be able to think creatively, do not look for correct answers B e s b
solution oriented. .

Exercise

. Explain the evaluation components of group discussion as q selection process
5. What is presentation ? Explain different purposes for making presentation .

What are the purposes of presentation ? Why should the pr, " -
before delivering presentation ? s k"°~w histher ‘audicney
4. Write guidelines to make effective use of visual aids.
; i d presenting, all :
5. Planning, preparing and p "8, are equally importq
Presentation. Justify the statement with Supporting _tmg,vurrwnm.m - A
Write a note on various types of questions asked in q job interview

|

l

———
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Give tips for success in job interview, w
or success in group disc
g Give tips f group discussion. GTU : June-14

9 Discuss various negotiation styles.

10.

11. , o
0. Explain creative thinking. What are the reasons people don’t think creatively ?

13, Give tips for developing creative thinking ability. |
14, How will you use your body language as a tool to be successful in a group discussion ?
15, Explain the organization of content for presentation.

/—7
Practical exercise

ﬁo a role play of a job interview with 2 to 3 students acting as interviewers of a particular
company and 1 interviewee. The interviewers have to decide the job profile and convey their
requirements to the interviewee before starting the interview. The interviewee must design a
resume accordingly be mentally prepared to answer the questions.

2. Make a group of 8-10 students and take a topic of your choice. Sit in a circle and do a group
discussion for 20 mins on this topic. Ask the other students who are not participating, to
observe and make notes. At the end, share the observations and analyse the performance of each

participants.

Give tips on how to do negotiation for a win-win solution.

What is critical thinking and why must we think critically ?

aaa
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ust se€ -
inder different conditions and safety measures. An engineer can never be enough sure that the new

jmportant Gy
qust apply critical and creative thinking here to make sure that a new design will work safely and

all the aspects, whether it will work well, its impact on the lives of the public, its working

{1 not have a detrimental change in the society or not harm anyone at all. Hence, it is

for an engineer to be more imaginative and check all kinds of possibilities. An engineer

will not harm anyone.

Most engineers do not encounter cases like above where there is a big loss of life and the issue
may create huge disturbance in the city or the country, but every engineer faces challenging
gtuations  that require careful ethical reflection and decision making. These issues in an
engineering practice involves bribery, fraud, fairness, honesty and conflicts of interest. Let’s think

about the following case:

CASE

Satish is a principal engineer at an environmental engineering consulting firm. His main role is

10 advise clients on what type of action to take when they are faced with risks and liabilities while

conducting certain projects. In one case, the client wanted to expand his campus upto 50 meters

from the marshland. After construction, the client must ensure a proper waste management plan so

fhat contamination has minimal effect on the surrounding habitat. The client came up with a

solution that satisfied, but did not go beyond the bare minimum of state regulations. In other

words, though this solution was cost-effective, it would contaminate the environment and within

five to ten years hamper the flourishing of the marshland. Should Satish push for a more fiscally

demanding, yet sustainable strategy--at the risk of his client backing out of the partnership

altogether ?
Issues like these arise in the professibnal experience of most engineers. Study of ethics can help

engineers make correct decisions and become better professionals. It helps sensitize the students to

mportant ethical issues they might face in the future. The goal of learning ethics is to be able to

analyse complex situations and resolve these problems in the most ethical manner.

P —
Quick Bites 2
* The work of an engineer has a great impact on the lives of the public.
gn, level of waste disposal, constructing a

* A decision taken by an engineer like a new desi
building, sharing an information with outsider,

@rtant that an engineer takes an ethical decision.

etc. impacts the life of public, hence it is

——
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Ethics in Engineering

Standafd. procedure but evaluates the situations for any possible harm and then works to
prevent it. It depends on the moral basis of an individual, T

. he aim is to do whatever possible
avoid any kind of harm or accident, .

fo

3, Beyond one’s duty : With this view, a professional assumes full responsibility and if
anything Wrong happens she/he sees their own responsibility. Hence, they strive to do
whatever it takes to make their work better and does even more than the required standards.
They always feel that they have to do the best, and it is usually inadequate.” These people
take such actions which are commendable but usually people around would take it for
granted. Also, if they don’t take these actions, most of us would not think that their not
taking these actions indicate moral shortcoming. Rather than putting responsibilities on each
other’s shoulders, they fully assume their responsibility which are self-imposed. Most of the

times, when engineers strive to do the good by putting extra efforts, they are discouraged
due to shortage of time, resources limitations and other priorities.

Whistleblowing- a right and responsibility of an engineer :

Whistleblowing is an act by an employee of informing the public or higher management of
unethical or illegal behavior by an employer or .supervisor. There can be internal
whistleblowing where an employee surpasses the immediate supervisor and reports to the
higher management about the wrongdoing and external whistleblowing Wh_ere the employee
reports the unethical practice of one’s organization to either media or law-enforcement
authorities. : ‘

Whistleblowing can be considered as the responsibility of the engineer to make others aware
about the unethical practices which may harm the public. It is also the right, wherein the
engineer can be protected for the consequences that he might face. But, whistleblowing must

be done only when there is a dire need to do so i.e. there is a clear and considerable harm

that can be avoided by it, when one has complete knowledge of all facts to support one’s

arguments, when one has complete capabili
consequences and when whistleblowing 1 th
done, if you have already tried to put your PO

they haven’t considered it scriously.

ty to persist through to end and face the -
e last resort. Whistleblowing must only be
int forward to your immediate authority and

M Impediments to Responsibility

Engineers fail to take up their share of responsibilities due to various reasons.

r professibnals have their own ambitions. Their self-

L : . -
Self - interest : Engineers like othe looking at the interest of others and may even tempt to

Interest sometimes prevent them from

Work contrary to their responsibilities. : .
* Fear ; p lari ‘ fault after discovering it requires lot of courage. If the responsibility of
+ Declaring a 1au

| knowledge
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_' ining or apprenticeship and the
éf’?ﬂﬁ profession who set the stap

Ethics in Engineering

Te are Societies or Organizations

dards of conduct for
Obviously medicine and law ge acce

engineering is also a profession. Certainly
nowledge which is obtained through ext

that are controlled by members
professionals and admissions to professions.
pted as professions, but

» engineering requires so
-

let us see if we can say that

r be mechanized. Finally, an engineer’s work has a huge
people by providing ways of communication,
of shelter, clothing, agriculture and medical

rent branches of engineering which defines the
code of ethics and responsibilities entailed in being an engineer.

.'hnspmtion, énergy resources, fulﬁliing needs
equipments. There are controlling societies for diffe

Fig. 4.4.1

sional Responsibilities

the few important responsibilities that engineers l?ave: | =

y : The brime responsibility of any professnfmg is conﬁdenn.ahty. In
aw it i very obvious that confidentiality be maintained of the patients and
; E 2 4l ineering also it is an engineer’'s obligation to Keep the
o m{ ;ﬁ?im confidential. Any information of an organization, like
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P[Otec p]e, there are stan dar ds

chemicals that are released by factories

Ethics in Engineering

for minimum level of certain gases and

ty fully, engineers must take help of physicians,
may be a costly affair to carry out various tests and

more time, but in t ' .
takes he long run the decisions taken will be beneficial for the whole

society.

4, Computer ethics : With the mcereasing use of éomputers in all fields, it provides a challenge
of unethical use of it. Firstly, computers can be used for robbery, ::rime and blackmailing
others. The anonymity of its usage gives ease to the criminals. Secondly, there is privacy
issue for the information about individuals and organizations, Leak of such information of
individuals l?ads to harassments in terms of repeated phone calls from telecallers or even-

~ harassments in terms of subtle teasing. Thirdly, hacking is used to access private information
and change or destroy some important information. Many organizations have developed the
codes of ethics for computer use. They are the guidelines for the ethical use of computers.

