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INTRODUCTION

In your academic environment, you encounter various situ-
ations involving speech or writing: conversation with your
friends, professors, or office staff to achieve various purposes;
seminars, group discussions, written tests, and examinations;
and laboratory or project report submissions on diverse topics.
Likewise, when you take up a profession after completing your
studies, you will have to interact with your superiors and
subordinates, conversing with them face to face or over the
telephone, and read and write e-mails, letters, reports, and
proposals.

All these activities have a common denominator— the
sharing of information. For example, when you request your
professor to explain a concept which you could not understand
very well in the class, you transmit the information to him
that you need some clarification. Now, the professor receives
this information, understands it and responds by giving an
explanation which clears your doubt. If you are satisfied with
this explanation, you thank the professor and the communi-
cation comes to an end. If you are still in doubt, you once
again request clarification, and the process continues. This
process involving the transmission and interchange of ideas,
facts, feelings, or courses of action is known as the process of
communication. You give, get, or share information with others
during this process. Whether you communicate orally or in

writing, this process essentially remains the same.




Communication can
be defined as the
exchange of
information, ideas,
and knowledge
between sender and
receiver through an
accepted code of
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THE PROCESS OF COMML

tion has its root in tl

The word communica o
ATIO L,

to share, and this sharing is of inform
information, you require two parties, the ¢

communication cannot take place. Ho
there should also be cooperation and
have a mutually accepted code of signﬁk
communication can be defined as the
ledge between sender and receiver throu
termed effective only when the recam
sender in the same perspective. Otherwis

The Communication Cycle

Consider the communication process as s

Communication environment

Message receiver Chanﬂel
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The sender encodes the message and sends it through a channel. This channel is
nothing but the language used — words, actions, signs, objects, or a combination of
these The recewer receives the message, decodes it, and acts on it. If the message
recewved is the same as the message sent, there will be a response; if not, there has
been a breakdown of communication, This may happen because of ‘noise’. The
reasons for noise procuction have been discussed in detail in the latter part of this
section.

The transmassion of the recewer's response to the sender is called feedback. Feedback is
essential as it is a barometer of effective communication. If you are sending a
message 10 somebody, your communication cycle is complete only when you get
a response from the recipient of your message. Otherwise, you need to resend the
message, Of course, even if you receive a response, it may or may not be the one
you had expected. But once you receive some response, you know that you have
communicated your message to the other party successfully. For example, you put
up a notice asking the members of your student council to attend a meeting on a
specified date, at a particular time, at the location mentioned. On the day of the
meeting, you find that some of them have come while the others have not turned
up. In this case you have obtained both the positive and negative responses to
your message. But since you have got some feedback, the communication process
1s complete. Also, it has been effective, at least from your side. Hence, to understand
whether you have communicated successfully or not, you must get feedback which
is your observation of the recipient’s response. Your communication is fully effective
only when you get the desired response from the receiver,

Communication takes place in a well-defined set-up. This is called the commun:-
catwn environment. A classroom is the communication environment when a teacher
delivers lectures to students. A teacher’s cubicle becomes the communication
environment when a student privately approaches the teacher.

Messages themselves are transferred through a medium, the channel. In oral
communication, the air or telephone wires are commonly used channels. Language
1 the ool we use through these channels to exchange information.

In brief, the essentials of effective communication are:

¢ A comumon communication environment

o Cooperauon between the sender and the receiver
o Stlecuon of an appropriate channel

o Correct encoding and decoding of the message

o Kecewpn of the desired response and leedback

Noise

When you communicate, you desire that the message received should be the same

as the message sent. But you might notice that this is not always the case.
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Noise is defined as
any unplanned
interference in the
communication
environment, which
causes hindrance in
the transmission of
the message.

Sometimes, this is due o the presence of uaire.--mi?.g
environment, which causes mnayanc i
tion or the decoding part of

ference in the communication
message. Noise distorts interpreta

P“](‘.(’SS‘ :
Noise can be classified as channel and semantic. Channel no

mechanics of the medium used lo send a message. Familiar examples
distortion due to faulty background, noise in telephone lines, or
or pitch from loudspeakers. In written communication, z[lqgﬂe
be termed as channel noise.

Whereas channel noise develops externally, semantic noise 1
resulting from errors in the message tself. It may be because of the y
of a word allowing the meaning to be interpreted differently
fht re‘ceiver‘ For example, the word ‘condescend’ may be used in .
m.m]ylmg graciousness or dignity of manner, but the receiver m:ght
negative manner, related to a (baseless) assumption of W Othca'

semantic noise are ambi grammar,
: guous sentence structur :
and incorrect punctuation e

General and Technical Communication
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day, you return home and read the newspaper- this is communication once more.

