ENG301 Midterm Short Notes BY MUHAMMAD (MAS All Rounder)

MAS ALL
ROUNDER

FOR MORE VU DATA VISIT MY website:
https://masallrounder.blogspot.com/

ENG301 Midterm Short Notes BY
MUHAMMAD
(MAS All Rounder)

ENG301 Midterm Short Notes BY MUHAMMAD (MAS All Rounder)



https://masallrounder.blogspot.com/

ENG301 Midterm Short Notes BY MUHAMMAD (MAS All Rounder)
1

Definition of Communicati.

The word communication means the act or process of giving or exchanging of information, signals, or messages as by
talk, gestures, or writing. Technically speaking, in the act of communication, we make opinions, feelings, information, etc
known or understood by others through speech, writing or bodily movement.

Why do we communicate?
The purpose of any given communication may be: a) to
initiate some action;

Initiating Action
Initiating action may be achieved by two basic categories of communication.

1. Expressing needs and requirements

2. Persuading and motivating others to carry out the desired course of action”

b) to impart information, ideals attitudes, beliefs or feelings; and /or Imparting Information
Imparting information, ideas, attitudes, beliefs and feelings may have any number of specific purposes. a)
Creating awareness

b) Creating understanding
c) Persuading others

d) Influencing others
¢) to establish, acknowledge or maintain links or relations with other people.
Establishing relations

Establishing, acknowledging and maintaining relations with other people is a vital function of Communication

A quality for Promotion
An executive must have the ability to communicate if he wants promotion. Those who cannot communicate
effectively in either oral or written communication remain in the same positions. Developing the right attitude

“To the customer, you are the company.” Your attitude when dealing with customers, clients, and the public reflect on
the company you represent. Our attitude will reflect your country and your culture. Each message communicates the
essential quality and culture of your company and can either build goodwill of destroy it.

What People required being Skilled Communicators?
They need extensive and complex body of knowledge that includes:

Semantics (the study of word choice)

Linguistics (the study of language)

Rhetoric (the study of writing and speaking effectively)
Psychology (the study of human behavior)

Sociology (the studying of society)

Graphic Design (the ability to communicate through visuals)
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Computer Sciences(to handle word processing etc.)

Components of communication

Communication is a process of transmitting and receiving verbal and nonverbal message. Communication is considered
effective when it achieves the desired reaction or response from the receiver. Simply stated, communication is a two-
way process of exchanging ideas or information.

Cultural Diversity at Work
Today"s workplace is increasingly diverse in age, gender, and national origin.

Diversity has brought problems to organizations and has brought strengths too.

Seminars
Manager"s needs to be open minded

Language problems

FLOW OF COMMUNICATION

. An organization is a group of people associated for business, political, professional, religious, social, or other
purposes. Its activities require human beings to interact and react, that is, to communicate. They exchange information,
ideas, plans, and order needed supplies and make decisions, rules, proposals, contracts, and agreements. All these
activities require one skill that is communication. So we can say that communication is the “Lifeline” of every
organization

. An exchange of information within an organization is called internal communication. It takes place at different
levels -- downwards, upwards and horizontal

Downwards

Organizational decisions are made at top level and then flow down to the people who carry them

Upward Flow
¢ To solve problems and make intelligent decision manager need what is going on in the organization. Many executives
want comments from employees in addition to the usual periodic reports.

Horizontal Flow
* Horizontal flow takes place between peers in organizations in order to solve problems, perform job duties, prepare for
meetings, and cooperate on important projects.

Informal Internal Communication
* Every organization has an informal communication network — a grapevine — that supplements official channel. It is
important source of information. It is casual conversation of an organization. External Communication

* Communication that takes place outside the organization is called external communication. Ways of External
Communication

* Letters, pamphlets, annual reports, interviews with the news media, etc.
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Electronic Theory

* The message is transmitted as a signal through a channel, where it may be distorted by noise (such as smudged typing
or acoustical problems). As a last step, the receiver decodes the message.

The electronic theory is helpful because it introduces the ideas of senders and receivers and of possible interference. It

emphasizes one important aspect of communication: accuracy.

* Its usefulness is limited, people are not machines
* a accurate electronic communication system can be design but not a human one
* ignores money other important dimensions of the situation in which we communicate

Social Environment Theory

¢ We need to understand the rules, or the “culture,” of the environment in order to communicate: both the official rules
— such as company policies and practices — and those unwritten rules regarding to whom, how, and when, and for how
long it is appropriate for us to communicate within a certain organization.

Social environment is helpful because it adds the important dimension of the specific social situation

Rhetorical Theory

. Third set of theorists add more dimensions to our understanding of the communication process:
communication is not linear, but circular; not just sending a message to be received, but producing a response;
not static, but dynamic.