‘Quick Bites :
¢ A professional must maintain the information of clients and organization confidential.
s A professional must always work to avoid conflicts of interest so that the decisions taken

are always ethical.

s There are situations where there is a conflict of self- interest, organizational interest and
the public good. At such a time the professional faces dilemma and have to take a
decision which is morally correct.
¢ There are various norms laid down by controlling societies for engineering firms about
the level to which they can dump the wastes in the environment and these norms must be
followed strictly. _ _
* With every work being done on computers, there are ethical issues like robbery, privacy,

harassment, data loss and misuse of data.

B8 Resolving Ethical Dilemmas

Though there are laws governing the conduct and action of an engineer and there are clear
Morally right and wrong decisions, often engineers face. situations where there is a dilemma of
What i right and wrong. To resolvé this dilemma, following techniques are used :

1‘. Line drawing : In this approach, a line is drawn alOﬂg which various examples and

hypothetical situations are placed. At one en

~ ‘megative paradigm’. Then, all the hypothetical smlatlofls an | |
I is to positive or negative paradigm.

- Onthe line at a distance based on how near it
-y M
r Technical Publicaﬁonsr - An up thrust for knowledge

d, is placed ‘positive paradigm’ and on the other
d examples are listed and placed
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attention to the common conditions that are important to the welfare of everyone. This may
be a system of laws, effective police and e departments, health care, a public educational

system, or even public recreational areas.

5. The Virtue Approach : A very ancient approach to ethics is that ethical actions ought to be
consistent with certain ideal virtues that provide for the full development of our humanity.
These virtues are dispositions and habits that enable us to act according to the highest
potential of our character and on behalf of values like truth and beauty. Honesty, courage,
compassion, generosity, tolerance, love, fidelity, integrity, fairness, self-control, and
prudence are all examples of virtues. Virtue ethics asks of any action, "What kind of person

will I become if I do this?" or "Is this action consistent with my acting at my best?"
A case of ethical dilemma in the daily work life of an engineer :

Nayasha is a new employee in a startup that produces LCD displays for large venues such as
shopping malls. Part of her job is to troubleshoot the malfunctioning these displays.

One of the important clients reported that the display units at their venue was not working
properly since 2 months. Nayasha went to the site and examined the displays and found out that her
company had sold the units that was from a bad batch. She wanted to tell this to the site owners as
they were very important clients, but if she did that, it would cost the reputation of her company
and her company would have to install new units at no cost. If she doesn’t inform, the company
will do the replacement for a cost which would be unethical. Nayasha knew that her manager
would like her to take an option which costs her company the least, but at the same time she
wanted to be honest as they were company’s important customers.

What should she do?

Mck Bites :

* To make moral choices one can use the utilitarian approach, the rights approach,

- fairness, common good and virtue approach.

* The utilitarian approach weighs the cost against the benefit but may go wrong when only
one person is harmed against benefit of many, but it is a huge loss for that person.

* Rights approach helps in making decision based on the right of an individual on how
she/he must be treated, but those rights can only be decided by the people in question.

* The faimess good approach is based on the belief that all equals must be treated equally.

The common good approach is based on the welfare of everyone under common

conditions,

The virtue approach is based on the ideal virtues on which our character is based. These

virtues are mainly guided by religious beliefs, spiritual practices or personal moral values.

.

—T0
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Objectives : Ry

® To learn telephone etiquettes,

* To learn the etiquettes whilé travelling abroad and with foreign visitors at your place.

* Toleam the etiquettes of interacting informally in professional world.

* To understand the importance of privacy and maintaining confidentiality and respect other
people’s and your organization’s confidentiality.

* Tolearn how to say no gracefully to unimportant demands of others.

* To learn time management and to be able to finish all your tasks on time by applying this
knowledge. |

Introduction

Etiquette is a code of behaviour that describes the expectations of social behaviour of an
indiviglual according to the norms of the society, group or organization. There are norms of
communication for people working in organizations. The way one must interact with others, either
in person or on phone is well defined in the professional world. Also, etiquettes of different
countries are different as per their culture. This chapter deals with the

overall conduct of a person
in different professional scenarios. :

Telephone Etiquettes

One of the fastest ways of communication is through telephone. It is very handy, convenient

0 Communication. The biggest
_ challenge in telephonic conversation is that there is no advantage of the bo B lprage, The clarity

achieved through eye conta,cr:t and facial expressions is lost. To overcome this, two things become

important in telephonic conversation : (1) The listening skill of the receiver and (2) The tone and

clarity of voice of the speaker. The receiver must thug listen with more concentration than face-

face t_::onversation and indicate that she/he is listening by saying “hmmm?, “okay”, “riéht”, ot oce”
) etc. The speaker must keep a friendly tone and clear voice. Even the corTect choice of words is als0
| important. Following are few guidelines for telephonic conversation : :

and cost-effective. Hence, it has become the most popular means of

Etiquettes for Caller- when other Person picks Up

1. When you make a call, start with a greeting |ike “Good mbming" “Good afternoon”, €1

iy followed by your name and your organization’s name. eg. “Good moming™. this is R%
Mehta calling from Techsoft Ltd.”, g

2. If you have called the office number and someone ege

i Picks up the call k politely ©©
put you to the person you wish to talk to, , then ask p

__—-—-"/

o
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: {f you are asked for the reason of your call, give details.

4, If the person asks you to hold while your call is transferred, say “thank you™ to the person
| pefore your line is transferred. :

5. If the concerned person is not available, then give clear message to be passed on to the

person Or ask for a convenient time when the concerned person is available so that you can

call back.
6. Do not get irritated if you are put on hold for a while or because the person is not available.

Maintain a friendly tone and end the call by a polite “Thank you™ or “Have a good day”.

gliquettes for caller when the person to whom you want to talk, picks up

|, Start with a greeting, “Good moring” “Good afternoon” or “Good evening” followed by
your name and your organization’s name.

7. Before starting the conversation, first tell the purpose of your calling and how much time
you will take. Then ask, “Is it good time to talk to you?”” Maybe the person is in the middle
of the meeting or driving or doing some important task, where she/he cannot concentrate on
the conversation. Eg. “I will just take 2 mins of yours to discuss about the last order. Is it
good time to talk to you?”

3. Keep all the‘information handy before dialing the number. It is very rude to call a person and
then keep that person waiting because you haven’t done your homework.

4. Before hanging say “thank you” with a pleasant tone.

5 Make sure that there is no noise around you before you make a call.

4 e s - SR cr s, (RN
i R S AR ‘?an i

i ‘ |

Fig. 5.2.1 Telephone etiquettes

™
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Etiquettes for Receiver

1. Receive the calls promptly rather than making the caller wait for long.

2. Greet with your full name and organization name.

3. In some organization, people pick up the phone and greet followed by directly th,
organization name without saying their own names. It depends on what are the standarg

ways of communication in your organization.
4. Ask the name of the person and offer help. Eg. “May I know your name sir ? How can [ help
you 77
5. If the person wants to talk to someone else, then pass on the line without making the caller

wait for longer time and if the person is not available ask if you can take message [0 pass on
to the person.
6. Always keep a notepad and a pen handy, so that you can note down the correct information.
7. Take down the message fully and correctly.