_this is also communication, this time with

Finally, you retire to bed and dream
gorized as

yoursell. Messages that are non-technical or informal in nature are cate
s pertaining to technical,

g(‘lll‘l ull I)lll])l)\i' l't)mmulll(’?lll{)ll, Wl’l(‘l’{'il‘i nl(“:Sdg{'
{ technical or business

industrial, or business matters belong to the category o

1 noise are communication. Table 1.1 shows the differences between the two categories.
1 a volume
Vriting can Table 1.1:  CHARACTERISTICS OF GENERAL AND TECHNICAL GOMMUNICATION
d internally General communication Technical communication
s meanir;g « Contains a general message » Contains a technical message
ender and « Informal in style and approach » Mostly formal
« No set pattern of communication » Follows a set pattern g
Ve manner, « Mostly oral « Both oral and written =
et 1t in a « Not always for a specific audience « Always for a specific audience : Ty
xamples of « Doesn't involve the use of technical vocabulary or graphics, etc. « Frequently involves jargon, graphics, etc.
usspellings, / ..
LANGUAGE AS A TOOL OF COMMUNICATION b
»_‘l
Language employs a Tt is a well-cstablished fact that effective communication is made possible with the ; 3
combination of words . : ; o i{aE A AT : ¢ g
B ricate help of language. You do not have to be a linguist in order to acquire good language 4
u . . - ! ; *
lailv life. In ideas in a meaningful skills. However, a basic knowledge of the theory of language will certainly help N 3
an integral way. By changing the  you to understand the intricacies of writing and speaking clearly. So let us look at oy
on through word order in a some of the basic features of language. e
. : geeiance, you can When you try to define language, the first thing that 5 ind i ; 0
toothpaste change its meaning, you try g gu ge, g g le‘i cut‘nca 19 mind is fwmﬁ. l:‘.‘?_
, persuasive B ver make 1t Language employs a combination of words to communicate ideas in a meaningful [
nunication. meaningless. way. By changing the word order in a sentence, you can change its meaning, and e
e 0 JOME even make it meaningless. . -'f.‘{
we 1oy :

How did words acquire their meanings? What, for example, is the connection

and tell the
rk place, all
boss ('&1]5 w

. end of the

between a wooden plank balanced on four legs and the word ‘table’? The answer
is that there is no obvious correlation between the symbol and its meaning, as
language is arbitrary. When language first came into being, a community of people

agreed to represent a certain object or idea by a specific sound or symbol. In the

very first words, there may have been some correlation between the symbol and Y,
the sense-—they may have been onomatopoeic. A few such words that sull persist f
in the English language are buzz, drizzle, and murmur. In fact most words evoke t-'-‘hq
certain meanings because people have agreed that the symbols (words) represent I\ 1)
specific meanings. Thus language is directy dependent on people and cannot P
exist inasolation, It arose out of the human need to communicate. Primitive man E“‘L’
communicated only with sign Language and cnes. Much later; as human beings }‘."
became more interdependent and complex, language came into being, Of L‘(}ll]‘:;t" N
though 1t s accepted that language s universal, it cannot be denied that it is also h
v
_— o
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Characteristics of Language

Let us now consider how language ()Df‘l'atefl. When }'0!1 thiﬂk
n:nnvr.ll‘ln‘ pictures come (o your '“i"-‘l- I‘o‘r msta-ncez when Ymi
oral !!n‘.\‘(‘ll(;ltinll. you recall the iludlt?ll(.‘("s cxpmssmns,. the ak
podum, and your own m‘n-':?us:wss. - i
Allof us carry such images in our minds. And these memq
shape our ideas and influence our lh()llghts and ac.tions. If you &
thing new, you alter your viewpoint, Individuahty is the sum of all
vxInI‘ric-m-vs. This is the reason people have varied viewpoints,
People use language to give shape to their experiences. Since
exact, many a time it leads (o misunderstandings, Being aware
acteristics of language can help us understand this better and com,
l,‘fﬁ‘.‘(‘li\-‘t‘l}/.