. Rhetorical theorists provide an important addition to a communication model for business
Communicators

Communication is a process of sending and receiving verbal and nonverbal messages.
The process of communication has six components: sender/encoder, message, medium, receiver/decoder, and
feedbacks.

CONTEXT

Every message, whether oral or written, begins with context. Context is a broad field that includes country, culture,
organization and external and internal stimuli. Every country, every culture and every company or organization has its
own conventions for processing and communicating information.

SENDER-ENCODER
Sender is the person who communicates the idea, information, material, etc. He acts in the capacity of speaker, writer,
or encoder.

The message he intends to send

The message he actually sends

The message the other person receives or understands.
The other person interpretation of the message

The other person response
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MESSAGE

The message may be in the form of order, opinion, advice, suggestion, instruction, question answer or material. It is
necessary and important that idea or message received be identical to the idea or message sent. It is possible only when
both communicator"s sender and receiver are skillful in communication and its language.

MEDIUM

Medium of communication includes letters report telegrams fax mailgrams cables tealeaf postal telephones charts
pictures or any other mechanical device. Medium may be a person as a postman. It may be a device as a telephone. It

may also be an organization as a post office or news agency.
RECEIVER-DECODER

The receiver is the decoder. He when receives decodes or interprets the message. Since perfect communication is not
possible, there is deviation between the idea sent and the idea received or interpreted. If the receiver is skillful in

communication then the deviation will be small.
FEEDBACK
Feedback can be an oral or a written message, an action or simply silence.

People in the world are not exactly alike. Cultures or countries are not the same. These differences, however, can cause

problems in conveying your meanings. Each person*s mind is different from others. As a result, message sender"s
meanings and the receiver"s responses are affected by many factors.

Semantic barriers

A basic principle of communication is that the symbols the sender uses to communicate messages must have the same
meaning in both the sender"s and receiver“s minds. You can never be sure that the message in your mind will be clearly
sent to your receiver. The world is full with errors, as a result of differences in semantic (meaning) understanding.

Denotation

A denotation is usually the dictionary definition of a word. Denotative meanings name objects, people or events without

indicating positive or negative qualities. Such words as car, desk, book, house, and water convey denotative meanings.
The receiver has a similar understanding of the thing in which the word is used.

Connotation

A connotation is an implication of a word or a suggestion separate from the usual definition. Some words have
connotative meanings, that is, qualitative judgments and personal reactions. The word man is denotative, father,

prophet, brother are connotative. Some words have positive connotations in some contexts and negative meanings in
others. For example, slim girl and slim chances.

Physical Barriers

Communication does not consist of words alone. Another set of barriers is caused by your own physical appearance,

your audience or the context of the document or the presentation. Your ideas, however good and however skillfully
imparted, are at the mercy of various potential physical barriers.
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Psychological Barriers

Because of the changing world, everyone has his own concept of reality. Our sensory perceptions — touch, sight, hearing,
smell and taste are limited and each person*s mental filter is unique. In our daily interaction with others, we make
various abstractions, inferences and evaluations of the world around us.

Emotional Barriers
One possible psychological block is emotional, you may be emotionally block is you are announcing a new policy you
may become popular or unpopular

Abstracting
Selecting some details and omitting others is a process called abstracting.

Differences in abstracting take place not only when persons describe events but also when they describe people and
objects Inferring

Conclusions made by reasoning from evidence are called inferences. We make assumptions and draw conclusions even
though we are not able to immediately verify the evidence. Some inferences are both necessary and desirable; others
are risky, even dangerous.

Barriers Involving Values, Attitudes
Occasionally people react according to their attitudes toward a situation rather than to the facts Other
factors effecting attitudes, opinions and responses

Environmental stresses
Personal problems

Sensitivity

Nonverbal communication consists of that part of a message that is not encoded in words. The nonverbal part of the
message tends to be less conscious and often reveals the sender"s feelings and preferences more spontaneously and
honestly than the verbal part. If the verbal message does not match the nonverbal communication, people tend to
believe the nonverbal message.

Four types of nonverbal messages

Personal Nonverbal communication involves kinds of nonverbal behavior that are unique to a person. The meaning is
also unique to the person sending the message.

Cultural nonverbal communication, by contrast, is characteristics of, or common to, a group of people.

Universal nonverbal communication is behavior that is common to humankind.

Unrelated nonverbal communication, such as a sneeze, is unrelated to the verbal message.

Analyzing Nonverbal Communication
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Seven different aspects

¢ Theoretical writings and research classify nonverbal communication into seven main areas:

1. Body movement, or kinesics behavior, includes movement of the hands, head, feet and legs, posture, eye
movements and facial expressions — all these affect the message.
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2. Physical characteristics such as body shape, general attractiveness, body and breathe odors, weight, hair and
skin color are important parts of nonverbal communication.