8. Pass on the message without fail to the concerned person.

Some Do’s and Don'’ts of telephonic conversation :
1. Be polite and tactful in using appropriate words. Remember, that vour tone says itall ina

telephonic conversation.

2. Always offer help.
3. Greet and give your and organization’s name.
Ask necessary questions to get clarity. Also confirm whether the listener has understood of

A

not.

Paraphi‘ase at the end.

Listen attentively to the caller and give your verbal acknowledgement as mentioned earlier.
Let the other person complete before you start speaking. |

Always keep a notepad and a pen handy to note down what you have listened.

© ® N w

Hold the mouthpiece properly. Do not hold it too far or too-close.

10. Do not shout on telephone.
While talking on the phone, do not get distracted by your surrounding otherwise you will

11.
lose concentration.
12. Do not do parallel conversations. It disturbs the person on the other sidé of the line and Jeads
to confusions. While talking on phone, do not pay attention to what your colleagucs are
talking about. If it is difficult for you to concentrate, then go to a place where there i 10
disturbance and then make a call.
ve Tachnlo-a-l.@bﬂcaﬂonsrtaﬂn up thrust for knowledge '_/,J
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13. While talking on the phone, do not chew a chewing gum, drink or eat something.

14. Do not use slang.
Don’t sound impatient or frustrated, There may be days when you may have received many

15.
calls, but the caller doesn’t know the count of your calls. Hence, it is important to listen

patiently.
Always call back whenever you have promised to do so. This is the major complaint and to

16.
deal with it, you must note down everything clearly alongwith follow up action.

Dealing'with difficult callers :

It may happen that on a given day, you receive a call and there is an irate customer on the other
end shouting at you. What do you do at that time ? You may or may not be the reason of his anger.
It may be a case that you already have a bad day, or you are working on a very important project.
What would be your state of mind on receiving this call ? Will you get frustrated and tell the caller
“Why are you shouting on me ? Why don’t you talk to our Marketing department as this is their
fault 2’ The best way to respond to a difficult caller is to listen out first. This is what they want.
Once they have vented out, they will be ready to listen to you. No matter how difficult your day
maybe, or how much important work you are doing, it is important to remain calm while talking to
a difficult caller, Following are the tips how to talk to a difficult caller and what to bear in mind

while talking :

1. The caller is angry because something wrong has happened to that person.

2. The caller is shouting on you, but actually he is abusing the organization, as he doesn’t know
whose mistake it is.
Yéu are the part of the organization and hence you represent the organization, so the first
thing you can do is to apologize. ,

4. Talk very calmly and be a good listener.
5. If someone else is responsible for the situation, calmly ask the person, “Would you mind

holding the line, while I transfer your call to the concerned person or shall I ask him to call

you back ?”
A]ways address the difficult person with his name, listening to one’s name makes one feel to

be treated well. It will make the caller calmer.
7. If you have to pass on the message to the concerned person due to unavailability of that
Iso, as you had attended the call, you will

person, then do not forget to give the message. A
Hence, it’s ok to even follow up with the

be held responsible if the matter is not resolved.
person whether the matter is resolved and whether the customer has been called back or not.

1
L]
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Fig. 5.2.2 Etiquettes for receiver

Quick Bites :
e Always sound pleasant on the telephone as it doesn’t offer the advantage of body

language. _
Show your readiness to help the person on the other side.

Give proper information and be clear in your speech.
Keep a notepad and pen near the telephone so that you don’t have to keep the other person

hanging.
Always answer the phone in 2-3 rings.
Always remember to call back if you have promised to do so.

L]
e If you have taken a message for other person, then do not forget to pass on the message:
e Be calm in handling a difficult caller.
______/

™
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with the inCrease in global business, you may be required to travel to different part of the world
2 busines® trip. Travelling to completely a different land can be challenging in terms of different
hgbits g langua.ge, Our foreign trip can be successful or unsuccessful based on whether
Je to communicate with them according to their expectations. As we have seen earlier,

s for Foreign Trips

on
cu]ture’

e were ab

communi we - :
pat When we icate, we must communicate keeping the audience in mind, and

unication 18 guided by the culture of the country. Following are the aspects that one must

check pefore travelling abroad :
Give all information like your arrival date and time and your schedule after you reach there.

before you reach

get time to make

, If you are asked to give information about your stay and food requirements
here, then you must send the details clearly and before time so that they

arrangements.

Find out from the internet, a ﬁ‘ieﬁd or colleague staying there, ab
and learn from her/him the ways to deal with people there.

fferent, hence you must first find that out. In
kissing on the cheek

out the culture of the country

In different countries, the way of greeting are di
some countries, a firm handshake is used to greet, while in a few countries,

is used to greet each other.
People of USA and Canada may directly come to

+ Find out how they behave in a meeting.
s often asking

business talks and are highly professional, while in India we start with small talk

personal questions.
different norms of giving and accepting gifts in different countries. Usually, in some

+ There are
in front of the giver, while in Asian

countries like USA, it is a good etiquette to open the gifts

countries it is considered to be rude.
there is a culture of being thankful for all little favours while n

+ Inmost of the western countries,
ations with others and would not always express

India, we assume certain obligations in our el
our gratitude.
* Inmost of the countries accept India and Ru

meeting.

ssia, people reach before the scheduled time of the

' Itis also advisable to learn a few common words like greetings in their language.

* Also, find out the norms of taking meals and payin

g the bills of that country.
* Unlike Asians, the people in the USA, UK, Australia, Canada and a few other countries are
be rude, but it is their way of dealing with

Sraightforward which may sometimes sound t
Others, | ‘

(0)
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* Any meetings would start with small talks, but remember that excep’; India, p;otzii of ofpe,
countries do not like talking about personal matters. So if you have to z a :z;a- {0 brey
: eir
the ice, talk about something general, like weather or something famous abou Country,

* Finally, the best way of being prepared for a foreign trip is to hear the experience of 2 Petsoy

who has already been to that country.

&)

;

S

Fig. 5.3.1 Etiquettes for forolén trips

_//

M
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\)isits of Foreign Counterparts

s discussed in the above section, we know that the way people communicate and conduct

ves socially majorly depends on the cultura] norms of their country. Hence, if any of your

D counterpart 18 Visiting our country, all of the above things must be checked so that we can

lmdersta“d their ways and avoid misunderstandings, Following are the additional points that must
aken care tO welcome a person from other country
b

you may have received the details of their visit and if not, please ask them beforehand and
ke arrangements of their pickup from the airport,

 One person from the office must go to receive the person, do not send the driver alone,

, Show the courtesy to ask about the kind of hotel they would prefer to stay in and the
qrrangements they would like to have during their stay.

, Make arrangements for their daily commute for the entire period of their stay.

H \ - ceeseit ' q e

" |

S B
s 2
b ¥
4!

Fig. 5.4.1 Visits of foreign counter parts

™
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* Make arrangements for their communication like arranging for a mobile phone and a sim ¢y, i
advance.
+ Make sure, that there is one person who is a point of contact if they need anything during thejy
stay.
« If the stay is longer and weekends are included, you may offer to visit some famous place j,
your city or country, as for a person who has travelled for work does not have anything

significant to do on a weekend.
 Offer for any other entertainment available on weekends.

e To summarize, you must make their stay in our country comfortable and make them fee| 4
home.

