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INTRAPERSONAL BARRIERS

» Wrong Assumptions

o Varied Perceptions

« Differing Backgrounds

» Wrong Inferences

« Impervious Categories

» Categorical Thinking

INTERPERSONAL BARRIERS

o Limited Vocabulary

» Incongruity of Verbal and
Nonverbal Messages

« Emotional Outburst

» Communication Selectivity

» Cultural Variations

» Poor Listening Skills

» Noise in the Channel

ORGANIZATIONAL BARRIERS

* Too Many Transfer Stations

« Fear of Superiors

* Negative Tendencies

* Use of Inappropriate Media

* Information Overload
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DEFINITION OF NOISE Ef’f
Imagine you are a junior executive who has just joined as a e
trainee in an automobile company. You go to meet your boss, E“ f:: 4
to seek permission for visiting the automobile exhibition ‘;"J!;r
being held in Delhi. While you are talking, two of your col- L""‘"'.L "
leagues also arrive to get your boss’s signature on some bills. P 4 R
You fall silent while he signs the bills. After they leave, you =
resume talking but you find that your boss has not really : g:l.'
grasped what you have said earlier. You later analyse this P A.,
situation, and realise that your colleagues’ intervention led to ;";"E‘
your boss’s lack of concentration. As the sender, you had .:t
patiently tried to express your wish. But because of ‘the noise’ :t::‘ Ly ,C x
or interruption by your colleagues, the receiver, your boss, g };E
could not decode your message fully. Hence the communi- 3’-.53
cation process failed. 1*:;“-}:
All of us have come across such situations while communi- £ 1|
cating with parents, friends, or colleagues. Just as we realise Rie 23
the importance of certain resources only when there is a S
shortage, we become aware of the importance of effective R
communication only when there is a breakdown in the pro- b X \

cess. But with conscientious efforts, we can

avoid such failures
in our communication

and make it more etfective. The &

discussion in this chapter on various types of communication

barriers will enable you to identify and understand them, This
will enable you to overcome such b

arriers and become a better
communicator.
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There are numerous such problems associated with communication. These

need to be addressed in order to ensure that no hiatus occurs in the communication
cycle. Problems usually arise because wrong assumptions are made about the

what i:

; : . - e
person to whom the message is being sent and sometimes about the message itself. For o Ay ”.[.
example, if the sender of the message is talking about a technical proposal he oy bl ol 10
would be wrong if he makes assumptions about the level of technical knowledge L J—
of the receiver. The problem can be resolved to a great extent if the sender of the aoghn
message analyses his message thoroughly and anticipates the likely response before s :
sending it. This will considerably reduce the chances of communication failure. el

If you find a communication error in your message, how should you rectify it? 1 lechp
Tr.y to solve the problem immediately in an appropriate manner. You could also U!k'!'litrrj i
think about how such errors could be avoided in future. ||

= : Aly
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: lyel
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I' I-“‘.‘,'H
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":'[‘;r ['|t'
i
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words which are more specific in their meaning. Be aware of the subtleties of the
language. After thinking through the alternatives, apply the best solution that not
only solves the problem, but also does not create any new difficulties. Hence,
instead of using the troublesome term bimonthly, you can use either twice in a month
or once in a fortnight. After successfully completing all the four steps, you come to
the last step, namely Jollowing rigorously. This means that you must implement the
best solution relentlessly. Having once come across a particular communication
barrier, you should make a conscious effort to never let it crop up again.

Let us now look in detail at the term noise before going on to consider the
different barriers to communication.

What is noise?

Any interference in the message sent and message received leads to the production
of ‘noise’. The term communication barrier, or that which inhibits or distorts the
message, is an expansion of the concept of noise. Noise here does not mean
cacophony, but a break in the communication process. If noise occurs because of
technological factors, it is a smaller problem as it can be removed by correcting
the technological faults. However, if the noise is due to human error, the parties
involved in the communication process need to take corrective measures.

A barrier acts like a sieve, allowing only a part of the message to filter through;
as a result, the desired response is not achieved. To communicate smoothly and
effectively in an organization, irrespective of your position, you need to know

how the barriers operate, why they cause misunderstandings and how to mitigate
their negative impact.

;
3
8
3
3

CLASSIFICATION OF BARRIERS

How often have you said, ‘I meant to say this and not that’? Even with the best
intentions, communication barriers crop up and our written and spoken messages
are misunderstood. If we classify these barriers according to the processes of
message formation and delivery, we get them at three levels:

« Intrapersonal

« Interpersonal

« Organizational

Intrapersonal Barriers

Individuals are unique because of their idiosyncracies. This is mainly because of
differences in experience, education, value, and personality. Each of us interpret

the same information in different ways as our thinking varies. Certain common




24 Technical Communication

i ivi ’s 1 bl.l].lt 101 @
Auses are [1»‘5!)(?[15”]'{: ﬁ-}r [hl‘_’f dan Indl‘ﬂduajs m bm
causes alc b : . s
Elll' causes “Sl('[l hCIUW tha[ lt‘ad Lo thCSC lnl’.l'apClsonal bﬂrﬂeg': -

o Wrong assumptions :
o Varied perceptions

Dillering background

Wrong inferences

Impervious categories

« Categorical thinking

Wrong Assumptions

Many barriers stem from wrong ass
example, when a doctor tells his Ppatien
take some medicine only ‘SOS’, witho
whether the patient understands the
creating a barrier in their communicati
doctor has made a wrong assumption ab
level of knowledge, Wrong assumptio
made because the sender or the receiver d
adequate knowledge about each other’s
entertains certain false notions, which are
mind. Sometimes the speaker does not
grounds, education, and experiences of d
can bf: different. A skilled communie
ssues in min_d to prevent them from bece




ot
To enhance your
W communication skills,
ng it is necessary to
b know the background

of your audience. You

the can accordingly use
n's that information to
ally construct your

o message.

Barriers to Communication 25

touched by each man was compared with various objects. This is how an individual

perceives reality.

Similarly, individuals in an organization also
ways. Let us take the case of an altercation between two individuals. If you are
close to one of them, you are likely to be biased. You may perceive your friend’s
s correct, and hence, may not be able to appreciate his opponent’s
perception. The best way to overcome this

er perspective of the issue.

perceive situations in different

arguments a
point of view. It is all a matter of
barrier is to step back and take a wid

Differing Backgrounds
a similar background. Even siblings differ in their genetic
of their education, culture, language, environ-

ment, age, sex, financial status, etc. Our background plays a significant role in
how we interpret the message. At times, something not experienced by you earlier
will be difficult to interpret or appreciate. Think of a class where the professor

talks about his rock climbing adventure. Those students who have had the experi-

ence of trekking may be able to appreciate the professor’s talk, while others who

have never been trekking may not find it interesting at all.
A computer company representative would not make much sense to a group
of doctors if in his presentation he goes into details about the hardware aspects

of the computer that he has plans to install.
To enhance your communication skills, it is necessary to know the background

of your audience. You can accordingly use that information to construct your

No two persons have
inheritance. People vary in terms

message.
Empathy or identification with another person is the solution to this barrier.

Make an effort to understand where the listener can find it difficult to comprehend the message
because of the difference between your background and that of the listener. Use language
understood by the receiver t0 avoid ambiguity and reduce multiple meanings in
your communication. The meaning of the word resides in the mind of speaker;

therefore, one ought to be cautious while using words.

e
‘While on a climb ... sunglasses save you from glare ... Jumar helps you to pull yourself ...."
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could use qualifiers such as ‘evidence suggest’, or ‘in my opinion’ to remind yourself
and the receiver that this is not yet established as fact.

Impervious Categories

In general, we react positively to information only if it is in consonance with our
own views and attitudes. Conversely, when we receive information that does not
conform to our personal views, habits and attitudes, or appears unfavourable
to us, we tend to react negatively or even dishelieve. Rejection, distortion, and
avoidance are three common, undesirable, and negative reactions to unfavourable
information.

Advances in communication and technologies are so rapid today that many
people have difficulty in quickly adapting themselves to these developments.
Instead of taking advantage of these developments that expedite the communi-
cation process, they tend to resist and criticize them. This is a result of having a
closed mind. Such people are called misoneists.

They tend to ignore variations and differences, which lead to unreliable con-
clusions. In some people, certain prejudices are so deeply embedded in the psyche
that these cannot be challenged.

Similarly, people who are very rigid in their opinions may face problems in
communicating effectively. For example, one of your fellow students may think
that only students of science are good in reasoning; another might be of the
opinion that young executives are more efficient than older ones. Such people fall
into impervious categories, because they may not be able to accept any deviation
from their points of view.

Categorical Thinking

People who feel that they *know it all’ are called pansophists. This type of thinking
exists in people who feel that they know everything about a particular subject,
and therefore refuse to accept any further information on that topic. For example,
in a General Body meeting of your organization, you are to be briefed about
the annual budget. However, you do not pay attention because you feel you have
already been briefed about it by your secretary the previous day. Later you
propose that new vehicles have to be bought. Imagine your embarrassment
when you realize that the topic was discussed and a decision had already been
taken in the General Body meeting. This type of thinking can pose a major barrier,
leading to a failure in communication. In such instances, the receivers refuse
information because of their *know-it-all’ attitude,

The clue 1o detecting this barrier in others and ourselves is the use of words
like all, always, everybody, cvervthing, every time and their opposites like none, never, nobody,
and nothing. 1f a message contains too many of these words, then there is a fair
chance of of the communication getting distorted. 1o avoid this barrier, substitute
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" Some painters to good word usage: -
1 Be positive We al have a Dassive voradulary —wards we know but never use. There are also words

we Rave Rad or have & vage ea about. Try shifting these words into the vocabukary that you are
wroar wth and use.