3. Paralanguage is that part of language associated with but not involving the word system. It consists of the
voice qualities and vocalizations that affect how something is said rather than what is said. The tones of voice, rate of
speaking and voice inflection are an important part of the total message

4. Proximity means nearness, in terms of physical space. How people use their personal space and that of others
communicates a message. This response to spatial relationships in formal, informal and intimate setting indicates how
that person perceives and feels in that space Personal space varies according to:

* Gender

e Status

* Roles

* Culture

5. Artifacts are objects used to convey nonverbal messages about self-concept, image, mood, feeling or style. For
example, perfume, clothes, lipstick, glasses and hairpieces project the style or mood of the wearer.

6. The environment can influence the outcome of communication. For this reason, organization gives careful
consideration to office space, factory layout, the sales area and conference venues. The environment should put
people at ease and match their expectations; an unsuitable environment can produce , noise" that causes
communication barriers and interferes with the communication process.

Following are the traits of good communicators:

Perception: They are able to predict how you will receive their message. They anticipate your reaction and shape the message
accordingly. They read your response correctly and constantly adjust to correct any misunderstanding. Precision: They create
a ‘meeting of the minds’. When they finish expressing themselves, they share the same mental picture.

Credibility: They are believable. They have faith in the substance of their message. You trust their information and their
intentions.

Control: They shape your response. Depending on their purpose, they can make you laugh or cry, calm down, change your
mind or take action.

Congeniality: They maintain friendly, pleasure relations with you

Feedback
Make feedback more useful by:

* Planning how and when to accept it.
® Being receptive to your audience’s responses.
* Encouraging frankness.

* Using it to improve communication.

To communicate easily and effectively with your readers, you should apply the following Seven ‘C’
principles:

1. Clarity

2. Conciseness

3. Consideration

4. Concreteness

5. Correctness
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6. Courtesy
7. Completeness Clarity

J Clarity means getting your message across so that the receiver will understand what you are trying to
convey. Choose precise, concrete and familiar words.

Construct effective sentences and paragraphs.
L At the core of clarity is the sentence. A sentence moves thought clearly within a paragraph. Important
characteristics are as follows:

* Length ¢ Unity « Coherence

* Vague: Being the chief executive, we can expect help from you.

* Clear: Being the chief executive, you can surely help us.

* Emphasis

¢ Little Emphasis: The order was received and the manager started preparing for it.
* Better Emphasis: As the letter was received, the manager started preparing for it.

Correctness
The correctness principle is more than proper grammar, punctuation and spelling. Though mistakes are never
intentional, they spoil our image. Errors in the messages fall in the following categories:

Mistakes in names, figures, facts, and words
Mistakes in punctuation and capitalization

Mistakes in the level of Language

There are two types of writings:
In formal writing, our style is un conversational

In informal writing, we use words that are short, familiar and conversational.

¢ A formal style is characterized by more complex sentences.
* An informal style is characterized by Short words and sentences (Thanks a lot for your letter).
* Contraction & Abbreviations (I haven"t, there"s) simple words.

Conciseness
Eliminate wordy expressions

* To avoid wordy expressions, use single words whenever possible. Here are some examples of how word economy
saves the reader"s time and effort.
Avoid unnecessary repetition.

* Avoid repetition by using pronouns, short names or acronyms, etc
* Stick to the purpose of the message.
* Writing concisely means using only necessary, meaningful words.
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Courtesy

Courtesy does not mean the use of old-fashioned expressions such as ,your kind enquiry", ,thank you™ and , please".
Rather, it is politeness that grows out of respect and concern for others. Courtesy is a quality that enables a request to
be refused without killing all hope of future business. Courtesy also means replying promptly to all letters. If you feel

your correspondent™s comments are unfair, try to answer tactfully. In short, the whole letter should have a courteous
tone. It is not what you say, it is how you say it.

The following are suggestions for producing a courteous tone:

* Be ssincerely tactful, thoughtful, and appreciative
* Use expressions that show respect

Choose nondiscriminatory expressions

Courtesy also requires use of nondiscriminatory expressions that refer to any particular, gender, race, ethnic and
Origin, etc.

Consideration

Consideration means writing every letter with your reader in mind. It also means acting on the ,you attitude". When
we put ourselves in our reader"s place, we are considerate. We can understand our reader"s desires, problems,
circumstances and emotions. This thoughtful consideration is exactly ,,you attitude". Three specific ways to indicate
consideration are:

*  Focuson ,you"instead of ,I* and ,we"
* Show audience benefits or interest
* Empbhasize positive, pleasant facts
oo
Completeness

A business message is complete when it contains all facts that the reader or listener needs for the reaction you
desire. Senders and receivers are influenced by their background, viewpoint, needs, experience, attitude, status and

emotions. Because of their difference, the receiver needs to be sure that he has included all relevant information.
Completeness is closely related to clarity.

A complete message brings desired result. It does a better job of building goodwill. It helps remove costly

lawsuits that may result if important information is missing. Moreover, the communication that seems unimportant can
be surprisingly important if the information is complete and effective.