Quick Bites :
* The social conduct of people varies largely based on the culture of a country.
¢ The ways of communication also varies largely in different countries.
e If you have to visit a foreign country, it is important to learn the culture of that country so
that you behave and communicate in an acceptable manner.
e If someone from other country is visiting your organization, then it is important to leam
their culture and also take care of all their requirements during their stay.

e The way one does handshake, greets others, indulge in small talks, gives or accepts gifts,
shares personal information to others, etc. depends on the culture of the country and hence,
“you should learn the ways of the other country while travelling there or dealing with

visitors from there.

Etiquettes for Small Talks

There is nothing small about the small talk. Small talk is an important people skill. It helps in
breaking the ice when we meet someone for the first time. It helps in establishing connection f
defines a common denominator between two persons. It helps in forging a meaningful and lasting
relat:onshlp with your business associate, a potential client and an existing client. It is an easy W&/
to gain confidence in dealing with different people. It is instrumental in getting a job, working with
clients and entertaining existing clients. Organizations look for people with such skills.

Tips for small talks :

« Have a positive body language with a smile and demonstrate your interest and desir® 10
communicate. )

. Be the first one to initiate the conversation. Say a hello first, introduce R hats and ask oper”
ended questions to enable the other person to say more. This will give you an opportuni®y (0

lead the conversation.

_—"/
-/ T" ‘
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- rt with i
. best topic to Staf with 1s alv.vays about the weather and other general topics. Also, if you
1 nd out something to compliment about, then it is also t . ,

w:versation’ but take care that it should be an honest one

he most desirable way to start a

more interested ‘m the other person rather than continuously talking about yourself. Listen
' A interest. Sometlmc?s people just ask questions for the sake of asking and then are distracted
e other person 1s answering. To listen carefully, is the biggest compliment you can give

when th
ape[‘s(."l'l.

. s this is a general talk, you may get carried away in telling many things, but it is advisable to
(hink before you speak. ‘

, Discuss general things like movies, sports, books, hobbies etc. this will make you appear
friendly and approachable. For this, you must yourself have a knowledge of different things. So
have a habit of keeping yourself updated.

, Avoid topics like your health issues, your own personal prdblems, the cost of things, gossips
and controversial issues like politics or religion.

, Do ﬁgt walk away abruptly. Close the conversation with a graceful line “It’s been nice talking to

you.

ivenniann

~ b3
B,

Fig. 5.5.1 Etiquettes for small talks
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Quick Bites :

® Small talks are important to gel with people like clients and colleagues.

* Small talk is a good people skill and company’s look for people having such skill.
. Though small talks are informal, there are a few guidelines of how to do it.

* Small talk should be about general topics and must be limited to break the ice.

e It should be used for a comfortable communication environment and not become too much

personal.

* Remember that your relation with your clients and colleagues is professional, so do not go
overboard while doing small talks.

Respecting Privacy

To respect privacy is the fundamental concept of many societies. People have a right to peaceful

enjoyment without being disturbed or harassed by others. People wish to have privacy not only
at their homes, but also at the workplace, even if they maybe using the premises and equipments
of the employer. :

As for the employer, it is important to monitor employee activity through CCTV camera and
track the internet, email, social media and telephone use. This is justified as the employers have
a risk of theft of property, data security, inappropriate and antisocial behaviour, violence, drug
use, etc. Also, the employer’s concern is that of the productivity loss due to misuse of office
technology for personal matters. ~

The monitoring of employees maybe necessary but every human being has a right to privacy as
far as their personal information is concerned. The employees desire to work at peace and not
being disturbed constantly. )

An employer must take consent from the employee before sharing any of their personal
information like contact numbers. It is illegal to use the personal contact details of employees
for marketing purpose. Many companies print the contact details of employees in thelr
brochures or websites without their consent. This may lead to unnecessary harassment of the
employee by others.

As an employee, you must also respect privacy of your other colleagues. Standing behin da

- person unnoticed and seeing what she/he is doing is very rude. Do not peep into computers of

your other colleagues. Monitoring of the internet usage is the employer’s work and not yours. '
While indulging in informal talks during a lunch or tea break, do not ask pefsonal questions by
which others get intimidated. Do not share any information of your colleague with others.

As an employee, it is your responsibility to keep confidentiality of the organizational data. Do
not reveal any information of the strategies-used by the organization, any new development in

T

__—-—'/
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company ©Or any important information to competitors as they may use it for their
e. Also, keep confidentiality of the clients information.

your
advantag

Qu-\ Fig. 5.6.1 Respecting privacy
'k Biteg :

Ey ' '
“IY person has a right to privacy to enjoy peaceful existence.

L}
Bven ;
. °01n workplace, an employee likes to have privacy while doing work.

purp"l'garnzatmn may monitor the activities of an employee for security and productivity
258, but should not make them uncomfortable.

! ; v
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; i tion of the ¢
® The employers have a responsibility of keeping the personal informa Mployees
confidential.

: : : i lients and organiza:
* The employees have a responsibility of keeping the information of clie Eanization
confidential.

Time Management

“Things which matter most must never be at the mercy of things which mate,
least.”- Goethe '

Time, is the only factor which moves constantly, without stopping, with the same speed and

forever. Time itself may not be tangible, but still we can see time by relating it to the situationg in
our lives and how we grow with time. It is a very imp

ortant measure and a point of reference when
we look at life as how far we have come. Time is no

t absolute, it is a relative term. For example,

5 mins for parents waiting at airport for their son is too Iong, but 2 months that their son stayed

Interestingly, many people do not like their life to be the slave of time, They simply don’t like
the idea of everything happening at a perfect time. They like to do the things that they wish at their
own time. They simply cannot work with their full potentia] if You bound them in the boundaries of
time. But, as the famous ‘quote says “ ti i aits for none”, we see that if we wait fof o

own time to do things, it will go out of our hands and then jtg 0 more worth, [ o

has a perfect schedule. The sun rises eVery morning
apiaear one after the other as per thejr time and the [

oking at nature, it

1ven time. Seasons
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They are the people who are moving ahead everyday, The first kind of
e, who are the busiest are always complaining that their work

" _ never gets completed. They
ve lots of pending work and they are the most strezsed out people. Both kinds of people have

@e amount of time and almost same amount of work, but the only difference is‘the way they
iﬂn"ge their time.

od to yesterday.

Time management is @ method through which we can make the most of our time. We can '
g,eompliSh more in less time. Not only that, there will be no stress and all our work can be
mlewd on time without compromising on the quality. To understand and apply time
management, let’s understand the E?senhower decision matrix, which helps you decide on which

ativities to focus.

e

7 "
. féf
.
7 7} 4 7 Z
[ ‘ /

t has four kinds of activities that we do
ot urgent but important and not
ular category, by considering
management matrix, first

f our entire day. I

above matrix shows 4 quadrants 0
ut not important,

o : b
a day- urgent and important, urgent o :
and ot impo rtant. Now, the tasks are identified 1n a p;ﬂnlz L
that you accomplish. So, if you want t0 md:ke i::,oto find out the importance of the
AN . : the day. ) the
W all the activities that you do during goal ?* and to find out
 ask the question- ‘Does this activity take :

M
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urgency, ask the question ‘Is it ok if I don’t do this task today or does it requires my immediate
attention’?