According to the jdeas putforward by eminent linguists such as Noam [ okl
and Ferdinand de Saussure, language is: '
o artificial
* restricted
e abstract
o arbitrary
* Creative
redundang
* recursiye

Language ;¢ Artificia]

Language i Created by People. It doesn’t exics :
People,

Uis createq by human as they nee it
though o thing, called - :

Let ys take the word ‘AIDg

T Use in a particular way from the
'S meanip, - there js o organic connection bctwccﬂ§
i anings o words as they need to and
(.'hunging needs, This i why we say lang
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Language is Restricted
When we think and translate our thoughts into language, some meaning is lost in
the process. No symbol or word can transmit the exact reality. That is one reason
you sometimes find yourself saying that you cannot find words to express your
feelings. This is because language is restricted. In other words, it has limitations.
Think of your alma mater. When you were in school, the building was new
and modern. You called it ‘your school’. After many years, it now looks antediluvian
and dilapidated. You still call it ‘your school’. Are not the same words being used
to describe the building in its different states? If you want to give a more specific
description, you have to supplement your words with other kinds of symbols or
perhaps more words.
To overcome this limiting quality of language, people enliven their words with
non-verbal cues to explain things better.
Language is only a sketch of the apparent and obvious. While communicating,
we must keep two things in mind:
1. We must avoid mistaking a changed reality for an unaltered one because of
unchanged language.
2. We need to use language as accurately as possible. When required, we should
corroborate it with other available alternatives, such as non-verbal cues,
graphical elements, or audio-visual recordings.

Language is Abstract

We say language is abstract because it represents generalized ideas of things or
thoughts. The idea which the word represents is different every time. For example,
‘dress’ can represent anything from a frock to a sari. Even if you are more specific
and use the word *business suit’, you are still employing an abstraction, as a business
suit can come in a variety of sizes and colours. To be abstract is to generalize, and
to generalize is to leave out many details.

Abstractness is an important feature of language. It is this that makes all
generalization possible. When we talk about a number of similar items, such as
paper clips, pins, staples, etc., we can group them through abstraction, labelling
their common features. This makes it possible to categorize, so that we need not
constantly redefine the new information we receive. As we use already existing
words, the task becomes easier. If this were not possible, we would never be able
to make sense of things we have not experienced.

How does this happen? An existing word takes many similar ideas under its
urmbrella. A "table’ can be ol different \}l.llii"- and sizes, and stll be called a table.
FEven o you have never seen a table with three legs, you can still wlently it as a

table. The happens because meamings gel associated with symbols and wsers keep expanding

l'}f!' rarige -‘}f J'HHHH.H;_"!
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oy discussed the etymology o
We have already disct y achiwd i

how many meanings 1t ha

some of them: |
t, enjoyable, or attractive

1. pleasan
2. kind; friendly
, ironic) b leasant
‘ 3. (ironic) bad or unp : e
4. (formal) involving a very small del‘.a:,lll‘.or’ ,,__.
Some of the obsolete meanings of ‘nice’ are
modest’, and ‘coy’.

Language is Arbitrary

There is no direct relationship between a word and
People speaking a particular language accept the
sounds will represent a particular thing. For examy 1%
called by any other name, but these people speaking E;

of furniture with four legs and a wooden plank usad
called “table’, :

Language hag evolved as a cultyral system of agreements
ymbols or thoughts, Learning these agreem _ 

lll(? languagc.

Y combining the sound
= et + etiquette, edutai
illlulhrr Wh(fl‘e a word of one )
o) ey, TP Ustally g yegpy e ‘opt’ from
' =M he L I ] '. ; = B
L] l"""" g o ay 13:_-3’ a WOl‘d is cmatcd
tumti('nns’ (-:u -" OMputery inundated offices, new
e ing bej '
ng. Meanij \
Were (. g canings of other w
( “Xpandeq or modified



Basics of Technical Communication 9

Look at how the meanings of the following words have changed over a period
of time.

Word Earlier meaning Current meaning
Egregious | Outstandingly good Outstandingly bad

Maverick Unbranded cattle (after owner | An outsider, admirable for unorthodox ways
who declined to brand his) (positive connotation)

Language is Repetitive

Whatever language you use, it has the capacity for redundancy or repetition.
This may either improve or impede effective communication. Look closely, for
example, at this simple sentence:

A couple of girls are nding their bicycles.

How many signals in it indicate the presence of more than one person? The
first two are the plural nouns: girls and bicycles. The third is the agreement of the _
verbs are nding. The fourth and fifth are couple and their. We can accept that in this Ay
instance repetition of information makes the meaning clear. :

On the other hand, excessive and unnecessary repetition, or redundancy, may

' lead to verbosity or wordiness without contributing to the meaning. For example,

when you say ‘All of you meet together to see me in the afternoon at 3 pm’, you
d are using an excessive number of words to no purpose. Even if you leave out ‘All
b of you’ and ‘afternoon’, no confusion would arise. When redundancy is a problem,
pe dispense with the words that are unnecessary.
B Language is Recursive
ds Recursiveness is the charactenistic of language which enables you to generate any

number of sentences using the same basic grammatical templates. It also allows

you to express any idea, thought, or feeling using the same finite vocabulary.