For completeness, keep the following guideline in mind:

*  Provide all necessary information
* Answer all questions asked
*  Give something extra when desirable

Concreteness

Concreteness means that a message is specific, definite and vivid. If a message lacks these qualities, it will be vague and

general. To achieve concreteness, denotative words will be used instead of connotative words. The following guideline
should help you compose concrete, convincing message.

*  Use specific facts and figures
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*  Put active verbs in the sentences

Globalization means that for a Company to survive, it must establish markets not only in it own country but also in
money foreign countries.

Thus employees must understand other cultures as well as their own country®s ethnic diversity.

1. Background to intercultural communication 2. National cultural variables 3. Individual variables

There are different styles in fashion and it is difficult to say which one is the best. Nowadays firms use the
following typestyles and formats: 1. The Block-form / Modified — Block

2. Full-Block
3. The Semi-Block
4. AMS (Administrative Management Society)

1. The Block-form / Modified — Block

ENG301 Midterm Short Notes BY PIN2 and MUHAMMAD (MAS All Rounder)




ENG301 Midterm Short Notes BY MUHAMMAD (MAS All Rounder)

This form is named so because inside address, salutation and paragraphs are blocked not indented in
this form. If plain paper is being used, heading, date, complimentary close and signature are
typewritten at the horizontal centre of the page. Place so that they end near the right hand margin.

Double spaces between two parts are given while single space is used within the paragraph. In
Pakistan, closed punctuation is used. This form is a time saver as no part is indented in it.

2. Full Block
This format is considered to be the most modern. All essential parts in this form are started from the

left-hand margin. Open punctuation should be used in this form. This form saves time more than any
other form.

3. The Semi-Block

This form is much used in Pakistan. Heading, date, complimentary close and signature sections begin at
the horizontal of the page or are placed so that they end near the right-hand margin. First line of each

paragraph is indented five to seven spaces. Only closed form of punctuation is used in this form. This
letter style is attractive on the page.

4. AMS (Administrative Management Society)

It has been in use since 1950, AMS is simple style. It uses full-block form and open punctuation. No
salutation or complimentary close is used. Reader"s name is used in the first and last sentences.
Subject and writer®s name are typed in capitals. Punctuation Styles

1. Close Punctuation
Parts of heading, date, inside address, salutation and complimentary close are punctuated.

2. Standard Punctuation

No line of heading or inside address is punctuated. After salutation and complimentary close a comma
is placed.

3. Open Punctuation
It requires no punctuation even after the salutation and the complimentary close.
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1. Write a note on beginnings & endings in a letter.
Ans:

When you begin your message make whether your reader will respond favorably or unfavorably to
the message. Keep main idea or good-news in the beginning. The openmg must be impressive In a
way that it captures the attention of the reader. So always choose appropriate openings that suit
the purpose of your message.

An effective ending will motivate the reader to act as requested. If no direct request is required, leave
the reader with some expression of regard, assurance, appreciation or willingness to help.y Always
remember that closings should be strong, clear and polite. They should leave a sense of closure and
goodwill with the receiver.

2. Explain the term artifacts.

These are objects used to convey nonverbal messages about self-concept, Image, mood, feeling or
style. E.g. Lipstick, clothes, perfumes, glasses and hair pieces refelect the style or mood of the user.

3. Make each of the following requests complete and concrete.

1. The coat you had in your window last Thursday exactly the style | would like to have. Please
send it to me on my credit card t.

2. lam interested in the portable TV you adv ti d i yesterday's newspaper. Will you
please tell me more about it? (The firm is d one TV set in the city's morning
paper and a different set in the evening ap r).

Dear Sir,

| like the coat which is in beautifyi st window last Thursday, | like that coat and want to make my
dress. | will pay thea  trough credit card.

2.
| have seen the advertiseme yes ay in daily XYZ about the portable TV

| want to know further d s technical specification, once it will meet my requirement | will
definitely will not wa e away that portable T. V

4. What is the ole time, space and silence in effective communication?

Time
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In effe ive unication time IS very Important it reflects the habits of different cultures as well in Latin
America and the Middle East treat time more casually then do prefer prompffiess. Germans are
considered time precise. In Latin American and in t cultures you may wait an hour; just reflecting a
different concept of time; arriving late is a social accepted custom. Every nation have different
concept of time.

Perceptions of time

- Is the concept of time considered linear or circular?

- What impact will time have upon business decisions?
- Is time considered valuable or an intangible asset?

Space

Space is also very Important every nation use to keep space with varying length how do you react in
Saudi Arabia when someone's breathe intentionally brushes

How would you react hanging onto the outside of a bus in Pakistan? How do you react to the cold stare
of a German as your eyes invade the privacy of his or her yard? Some cultures consider ose who stand
close to you as intrusive, rude, pushy, and overbearing.