1. The first quadrant is for activities that are urgent and important. This quadrant is the place
where mostly the people who are the busiest all the time, dwell. This is a quadrant of fire.
fighting, If your first quadrant is full, that means you are always chasing a deadline, or
because you did not accomplish a task that was required to be done before, you have to
address it urgently. People who stay in first quadrant also spend time in fourth quadrant
because they get burned out by ailways chasing deadlines and so they feel they require some
relaxation. They spend considerable time in watching TV or checking their Instagram or
Facebook accounts. Béing in this quadrant leads to stress, compromise in quality and
sometimes even a give up attitude. So, to make the tasks of this quadrant minimum, you
must be proactive. Do things way ahead of time. Plan your day with activities that are
important for your goal and stick to it. '

2. The second quadrant has important but not urgent activities. These are the activities that you
do way ahead of time. A student revising what has been taught at the school daily, is an
activity of second quadrant. Regular maintenance activities of your devices or your tools and
equipments is also an activity of second quadrant. People who plan their day and stick to
their schedules always stay in the second quadrant. They have to hardly do the activity of
first quadrant when it is really a genuine urgent matter, like someone’s accident.

3. The third quadrant is of activities that are urgent but not important. Here, actually the
urgency of the matter is not actual, but perceived. This quadrant has e
Phone calls, messages, notifications or an intruder. These are the activities of ‘other people’s
prioritics". They are not at all important as far as your goal is concerned. For example, you
have to complete an important presentation which you are supposed to present after few
days and you decided to. complete it today so that you can get it reviewed from your boss
and make changes if required to make it more effective. But while you started doing it, one
of your colleagues comes and asks you to accompany her to the café to have a cup of coffee
because she’s having a headache. Though your work was important, you felt going with her
is urgent and you went. You ended up with unfinished task at the end of the day. Here, W¢
must stick to the mantra of ‘first things first’ and learn to say no to the other person. You
should never have any activity which falls in this quadrant unless it is genuinely urgent. To
avoid these activities, we must learn the art of saying no, which we will discuss in detail i?
the next section of this chapter. :
The last and the fourth quadrant is that of not urgent and not important activities. They ¢
clearly time-wasters. As seen before, the people of first quadrant go into the fourth quadre®
activities when they want to escape the stress of fire-fighting, Also, people who don’t have

clear goals and plans or who are not motivated to work towards their goals, usually stay in

_——-__’/

R
= Technical Publications - An up thrust for knowledge i

Scanned by CamScanner




.o Technical Communication 5-17
W Etiquettes

fourth quadrant. One must always remain in second quadrant so that there is no crisis and
hence no stress. To get enough motivatic: to work for the goal, you must ‘begin with the

end in the mind” which Stephen Covey identifics as one of the habits of an effective person

If you make a mission statement or visualize what you want to accomplish, you will get
motivation to do the activities of quadrant 2,

1o conclude, if you want to use your time effectively, do the following things :

{. Plan your day, everyday. Remember, “all things are created twice- you plan first in your
mind and then implement.”

Do activities way ahead of time.,
Know your priorities.
Concentrate on task at hand and do not get distracted by unimportant things.

Avoid other people’s priorities by saying a ‘no’.

Have a clear vision of your goal, this will motivate you to stick to your schedule.

TIME

[MANAGEMENT

_Fig. 5.7.1' Time-management

\ i
Qick Bites ;
* Often people who complain that they are the busiest are the peop

. Complete their tasks. | | :
e busy people are usually busy on tasks that are not important.

" The busy people are often seen fire-fighting.

¥
: —
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People are not able to manage their time because of lack of clarity of their priorities.

People end up doing unimportant tasks as they give in to other people’s demands.

To do proper time management, use the time-management matrix and analyse to know
your major time-wasters.

Do the activities of second quadrant and you will neve
will meet all your deadlines without suffering the quality.

The key to successful time- management is planning your day in advance.

r have to do fire-fighting and you

Learning to Say No
We saw in the previous topic that when we do activities which are other people’s priorities, we
end up accomplishing nothing at the end of the day. Like in the example given above in the

explanation of quadrant 3, people usually are not able to say no, even if the

y want to. Let’s see why

people are not able to say no :

I

6.
What hap
1.

We are vulnerable as far as our human relations are concerned. Because we have a need of
acceptance, of iﬁlportance and of sense of belonging, we don’t say no. We feel that if we say
no, the other person will be offended or what will that person think of me?

We have a strong ego sense, where we consider ourselves to be always helpful to others.
Because of this strong attachment to our thought of being helpful, we don’t say no.

When we don’t have our own plans, we are vulnerable to fit into plans of others. We think

that because we don’t have anything to do now, so we can easily accommodate for other

people’s priorities. In fact we also have tasks at hand which are important for our goal, but

we haven’t made any plan for it.
We are not aware of our own priorities because we never visualised our goals or planned for

it.
We are guided by our impuls
we’ve actually not set our principles. -

Lack of power of taking decisions.

pens when we are not able to say a no :
have utilized in doing activities of our OWn

e or desire rather than our set principles. This happens because

We end up wasting time which we may

priorities. |
We are not able to meet our deadlines and are always in a crisis. B
Eventhough we may have helped other people but it does not necessarily mean that we will

be in good books of others.

Because of our habit of gi :
deadlines and it creates 2 bad impression. | |
As we start seeing that our own work remains unfinished, we go into resentment an dit

becomes a Vicious cycle.

ving priority to other people’s priorities, we end up missing oW

— T
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Leaves her own work and goes with her collsague

J

sentation ? | aim nenous

Hi Ananys Dwill you sgemy

pre

(

[ Yot ofcourse Hetsgo !}

Fig. 5.8.1 Not able to say “No”

R —
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Sure | will, but please wait for
haif an hour. | have to complete my
report today & it will take few mins.

Hi Ananya ! Will you come ang
see my presentation ?
It's tomorrow and I'm nervous

Fig. 5.8.2 Saying “No” gracefully

Quick Bites :
e To be able to say “NO” gracefully is an important skill.
° Usual'ly people give-in to other’s demands due to fear of non-acceptance and a strong
desire of feeling of belonging.
e People can’t say no due to lack of power of decision,
e When we are able to say no, we can pay attention to our own priorities and do not go into
resentment later.

e ‘Learning to say NO’ does not mean avoiding others, but it helps in respecting your
independent will without offending the other person.

PR

— y
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s5 the Do’s and Don'’ts of receiving calls,

- Disc
the Do’s and Don’ts of making calls, :

TN i

Discuss the things that one must take care of while visiting other country for work,
Disciss the etiquettes while dealing with the foreign counterpart visiting your country
[ What 5 @ small talk and what is it's importance ? Giye tips for small talks. |

Explain Eisenhower decision matrix of time-management.
What are the important factors that affects the time-management, Explain how to manage time.
Explain the importance of being able to say “NO” and why some people are not able to do so.

[

[ .

¢ | e T ulula!
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6 Self DeveIOpment
V .

Syllabus
Change, Grow, Persist, Prioritize, Read, Learn,
communicate, Relate, Dream.

b
B
Contents
g1 Change
62 Grow
63 Persist

Listen, Record, Remember, Asses, Think;

64 Prioritize
65 Read

66 Learn

6.7 Listen

68 Record
6.9 Remember
6.10 Asses

6.11 Think

6.12 Communicate
6.13 Relate
6.14 Dream
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Objectives :

* To understand and apply the important principles of self-development.

* To be able to grow with changing times and also bring about change in own liveg ang
environment.

* To understand the importance of persistence and to be able to persist.

e To imbibe the habits of reading, listening, learning, remembering and recording as the
instruments of success.

® To be able to dream big and make that dream come true.

e This chapter is not only for students or professionals, but it can be applied by any human

being who wants to grow in life.

All human beings possess infinite potential. But we don’t work to our full potential due to
various reasons. If we don’t make ourselves better than before then our lives will becomes
stagnant. To be successful in all spheres of life, we need to develop ourselves each day and do
continuous assessment of where we are. - It is important in setting goals and moving towards
achieving those goals. In this chapter, very important elements of self-development and assessment
are discussed keeping the students and professionals in mind. Though it targets students and
professionals, it equally applies to all human beings and all spheres of life.