Dictionary and Thesaurus These are invaluabie toaks. Use a dictionary to check the meanings of
. WOSS. MARe Sure you Can use it easily and contdently. A thesaurus will give you all the aptions to a
C word SO Hhat YOu Can chaase the best ane for the cocasion.

- A wide choice Semember, English gives you several chowes of words for a single meaning. When
VOU NI AONT AR R the first word that comes 1o mind. Make an effort to think of other wonds. Use a
DRRIWUS 10 DaID VOU N YOUT Wk,

- - Who is your audience? \When soeaning or writing, always keep your audience in mind. Communication
3

13

i

=~

S 3 oy street. Use words that are in keeping with your audience's level of language skills and

: Hhair inowiaoge of the sublect.

- Social setting Do you have an informal or farmal relationship with your audience? Words that suit one
S0 SSUNQ QOUR De disastrous in andther and ruin your communication, however accurate your
ANV My be. Choose your style of speaking or writing acconding to the occasion.

- Jargon Uniess your target audience is in the know, jargon tends to put off peaple. Avoid it!

- New words Just as woras fall into disuse and vanish from the language, new words are constantly
can be ! D27Q aoad. Some words will kast and become widely used; others will fade away. While it is Interesting
© T Qut new woras, be wary of fnying o sound Tashronable’ all the time, or you will end up looking

en

NOTUOUS.

;. 8 Sentence construction Learn how words work in sentences before you can start developing your
g g vocabu@any. This will greatly benefit you, especially in writing.

ATONRE 3. Understand word structure Many words have comman ‘building blocks'—try to figure out how these
ml‘h" ‘ WO A's0 try to ungerstand how common prefixes and suffixes are used in constructing new words.
ived ® 10. Enjoy the language! English is an amazingly creative, flexible language, capable of assimilating
e Tot t vanous influences and expressing subtieties of thought. As Thomas Carlyle said. ‘Be not the slave of
! woras . Don't fet words scare you—ather, get a hold on them and enjoy using them in your speaking
R v i
idua®
b et words should be absolutely clear to the receiver: During vour speech, i’ you are
at a loss for words, your communication will be very inetlective, and vou will leave
a poor impression on the audience. On the other hand, i you have a vavied and
substantial vocabulary, you can ereate an indelible impression on vour listeners.
Do remember also that merely having a good vocabulary is of no use unless
the communicator knows how to use it. Theretore, one should make constant
effores o ncrease one’s vocabulary by regularly reading a variety of books and
listening to native speakers of the language.
Incongruity of Verbal and Non-verbal Messages
Imagine a sitwation where vour CEQ introduces the newly recruited muddle level
Al til“'r: manager to the other emplovees. In a small speech, ?w comveys the message that
“0“1;“ he s very dehighted o have the new manager appointed i his oftice. However,
AW
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you are asked to address the same employees, you are unable to put your point
u are a confident

across, as you are flushed with anger. Despite the fact that yo
public speaker, your communication failed as you were overwhelmed by your
emotions.

In most cases, a moderate level of emotional involvement intensifies com-
munication, making it more personal. However, excessive emotional involvement
can be an obstacle in communication. For example, extreme anger can create
such an emotionally charged environment that rational discussion is just not
possible. Likewise, prejudice, stereotyping, and boredom all hinder effective
communication. Positive emotions like happiness and excitement also interfere
in communication, but to a lesser extent than negative feelings.

Emotions are an integral part of our being, whether in business or personal
encounters. By sharpening self-awareness, intuition, and empathy, emotions can
help in developing an environment highly conducive to good communication.

Yet, situations often arise where people react negatively. Depending on
their nature and the situation, this negative reaction may either be classified
\\ as hostile or defensive. Hostility can be considered as a move to counter-
attack the threat, whereas defensiveness is resistance to it. Both occur in
situations where the receiver of the message perceives some kind of threat.
Both these responses have an extremely negative impact on the communi-
cation. Messages are either misinterpreted, ignored, or overreacted to by
people displaying such behaviour. Those who witmess such behaviour are
most likely to lower their opinion about the sender of such messages.

It is important to maintain one’s composure in all kinds of communi-
cations. Viewing issues from different perspectives helps develop objectivity
and rational thinking, which in turn can eliminate many of the causes of
hostility or defensiveness.

If you are confronted with such negative behaviour, it is essential that you do
not retaliate. The person displaying these emotions should be calmed down. He
should preferably be taken to a quiet place to try and sort out the problem that
caused his emotions to spin out of control.

Usually, in such exchanges, the volume of both the sender and receiver
increases, with stress more on the volume than on the message. Therefore, it is
important that the situation be checked at the outset, when the volume increases.

Communication Selectivity

If you are the receiver in a communication process, and you pay attention only to
a part of the message, you are imposing a barrier known as communication selectivity.
You do this because you are interested only in that part of the message which
may be of use to you. In such a situation, the sender is not at fault. It is the
receiver who breaks the flow of communication.
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Cultural Variations

This is one of the predominant factors in communication
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