Silence
Silence is also used as feedback, although it is not much effective but it is gives f k to sender.

All these factors countable in effective communication.

5. What type of barriers in communication will be faced by a fore country he visited for the first
time and how he will be able to overco e

Ans:

Generally, foreigner will face two types of barriers and coun" who is visiting first time will face them.

Semantic Barriers
- Conversation
mean

Physical Barriers

Psychological barriers
Emotional barriers

Perceptual barriers
Barriers involvi v ttitudes etc
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Semantic Barrier

These are the s bo th sender uses to communicate messages both sender and receiver must have same m
the message sent otherwise receiver will translate the message in different mean

onventions of Meaning

ation is usually the dictionary definition of a word. Denotative meamngs name objects, peop
e or events without indicating positive or negative qualities. Such words as car, desk, book, house,
and water convey denotative meamngs. The receiver has a similar understanding of the thing in which
the word is used.

Connotation

A connotation is an implication of a word or a suggestion separate from the usual definition. Some
words have connotative meamngs, that is, qualitative judgments and personal reactions. The word man
is denotative, father, prophet, brother are connotative. Some words have positive connotations In some
contexts and negative meamngs in others. For example, slim girl and slim chances.

Physical Barriers

Communication does not consist of words alone. Another set of barriers IS caused by y physical
appearance, your audience, or the context of the document or the presentati ur ideas, however
good and however skillfully imparted, are at the mercy of various al physical barriers.

For Speaking

Mumbling, not enunciating, speaking too quickly, noises become of hi alr
conditioning, rmging telephones, slamming doors etc.

Psychological Barriers

Because of the changing world, everyone has his own c ofroity. Also, human beings,
sensory perceptions — touch, sight, hearing, smell, an ta ar limited, and each person's mental
filter is umque. In our daily interaction with other evaluations e various abstractions, inferences and
of the world

around us.

Emotional Barriers

One possible psychological block is 0 a, you may be emotionally block is you are announcmg a
new policy you m c e popular or unpopular

Perception of Reality

The perceptual problem t ple think differently. Selecting some details and omitting others IS a process
called ab ¢ On many occasions abstracting is necessary. However, he should be cautious about n
statements. Differences in abstracting take place not only when persons describe ve but also when they
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describe people and objects. Slanting is unfair in factual report n presenting some particular facts, you
include your own biased ideas into it, you ma g statement. Try not to let personal preferences affect
your factual reporting of inform Ion.

of Reality

Co lons made by reasoning from evidence are called inferences. We make assumptions and draw
conclusions even though we are not able to immediately verify the evidence. Some inferences are
both necessary and desirable; others are risky, even dangerous.

Necessary Inferences

It is general expectation that when we reach a foreign country, we are sure that we will be treated
politely.

When we post a letter, we infer that it will reach its destination. Conclusions we make about things we
have not observed directly can often be against our wishes.

Barriers Involving Values, Attitudes etc.

Both personality and attitude are complex cognitive process. Personality usually is thought of as the
whole person whereas attitude may make up the personality. The term attitude describes people and
explains their behavior. More precisely an attitude can be defined as a persistent tendency to feel and
behave in a particular way towards some object e.g. some people doe o like night shift, so there attitude
is negative towards his work assign.

A receiver's attitude toward a message can determine whether it is accepted or rejec effectiveness is
influenced also by the values, attitudes, and opimons of the com rs.

People react favorably when they receive agreeable message. Receivers' views will Information
affect their response. This response could be what the sender desires or J opposite. an to
Occasionally people react according to their attitudes toward a situatio rather the facts.

Closed Mind

There are people having rigid views on certain topics. They maint In elr rigid views regardless of the
circumstances. Such a closed minded person IS very fficult o communicate to.

Sender's Credibility
Other factors effecting attitudes, oplmons and res
They are following

Environmental stresses, Personal problems, nsit Each and
every factor is considerable.

6. Write a note on different pun styles.
ANSWER:

There are three types of punc
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I Closed punctuatio ' In t style the heading, date, inside address, salutations and complimentary o
unctuated.

2. Open punc this style of punctuation no punctuations are used even after salutation Imentary
close.

3. Standar P ct ation: Punctuation is used only after salutation and complimentary close.
ra e following letter body:

hip us some time, anytime during the month of October would be fine, or even if you are
rushed (November would suit us just as well, in fact a little bit better) 30 e regular Dell Computers.

Thank you in advance for sending these along in parcel post, and not in express, as express is
too expensive."
ANSWER: "Please ship parcel post, 300 Dell computers before the end of November. '

8. Point out some barriers in communication which arise due to attitude and value differences of sender
and receiver.

1. A receiver's attitude;

A receiver's attitude toward a message can determine whether it is accepted or rejected. The
effectiveness is influenced also by the values, attitudes, and opimons of the communicators.