Recursiveness implies that there is no limit to the potential length of a sentence.
SO For example, consider the following statement:
ry. This man who is wearing a crumpled suit, which he borrowed Jfrom me to wear to his
of nterview, which was on Wednesday, which was the day it was raming . . . . i TP
1), If you use your imagination, you can see that this sentence can continue to any ‘l._-_ ¥
ng length if you keep on adding qualifying clauses for every noun. This is because ;..:fa\”
on the recursive quality of language here enables you to keep repeating the relative f: 'r::;;'
1s clause pauern, .,‘ T
ad So we can conclude that these basic characteristics of linguage make it an "“; 4
at cllectuve means of communication. However, one cannot deny that COmmuni- L.’----. .
as cation also takes place by non-verbal means, which have been il;“'ms:'tl at length } Gk .
as in Chapter 5 .
\
[

- 3%
& - hy ; . ':"t.::;! d.
ol 1.y I gl
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LEVELS OF COMMUNICATION

p]ace at various levels

Human communication takes
« extrapersonal

« intrapersonal

« interpersonal

« organizational

* IMass

Extrapersonal Communication

Communication between human beings and non-h
personal. For example, when your pet dog comes to
soon as you return home from work, it is an e ampl
communication. A parrot responding to your greeting
More than any other form, this form of commu i

coordination and understanding between the sender and
least one of them transmits information or responds in

Intrapersonal Communication

Cor o
Mplete 4 Certain ), Self.

, : A Yourself or consci
al he ll’.’l[[';l!-”.r.S ; mouvat]on, self‘-d I 3 _..‘
Onal Jeye) €lermination, and the like
Nter,
Sersonal ¢ Mmuyp;
(‘I{”““]I . 'cati
AICation ag o
g : al thyg lo
0 (um“,“_' : . Cvel refere :
T wiy . TS o the shaps : ; |
Nany peopl : I Otherp l“""ls of Commh l.r-ulg of mformauon Amon;
vy :
Nany SET18( Ty chap, w[’h( 1 how Cloge lheyumcauon’ we need to exa
I 5 3

. al‘, T arc to One S1Ca
€ Used, ap4 the feedback pmﬁil;;gthcr P
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communication i that there are fei
ty to each other, there are many
es of sender and receiver

Interpersonal communication differs from other forms of
participants involved, the interactants are n close physwal proximi
sensory channels used, and feedback 1s immediate. Also, the rol
keep alternating. This form of communication is advantageous because direct
and immediate feedback 1s possible. If a doubt occurs, it can be instantly clarified.
Note that non-verbal communication plays a major role in the interpretation of a

message in this form of communication due 10 the proximity of the people
involved.

Interpersonal communication can be formal or informal. For example, your
:nteraction with a sales clerk in a store is different from that with your friends and
family members; the interaction between the panel members and the candidate
appearing atan interview is different from the conversation between two candidates
waiting outside. Hence, depending upon the formality of the situation. inter-
personal communication takes on different styles.

Moreover, most interpersonal communication situations depend on a variety
of factors, such as the psychology of the two parties involved, the relationship be-
rween them, the situation in which the communication takes place, the surrounding

environment, and finally the cultural context.

Organizational Communication

('ommunication in an organization takes place at different hierarchical levels. It
i extremely necessary for the sustenance of any organization. Since a large number
of employees are volved in several different activities. the need to communicate
becomes greater in an organization. With a proper networking system,
communication in an o ganization is possible even without direct umt.l;l between
employees I'his kind of communication can be further divided muo:

. inu-.rnnl-upuratimml

All commumacation that occurs in condu ting work within an organization is

classified as mter ll.ll'lI]JI‘I‘\llllll.lll.
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. exwrnal-operatwnn.l e
The work-related commmunication org

the organization is called external-operation

. personal . i~ o
All communication n an organization that o

business is concerned is called personal comm
Vou will learn more about communication 1n
Flow of Communication and Communication Nei

i Tl

Mass Communication

For this kind of communication we require a mediator
These are several mass media such as Jjournals, books,
which mediate such communications. Since the messag
that is heter, o
ogencous and anonymous, the approach is