Change

“Change is hard in the beginning, messy in the middle and goreeous at tho ond ” — Pnbin

Shari 1

We always look for stability but the only thing that is constant in the world is “change”. It is
very important for us to keep up with the change. We need to develop ourselves to become better
today than yesterday. We all have a certain image which we might have formed subconsciously
based on our experiences. But, when we think a little deeply, most of the time we want that people
must have a certain image of ourselves in our mind. This difference in both images is because the
image we have created till now was subconscious, which might have been a result of resorting t0
our circumstances. In reality, we all want to be persons who are liked and appreciated by others
and rewarded for our work. We know, that there are certain things in us like our habits or qualities
which needs to be changed, and if we become successful in doing so, we, can become better people
with rewards coming our way.

For example, if a student is not able to study regularly, he scores less than his actual potential
and then regrets in the end, “Only if I could have studied regularly!” Here, the student has to work
continuously on changing his habits with prioritization, time management, assessment, etc. He has
to introspect a lot and find out ways on how to go about it. While ridding ourselves with bad
habits, we must remember that it needs to be replaced with one good habit. Completely trying t©
get away a bad habit without replacing with another habit will take bt I is said that f

™ e
B Technical Publications - An up thrust for knowledge

T

Scanned by CamScanner



munication 6-3

N . m Iv - 'J
i ﬁ%‘hmcdl Co ——— SRl € copmeny and Asg essment

for 66 days in o row, then ;
task. Changing habit ;

doing a task every day at the same time
t‘nl::en you don’t have to exert to do that

¥ and P teytoit. |

Lal)

> ce iS

individual brings about a change
aining we must always strive to
dhi said, “Be the change you want to see

. aneself, everything around also changes. Rather than compl
;ﬁ;m:,m:t that change ourselves.” And so, Mahatma Gan

jthe world.” |

gix steps to bring about a change :

Identify one thing that you need to change.
Accept, that you really need to change this one thing.
Determine that you will do something to change.
Identify the action points to bring about the change.
Take action.

] e
4 wlwade booa 2

Ve e

habit
Fig. 6.1.1 Striving to “Change” by developing new

& knowiedge
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Quick Bites :

® Change is the only constant in this world.

¢ If you want your environment to change, you must change first.

® Always have the inside-out approach.

* Each and every person can always change for better, because improvement is a lifelong
process. '

e We usually do not work at our full potential and that is the reason we must always fry t,
bring about a change in ourselves.

® Human beings usually resist change, but when we get into the process of change from
within, we realize that we can achieve greater goals than we had thought and we really
start liking this change in ourselves.

e Change is difficult, but not impossible. In fact, it is the only natural way of living.

Grow

“Growth is painful. Change is painful. But, nothing is as painful as staying stuck where you
do not belong.”- N. R. Narayana Murthy ‘
When we change, we grow as human beings. Each time we stretch ourselves, we expand our

" limits. It is rightly said that you can grow only if you move out of your comfort zone. A comfort

zone is the limit within which we can operate at ease. The moment we go out of this limit, we start
experiencing lots of difficulties and we feel like going back to our comfort zones. For example,
when you start going to a gym, on first few days, your body will ache, then slowly and gradually
Bu . _.u.r o nie ocoitionand i doesn’t pain at all. But again if you add the number
of exerci-ses, then again it will start paining. The same fundamental applies to everything, becaust
our minds are like muscles. We need to train our mind in order to grow. Anything which we do2
little more than what we are used to, we experience difficulty, but if we persist, that new difficulty
level becomes our comfort zone. This way, every time crossing the boundary of our comfort zone:
we can keep on growing in all aspects of our lives. Hence, always try to do a little more than what

you had thought to.

e

Quick Bites :
In order to grow, one must change.
Stepping out of your comfort zone helps you grow.

e When we expand our limits, our capabilities also expand and this way we grow.

Growth is painful, because it asks for more of our time and energy and so our mind may

want to resist. But remember, our mind is like a muscle, the more you stretch it, the more

powerful it will become.
The biggest failure of a human being is to get stuck at one place without any in
L
/
-~ growth.
. o S
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persist '
uJt always seems impossible until it’s done.”- Nelson Mandela.

ps seen abOYe, persi‘stence is the key to bring about a chgnge and growth in ourselves and our

oundings- It is persistence alone which will make you successful to bring about a positive

ge in your life. The Toad upwards is always difficult, and there will come a time when you
sould want to give up. It is very easy to get swayed by temptations of giving up. Take an example
ofa student who has decided to study for 2 hrs continuously. After half an hour, he will start
feling @ little bored and will start looking‘for distractions. If at that time, his friend comes with an
dea of playing, he’ll quickly get up and go without completing what he had decided. This is how
4 don’t stretch our limits and can never grow. Imagine, a mountaineer who climbed for many
days and is almost about to reach the peak, but gets exhausted and thinks that now he can’t go
auther. That is precisely the time, when he has to gather all the courage and persist only a little
nore, and if he does that he not only reaches the peak but also finds out that the other side of the
mountain is too beautiful to give up. Persistence is thus, refusing to give up on the face of
difficulties and keep on moving forward till the time you reach your goal.

Fig. 6.3.1 Persistence

™ 5
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Fig. 6.3.2 “Persistence” will help in scaling heights

Quick Bites :
e Persistence means refusing to give up.

e Persistence is the only key to success.

e You may feel exhausted and want tq give up, but if you persist, you will reach the end
which will be even more wonderful than what you had imagined.

e No dreams can come true in absence of persistence.

e Whenever you feel like giving up, remember that the other side of the mountain is more
beautiful.

——

Prioritize

“The key is not to prioritize what’s on your schedule, but 1o schedule your priorities. »_

Stephen Covey.

The reason why people are r.mt able to persist is because they're not able to identify thel
priorities. As seen in the topic “time management” one must include all priorities in the <chedu’
and work accordingly. Planning your day is the biggest mantra to stick to your priorities. *4en V¢

don’t have our own plans, we end up becoming the part of other people’s plans and priorities, (%

___..//
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you don’t prioritize, youy
can’t say “NO” to others. In chapter 5 we have alre

ady discusged w

hy we don’t say “NO” and what
happens if we don’t leam this art of saying “NO”, In fact, if you have scheduled your day with
proper thinking, then when anything else COMEs up, you will realize that if it is not in your
schedule, then it is not important.

Quick Bites :

* Failure begins with the mnability to understand our priorities.

* Planning your day is the mantra to stick to your priorities.

* Leamn to say “NO” and sfop becoming part of other people’s plan.

Avoid distractions, They can wait,

* _Remember, if it is not in your schedule, it is not important either.
——

m Read

't read.”- Mark Twain.
“The man who doesn ’t read has no advantage over the man who can

. : irit
Reading is the best habit that everyone must imbibe. It is the lltgrah.ll‘e T:;::l:;xlm;m :
of people. Readmg helps in many ways and it is one of q)e most 1mp - W )
dCVe]opment, You must not only read about your own subje.ct, but .evm bk -
about yoyr OWwn area helps you sharpen your core skill.s, while Teal'g(mg r:dma comice sph Al
opics Bives you an idea about all aspects of human life. If you w:ﬁ g ‘mw i .
books, i1 good for entertainment, but you must also read books o
k“°W1°d8e and helps you make a better person. Of course, ‘ S F
U When yoy reaq about great people, different cultures and differ
You groy,

as a person, Sometimes reading reinforces what you .
hatis written in the book.
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Whether you read one type of book or the other it is important that you ponder over Whateye,
you already read. This will help you find more meaning from what you read and it will become
part of you. Try to think about the purpose of the author to write and the underlying feeling of the
author and you will be able to gauge exactly what the author wants to pinpoint.