People react favorably when they receive agreeable message. Receivers' views of the information
will affect their response. This response could be what the sender desires or just the opposite.

2. Sender's attitude;
Other factors effecting attitudes, oplmons and responses
Environmental stresses
Personal problems
Sensitivity

9. Write short notes on the following:

1- Importance of communication in your caree  eloping the right attitude

ANSWER: Importance of communication in career: T e bilityt communicate effectively is very
Important for a business management student. Silel requires more of mental work so it is important to
communicate the ideas and skills ff vely to others to reach the desired individual and organizational
goals. It is importa orking in groups. In order to perform the job effectively it is very Important to
commu at with the coworkers and the seniors this will help in accomplishing the job.

Developing the right attitude: Attitu 1  rsistent tendency to feel and behave in a particular way toward
some object. Attitude people and their behavior. Receiver's attitude towards a message determines
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whether i ccepted or rejected. People react favorably when they receive agreeable
message. 1 view of information affects the response. People react according to their attitude
t ar a situation rather than to the facts. So developing the right attitude is very Importa people
develop their attitudes from experience too so to develop right attitudes there tb eat association
between individuals

10.Wh''s e nt by Globalization? The implications of globalization on organizational re profound and
direct. Comment on this statement.

oh)alization and its implications on Organizational Behavior: Globalization is a t s used to

describe the changing world order in which various aspects of a nation that the economic, social,
political, cultural and environmental factors are viewed as being part of a global community and not
restricted in their scope. But according to an organization Globalization means that for a company to
survive it must establish markets not only in its own country but also in many other countries of the
world.

Implications of globalization: There are various implications of globalization on organizational
behavior like

@ New organizational structures
@ Different forms of commumcaffons

@ Need more sensitivity to cultural differences

@ More competition
Now a day's globalization is very much important for survival. Organizations expand globally to gam
access to resources as inputs and to sell their products as outputs. Compames seek the expertise found
in other countries. Competition is of greater extent in global environment.

Compames compete with foreign competitors. The world is viewed as a single market. Ther xist a

diverse workforce and the challenge of managing it increases as organizations expand t operations

internationally. People from different countries have difficulties in non verb communication due to
differences in their cultures.

So globalization is no doubt an important need now but due to this organ have to face many
challenges.

11. Which points should be kept in mind while writing get-well wishesa  pathy letters?
Be optimistic when you write to someone who is ill. Mention o at the beginmng of the letter
how sorry you are that the person is ill. From then on I b8t a return to normal life, as the writer of
the following letter did:

12. Redraft the message for clarity

The identification and classification of the various hist typxof lymphomas are vital steps toward the
introduction of new therapies and the redu ti of mortality.

13. What is buffer?
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If you have bad news, begin your mess buffer. A buffer is a statement that helps you bring your reader
in a positive fr of md, and the message becomes readable for the reader. But

"Buffer" should be neutral in to ou should also avoid misleading the reader into thinking that

the Message IS good.

14. Individual cu riables are very important to understand intercultural communica
di uss with three individual cultural variables.
Individual I ariables

He or she 1 a umque lifestyle of personal habits and ethnic diversity. Thus, within each
culture, o the o an more personal level, are differences In verbal and nonverbal cues expressed through
va l

Concepts of time, individual speech, food, acceptable dress, managers at home and at
work, decision-making patterns, and other nonverbal variations.

Time (Chromatics)

Persons in Latin America and the Middle East treat time more casually then do Americans, prefer
promptness. Germans are time-precise. In Latin America and in Buddhist cultures you may wait an
hour; just reflecting a different concept of time; arriving late is a social accepted custom.

Individual Cultural Variables
Even when referring to seasons of a year, countries differ.

It should not take you long to recogmze which is the time conscious culture and ch is the one less
concerned with preclslon in time. Knowmg cultural perceptions of ti s you understand why some
responses are slow — by your standards.

Perceptions of time

a. Is the concept of time considered linear or circular?
b. What impact will time have upon business decisions?
c. Is time considered valuable or an intangible asset?

Space (Proxemics)

How close may strangers stand to you?
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How do you react in Saudi Arabia when someone's r i tentionally brushes you In conversation? How
do you like being literally p she into a train in Tokyo?

How would you react hanging onto the a bus in Pakistan?
How do you react to the cold stare e an as your eyes invade the privacy of his or her yard?

Some cultures con h e who stand close to you as intrusive, rude, pushy and overbearing.

Concepts of office p e ffer

Perception o e What is the average acceptable personal space between natives of the host country?

It be a good idea pnor to visiting your host country to visit vanous ethnic restaurants in you ome

Country. Then you'll have an initial idea as to the kinds of foods available: how they are served,
fixed or eaten.
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15. Explain the term culture and point out the main aspects of intercultural model.

A Concept of Culture

Culture refers to the behavioral characteristic typical of a group this definition implies that
communication, oral and nonverbal within a group also are typical of that g and are umque.