given by the chairman of 2 Jar firm \rti o
service, i S » advertisements -

e 3 M ear. .
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e N d I other wards, it ows through formal channels  the mam lines ol
onganiatonal communicaton. nernaloperatonal and externaloper ational
communicaton can be descubed as tormal Tn tact, the bulk of conumuamication
that a business needs m order o operate Tows through these channels, For example,
when a manager mstiucts a subordinate on some matter o when an employee
brangs a problem wa supernvisor's attention, the act ol communication is formal.
Sunla iy when two emplovees mteract o discuss a ustomer’s order, there s a
formal commumcation. Informaton of vavions kinds Nowmg through formal
channels, such as policy or procedural changes, orders, mstructions, conlidential
reports, ot s classified as formal communication. This tvpe ol commumcation
can fow mvarous directions — downward, upward, lateral, or diagonal - as shown

m Figure 1.2

{ Minaﬁi\i Duvctc_irl

a— »
Dractoy | 2 Loneclor ﬂ anmctor 3]
» — S
M. 13k et 3 “CUR0 Ys.) 44 _ K ;
Veaoer © Manager 2 Manager 3 Manager 1| |Manager 2| |Manager SJ LManager 1] [Manager 2] lM.lmgar 3| '6;-
bty
<« Horizontal /Lateral i Downward Upward ' ‘ﬁ{f
v 5
« .
L R P
Diagonal 3 B
» v * (3%
ol
Figure 1.2:  Frow of COMMUNICATION IN AN ORGANIZATION ot
r
e -
Downward Communication <V
Y
Dhosoroard communtcagion ows from amanager, down the chain of command. When ! “
managers inform, instruct, advise, or request thenr subordinates, the commumnm- -f{ »
cation flows in a downward pattern. Ihis is generally used o convey routme ’ *
o mation, new policies or proc cdures, to seek clarification, 1o ask for ananalysis, q -’“,""
" M . “ e "-."
e, Also, sUpenons s nd feedback about thew subordmates” acton throueh ths "
annel. Such communicaton INCPeases aw areness about the orgamezation among o
cubordinates and employees andd enables managers o evaluate the performance ::’? .
ol their subordmates Idos i ard commumcation can ke any lorm  memos, ‘ :
notices, [ace 1o face meracions, ol telephone conversations However, this should -
Lie adkequately Ladanced by an upward fow ol communication .
\ - i
> g
¥ f -
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Upward Communication

When subordinates send reports to inf
findings and recommendations, the comm
communication keeps managers aware of h
colleagues and the organization in gene
communication for making certain decisions or

concern the organization. ' !
The extent of upward communication,
too many hierarchical levels, managers are abl gﬁ:
respect, and implement participative decision- :
there will be considerable upward conunﬁﬁica
em].yloyees provide the input for managerial _d ‘
environment, where downward flow dominafes, i

D

YIW, latera] Communicat;
- icati
A mPaI‘ed to verti‘:al ( Ao X

. Pede and et
"MiCation cap e S::lae)f(inf@nd&@d

Criicy] ehia
nnelg are byp

ral Communication. ; e/ networ

of an
: organization :
In Such ¢ Sanmzation
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decentrahized, i play
communication gaps.

Diagonal or Cross-wise Communication

Dragonal or Cross-wise Communication flows in all directions and cuts across functions

and levels in an organization, For example, when a sales manager communicates

directly with the Vice President (Production), who is not only in a different division,
but also at a higher Jevel in the organization, they are engaged in diagonal com-
munication. Though this form of communication deviates from the normal chain
of command, there is no doubt that it is quick and efficient,

In some situations, ignoring vertical and horizontal channels expedites action
and prevents other employees from being used m

erely as conduits between senders
and receivers,

The increased use of e-mail also encourages cross-wise communication. Any
employee can communicate via e-mail with another employee, regardless of the

receiver’s function or status, Since there is no spee

COMMUNICATION NETWORKS

A variety of patterns emerge when communication combine

s through vertical
and horizontal channels. These patterns are termed as communication networks.

Formal Network Models

There are five common communication networks that come
tommunication in an organization as discussed below:

The chain network represents a vertical hierarchy
flow only upward or downward, We can find this ty]
authority communications with no deviations.

into play in formal

in which communication can

e of network in direct line of

Figure 1.3:  Cuys Ny IWORK

Phe Y netwark is in effect a mult-level hierarchy and 4 combanation of hori-

contal and verucal flow of tommumcanon, If we wurn the Y upsicle down, we see

wo subordinates eporung 1o one senion, with two levels of authority above the

latter Figure | 4,
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§ 4 greater role because there is a higher probability of