Fig. 6.5.1 Reading

Quick Bites :

[t is said that books are the best friend of human beings.
Reading is the best habit that one should develop.

Reading gives thoughts to ponder on and can change your life if you actually apply those

thoughts.

" gives you wider knowledge of your work and eVerything related to it.

It helps in developing your communication skills. The more you read, the wider is your

vocabulary and the better you will be able to express.
It helps you to see things with a wider perspective.

A person who reads a lot has an edge over others._ .

_

m Learn '. :

“Live as if you were to die tomorrow. Learn as if you were fo live forever.” — Mahaimd
Gandhi

Of course you must have heard this and read this many times, that one must keep on learning
till the end of the life. One who continues learning never feels stagnant in life. If we always keep 3
seeking mind, we’ll be able to learn from every situation or Person around us. Learning helps us
move forward and improvise each time, We can learn from our own experiences, reading abo"
great individuals, history, other’s success and failures, etc. No learning ever goes in vain in our

lives.

3
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e
A Professional must keep on learning new ways of work. By continuous learning, you can keep
ith the changing times. You always stay relevant with time. Learning new skills of your

ofession helps you keep updated and add to your profile. You gain a new confidence, everytime

oarn something new. You will never feel stuck, even in the face of difficulties and you are

ou | = oo
)ble to see opportunities in all situations.
| 3

| These days, with the use of computers and internet for everything and anything, it has become a
qecessity to learn the use of technology in your field. One can even learn different skills like
leadeﬁhip and management skills. In some professipns, learning new languages helps in improving
your profile. Learning programming and new software also helps a lot. In fact, every profession

provides a scope of learning from time to time with the development of new ideas, innovations and

technology.

[Quick Bites :

¢ Learning continuously makes you knowledgeable than others.

e [t prepares you for some sudden change in the industry or organization.

¢ It helps you keep updated with changing times.

* You can remain relevant forever, if you keep on learning and adapting new things.

¢ Ithelps you in doing your work in a better way. 2

e It gives you an insight into various things and helps you think from a new perspective.

* Being a knowledgeable person of your field makes you the most sought-after person.

* To learn, read books, read blogs and articles online, attend seminars/trainings/workshops,

watch videos online which gives you information and knowledge about your work and

network with people who have a zest to learn.

m Listen

- “Most people do not listen with the intent to understand; They listen with the intent to

"Ply.”- Stephen Covey |
_ Lisu’fniﬁg is the most important of all soft skills, instrumental to better human relationships
Meluding professional relations. The way we communicate, work, advise, co-ordinate, provide
l_mutmﬂS, etc. depends on whether we are good listeners or not. Being empathetic listening is very
"Portant ag we try to understand fully, the other person’s view or feelings and then PeSPOHfL We
::ll‘be better in every role if we have better listening skills. We can become more ef‘fecti\je in our
0::‘ ad save a lot of time if we listen carefully. Moreover, we become l?ener human bemg:s anc‘i
Of those few people in this world of social media, where people just express themselves

eth .
°f anyone listens with empathy or not.

|
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Listening helps you in learning a lot. It not only helps in gaining knowledge’ about Varigy 1
things, but also helps in leaming about your own surrounding. If you e able to listen, e, "
can understand your environment better. You become more aware and will respond based o your
awareness. When you can listen to the needs of your surroundings, you are 3Ple to a-ct accordingy,
Listen to knowledgeable people, listen to your surroundings, listen to what is unsald and listep fo

your inner voice - all these will make you a better person and a better professional.

Quick Bites : A=
* Listening helps you in learning.
* It helps you know more about your surroundings.
* You can understand your employees, employers, colleagues and everyone around you ang
can know about their needs.

¢ Listening helps you make better decisions and take better actions.

In the world of free expression, listening is something which has become rare.

m Record

Record-keeping is very important aspect to measure the progress of an individual and that of an
organization. In the working world it is useful at the time of your performance appraisal. It is a pre-
requisite for self-appraisal. Also, to see where you are heading towards in your life, you must keep
records. Recording helps in reflecting, measuring, assessing and creating new goals. It shows
yourself at different milestones of your life. There are so many small and big things in life where
record keeping helps like tracking your expenses and budget, tracking your professional progress,
assessing yourself in terms of self-development, remembering from what you learnt, etc. Thus

recording is very important but not everyone is able to maintain records regularly. So, the key to
record keeping is being consistent.

r

Fig. 6.8.1 Recordlng

™
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Eﬂ‘l?cﬁvg Techn W
SSessment
Record what you read, learn and listen.
L
R ecord your achievements.
. -
a habit of recording you daily life, whi
Deveiop y life, which helps you ref]
1 ect upon from ti
; me to
time.
, Use record-keeping for measuring, assessing and creating your goals

'Remember

gemennber. what you read, what you learnt and what you saw. Remember, so that vo
ly. Here, the “reme-mber” word can be seen from a deeper perspective. I*:or examgle:u Cz:
promised one of your clients to get back to him with a solution and you forget to call him, It \:vo):lld
o e biggest mistake that you would do to harm your image at your workplace. “Remember” also
s to stay committed. In our daily lives, we have to take care of so many things, that we don’t
remember t0 do what we are supposed to do. A person walks one step ahead everyday towards his
goal, only if he remembers it all the time. We are all lost into our small daily activities, that we
don’t remember that there are things which are of more priority. In fact, if you have set your
priorities well, you will not forget them. A person who remembers is always needed by others. If
you are a person who can remember the interests and concerns of others, you will be remembered
by everyone around you, be it your home or office. So, remember to remember.

Quick Bites :
¢ Leam a lot and remember it so that you can put it into practice.

» Remember your commitments.
» Remember your dreams and goals all the time.
» Remember things about others. It is a good people skill.

* You remember about a thing, because that is a priority for you.

Asses

: Assessment is very important to see the progress. We must assess
that we do and find out whether we are heading in the right directio y=
Gone with the goal as reference. Assessment provides insights on whether whatever we are doing is

“Iect, in the right direction and intensity. Self- assessment helps in finding out where have we

ached, whether what we did worked out for us, how much we have changed and how much will

1t '2ke to reach our goal. Tt needs to be done continuously with the process of change that youlare

ing to bring about. Self- assessment gives motivation 00. When we look 'back and ar;a ﬁ:
We have become now, we feel motivated to do even more. It is also required o chan,,:el X

U of oy action if some,thing doesn’t work out for us. Sometimes, asses‘sme.nt of self l:il;:\fe; )

o self-esteem if it doesn’t confirm with your self-concept, but looking from
T

M _ An un thrust for knowledge
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perspective, it helps you to find out what should be done to change from what already js 1, Ofhey

words, we can say assessing is like measuring our progress and we can do fine tuning wit g, he

of assessment.

Fig. 6.10.1 Assessment

Quick Bites :
e Assessment is a way of checking whether the goals are met or not.

e It is a strong tool of motivation as it conforms with our self-concept.

e Self-assessment sometimes turns out to be a self-esteem destroyer if your self-concept is
completely different from the results of your self-assessment, but if taken positively, it can
be used as a strong tool of self development. :

XE] Think

“Concentrate all your thoughts upon the work in hand. The Sun’s rays do not burn until
brought to a focus.”- Alexander Graham Bell.