Ethnocentrism: judging other group or countries by the cultural standards r group.

Cultural generalizations applicable to an entire national ar possible. Knowmg core
characteristics of a country are basic to better intern onal ¢ mmunication.

Some National Variables Individual Cultural Variables

16. Write a note on different punctuation s

ANSWER: There are three types of punctua on

I. Closed punctuation: In sty e heading, date, inside address, salutations and complimentary
close are p

2. Open punctuati s style of punctuation no punctuations are used even after salutation
and com Ime close.

Standa c ation: Punctuation is used only after salutation and complimen 10 e.

17. Re r se the following letter body:

ship us some time, anytime during the month of October would be fine, or even
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N ber if you are rushed (November would suit us just as well, in fact a little bit better)
300 f the regular Dell Computers.

Thank you in advance for sending these along in parcel post, and not in express, as express is
too expensive."

ANSWER: "Please ship parcel post, 300 Dell computers before the end of November. '.

18. Point out some barriers in communication which arise due to attitude and v
differences of sender and receiver.

1. A receiver's attitude

A receiver's attitude toward a message can determine whether it is accepted or e d. The effectiveness
is influenced also by the values, attitudes, and opimons of the  mcators.

People react favorably when they receive agreeable message. Receivers' views of the information ¢
I affec their response. This response could be what the sender desires or just the opposite.

Sender's attitude

Other factors effecting attitudes, oplmons and responses
Environmental stresses

Personal problems

Sensitivity

19. Write short notesont I ing:

I - Importance of ¢ ation in your career 2- Developing the right attitude
ANSWER: Imp rta e of communication in career: The ability to communicate effectively is very

Importan usmess management student. Since this field requires more of mental work so ant to
communicate the ideas and skills effectively to others to reach the desire indi al and organizational
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goals. It is important while working in groups. In order to effectively it is very Important to
communicate with the coworkers and the

1 s will help in accomplishing the job.

Developing the right attitude: Attitude is a persistent tendency to feel and behave in a particular way
toward some object. Attitude describes people and their behavior. Receiver's attitude towards a
message determines whether it will be accepted or rejected. People react favorably when they receive
agreecable message. Receiver's view of information affects the
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response. People react according to their attitudes towards a situation rather than to the facts. So developing the right attitude
is very Important. Since people develop their attitudes from experience too so to develop right attitudes there must be great
association between individuals

20. What is meant by Globalization? The implications of globalization on organizational behavior are profound and
direct. Comment on this statement.

Answer: Globalization and its implications on Organizational Behavior: Glob term that is used to describe the changing
world order in which various aspects tion that

include the economic, social, political, cultural and environmental factors ar part ed as being
of a global community and not restricted in their scope. But according to organization t
Globalization means that for a company to survive it must establish ets country only in its own
but also in many other countries of the world.
Implications of globalization: There are various impli ations globalization on organizational behavior like

New organizational structures
Different forms of communications
Need more sensitivity to cultural diff ren
More competition
Now-a-days globalization is very muc rtant for survival. Organizations expand globally to gam access to resources as inputs

n o Il their products as outputs. Compames seek the expertise found in other countr etition is of greater extent in global
environment.

Compames compete with fo elgn petitors. The world is viewed as a single market. There exist a diverse workforc n h
challenge of managing it increases as organizations expand their operations inte a I . People from different countries have
difficulties in non verbal commumcation du iff ences in their cultures

So globaliza n doubt an important need now but due to this organizations have to face many chal

2. rig a note on beginnings & endings in a letter.

B nn: Ifitis good news then the beginning should start with the main idea and take some b er case of bad news. There
should be appropriate beginmng so that the reader must cont ue to read the whole letter.

Ending: It should be polite, strong and make clear the reader about message. Ending should so effective that the reader acts
as requested. Some polite words should add at the ending like regards thanking in anticipation etc.

22. What is the difference between inquiry and general request letter and which approach is used in
both the letters?

An inquiry letter is a request for the information about products or services for which we are interested to purchase or
acquire. A general letter asks the information without intention to buy or sell. A direct plan should used in both letters.

23. Write only the body of an order letter to ABC Company for the purchase of Weather vanes?
Dear Sir,

You are requested that please send us the advertised weather vanes. We need 100 weather s for our shop. We hope we
will continue our business in future.
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A cheque IS enclosed.

Sincerely yours

24. What points should we consider while discussing the Space (proxe an individual cultural variable?
Space means nearness in physical space. Personal space vanes according to re, status, role and gender.

25. Do you think composing and editing is very important fotive business message?
Yes off course it is very Important part of the letter. It is the proces f drafting the message. First we writ some ideas on the
paper and then ec eck it r errors and add or subtract ideas for clarity and completeness. Different people c os tt r with
different styles. Computer is the best way for composmg now days. I co uter it is very easy to change.