“Thinking” in itself has many perspectives. We have heard many things like, “Don’t r_hmk
much” or “Thinking is waste of time, just act” and then “Think before you speak.” So, lef*
examine these different perspectives. Firstly, thinking about a thing in a sense of brooding 0ver "
or worrying is actually not helpful. It leads to overthinking which is a wastage of time and not.hifllg
productive happens out of it. Secondly, if we only keep on thinkin g and don’t do anything abotff it
then we end up with nothing. Here, “thinking” becomes a passive act without any implementai®™
hence it is useless. So, what kind of “thinking” is good? When we say, “think before you Spe Ak i
is important because it helps us analyse the situation and give objective reply. It helps us ©eP°"
rather than react. “Think” here also means to ponder on every new thought or situation W¢ come
across so that we can learn and apply something from that. Moreover, it is important to kecP our
thoughts focussed on our goal and that is what will make us successful.

/

L
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Fig. 6.11.1 Think

Quick Bites :
* Think, to understand.

Think and act. Thoughts without action are useless.

} * Think about what you learn new and try to implement, a knowledge without giving it a

proper thought and action is merely a storage of data.
Think, to develop new ideas.

Everything in this world has happened twice- first in the mind and then in reality.

' * Keep your thoughts constantly focussed on the goal rather than thinking in opposite

______d'Eecﬁ(m This is the key to reach a goal.

m Communicate

I ‘ ication is & very
o 1S discussed previously in chapter 1 we already understood tl.lat com;n::m:‘:zl':n S
i ¥ aspect of our lives, be it personal or organizatlor?al‘ life. Irlltea“v,ithmlt eyt
;::mplished without communication. Your self-development 15 incomple

A comy, . . ust communicate.
b Unication. In order to sharpen your communication skills, you m

- M
i _i_LAkli~allane < An up thrust forknowlﬂdg' .
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Mastering communication skills is a matter of practice. Not only that, commfcation also helpg in
your overall development. When you communicate on different issues with different people, yqy
come across a lot of new information. In a way, it helps in two ways - sharpen your communicatig,
skills and enhance your knowledge.

As far as self-development and growth is concerned, how you communicate with yourse|f ;g
also important. Most of the people suffer from low self-confidence because of wrong self.ty|)
What you tell yourself, or in other words, what you think about yourself has a great influence o
whether you can always remain in high spirits or not. And that will decide whether you cgy
perform to your full potential or not.

Quick Bites ;
 Communicate to express.
® Communicate to make things happen.
* Communicate your concerns,
e Communicate your ideas.
e Communicate to obtain knowledge from others.

e Communicate motivating thoughts to yourself and others.

e Communicate to practice.

Relate

When you read or experience something, but if you are not able to relate it to your own self,
then it will not remain for longer time in your mind. Also, you’ll not be able to apply any learnings
from it. So, whatever you read, learn, listen, experience must be related to yourself or your
' situation or any other thought which will help you remember throughout and you will be able to
apply that at the right time. Relating knowledge, ideas, thoughts, experiences and observations
helps in developing new ideas. It helps in critical thinking which requires a lot of seeking and
questioning. Also, when we relate different aspects, we can come up with a completely new idea,
which leads to creativity. When we relate, we look at the complete aspect and it helps us coexist
with our environment rather than living in isolation. _

Quick Bites :
Relate what you read, learn, experience or observe.

Relate your goals with the goals of your environment to coexist with it.

Relate different ideas to be able to understand the full aspect of anything rather looking
from only one perspective.

=
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g

uff you can dream it, you can do it.”- Walt Disney,

Oe
; “ jl sed) ™m n n “E.Wm n
[ < {.l p -] ’a dA. B ent

|

ms come true, Many people
every human being has unique talents
f we don’t have dreams and goals, we

qy that they don’t know what are their dreams, Actually,
they can do wonders with those talents. Sometimes, i

¢ start something that interests us and keep on doing that, There will be something for wh; h
whic

jou \tvill.Sta_“ feel;i?g proud of and b-efore you. realise it becomes your dream. To have 3 dream or a
goal in life is very important otherwise you will never know where to go.

and

B oo A G R e
e e\

Fig. 6.14.1 Dream big

T
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e —

Quick Bites :

Never be afraid to dream.
Always dream big.
Have plans and strategies to fulfill your dreams.

Stick to your plans to make your dreams come true.

S SR DN

9

10.

Write a short note on “change”.

Explain, why persistence is important for an individual or an.organization.
Why reading, listening and learning is important.

How can record-keeping help you? “

Write your own thoughts about :’thinking

Think of one thing that you want to change and try to act upon it. Keep the track of it daily and
try to achieve it. Once you are able to do write a report on how you could achieve it.

For question 1 note down the difficulties that you may face in accomplishing the goal and what
will you do to persist.

Determine to read atleast one paragraph of something other than your text books and write
what you are able to learn with continuous reading.

Start your daily journal,
Start a habit of daily planning and self-assessment.

Take an example of any- successful restaurant in your city and analyse, how it grew from a

~ small outlet to a big restaurant. By evaluating its progress, try to examine, which tools of self-

development were exercised by the owners. You may even meet. them and listen to their story
and write a report on which of the above qualities helped them grow, '

Study the life of Dr. A. P. J. Abdulkalam and relate to the topics discussed in the chapter.

Sit with your friends and talk about famous personalities like scientists, leaders, cricketers,
footballers, actors, film-makers, singers, etc. and try to identify their characteristics which

helped them become successful.

—
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'/S'Olved MOdel QueStion Paper

Effective Technical Communication
Semester - [Il (Common to All Branches)

(As per New Question Paper Pattern)

iKY

gime: 22 7"

Total Marks : 70]

jpstructions :

{ Attempt all questions.

) Make suitable assumptions wherever necessary.
3 Figures to the right indicate full marks.

ai a) Listthe Do’s and Don'ts of correct posture. (Refer section 1.4.1) 3]

b) Writea brief note on : Proxemics. (Refer section 1.4.2) [4]
c) Define communication. Explain the process of communication with diagram.
(Refer sections 1.3 and 1.3.1)

: [7]

Q2 a) Write the characteristics of a technical proposal. (Refer section 2.3.2) 3]
b) What are the advantages of writing an effective agenda ? Give tips about writing agenda.

(Refer section 2.6.1) [4]

¢) Smart mobile company wishes to launch a new mobile in the market. They have asked you
to survey about the features which are mostly preferred by youngsters in their mobiles.
You have conducted a survey of the students on the features preferred by collegians in a
mobile. Draft a report to be submitted to the production manager of the company.

(Refer section 2.2.3 (3)) [7]
OR
€) What are the objectives of a technical reports ? Write a brief note on different formats of a
technical report. (Refer sections 2.2.1 and 2.2.3) (71
3 a) What is non-verbal communication ? What is its importance ? (Refer section 3.1.3) [3]
b) Write a note on : Critical thinking. (Refer section 3.6) [4]
) Explain the qualities which the employers look for in a candidate, during a group
discussion. (Refer section 3.2.2) A g vl
OR
a) Explain briefly the different styles of negotiation. (Refer section 3.5.3) 3]
b; Write a note on : Creative thinking. (Refer section 3.6) Bl
c

Your friend is going to appear in a job interview for the first time. Give tips to Mo;:i‘
successful in the interview. (Refer section 3.4) .

Scanned by CamScanner



Scanned by CamScanner