Different styles are depend on the nature of the I tte

26. What are different parts of interoffce randum? Describe briefly.
1+vffiMO TO:

At the top area we mention h ¢ are addressing, who is writing this message, date and subject of the letter. th body part where
we write the message. And at last we mention the signatory.

27. Which asp ho d be kept in mind while drafting a message?
A message is th i a that a writer want to communicate. A message should be clear, complete, co 1 an correct. While drafting a

message you should keep in mind the reader. If it is goods message should start with the main idea. In case of bad new|
is refusal there should be 1. Closing of the message should be effective and attractive. It should be polite and r.

28. xplain the following points in replies to persuasive requests.
1. Start with a Cheerful "Yes"

2. Confirm Details of the Request and Acceptance

29. Name standard parts of a business message (letter)

. Heading

. Date

. Inside address

. Salutation

. Body

. Complimentary close
. Signature

. Reference Section

03N L KW~

30. Write a short note on clarity.
Clarity

Clarity means getting your message across so that the receiver will unders hat you are trymg to convey.

Choose precise, concrete and familiar words.
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Clarity is achieved in part through a balance between precise ngua and familiar language. Put right word to convey
the meaning. Familiar wo re en conversational.

Choose, Short, Familiar, Conversational words

Avoid repetitive words. In the following redundant express10 s italicized words are unnecessary and should be omitted"
Here are some of the more popular clichés; use t m spar gly— only when you're sure they best express your intent

All things being equal
Break the ice

Business as usual
By leaps and bounds By rule of thumb

Construct effective sentences a a raphs.
At the core of clarity ence. A sentence moves thought clearly within a
paragraph. Important c aract tics are as follows:
Length Unity
co ce gue: Being the chief executive, we can expect help from you. Clear: Being the chief
executive, you can surely help us.
asls

Little Emphasis: The order was received and the manager started preparing for it.
Better Emphasis: As the letter was received, the n rted preparing for it

31. r company has received an order for three dozen spark plugs. You need to Wri e an acknowledgement letter. Write
only the body of this letter.
We are pleased to have received your order of September 15 and would like to welcome you as our new customer.
Your order (No. 62997) for three dozen spark plugs is being processed and will be ready for shipment on September 21,
it will be delivered to your workshop by our own van, and payment will be

c.0.d. (our policy for all orders under Rs. 1000).

We are sure you will appreciate this item of our auto line. Mr. Gul, your sales representative, will call on
you soon with a catalog and samples.

32. Elucidate the five planning steps involved in the process of preparing effective business messages.
Before writing a message, the following steps are necessary for effective communication.

I . Define the purpose of the message.

2. Analyze your audience — readers or listeners.

3. Choose the ideas to include.

4. Collect all the facts to back up these ideas.

5. Outline — orgamze — your message.
33. What is the difference between inquiries and general requests?
An inquiry asks for information about products or services the writer is inte In purchasing. Where as a general request
the writer seeks information without inten n to b y or sell. When you write either of these letters use the direct plan and follo
these s 10
34. What do we mean by close paragraph in the process of e e usiness messages?

An effective ending will motivate the reader to act as request If no direct request is required, leave the reader with some

expression of gard, ssurance, appreciation or willingness to help. Always remember that closing d b trong, clear and polite.
They should leave a sense of closure and goodwill with r
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I . Make your request clear and complete with F ¢ d the H.

2. Include your phone number and extension if ou ant the reader to phone you.
3. Enclose a form (card, order, blank, nnaire) and an addressed reply envelope (perhaps with postage paid) if you wan r t
furnish something.
4. Give complete instructions regardi 0 nd where if you do not include a form and envelope.
5. State your office hours and 10 tl 1 you want the reader to come to you In person. Do you have a free parking lot? Where?
35. Write a short note o u are. Groupware

Groupwar ow everal people to use software at the same time to create documents, keep tr of projects, u m sages,
and manage deadlines. Groupware enables a supervisor to manage work flo a Ividual computers instead of physically
movmg people from place to place o face-to-face meetings. base ¢ Disk — Read Only Memory (CD-ROM) has been
available for several years and is 1 g more popular. It is powerful tool for putting masses of information in a form that is ea
o digest. Some kinds of information typically found on CD-ROMs are encyclopedias, dictionaries, telephone directories,
and articles and abstracts on various subjects. A CD-ROM can store more than 100,000 pages of text. It will continue to
grow.

Teleconferencmg
It is a rapidly developing technology that will eventually change the way companies do business
Teleconferencmg IS

@ Best for informational meetings,
@ Ineffective for negotiation
@ Efficient alternative to a face-to-face meeting
@ Discourages the "secondary" conversations
Helps a participant focus on a topic but prevents participants from sharing valuable information.

36. Environmental factors can greatly affect the process of communica
Discuss.

Environmental Factors

The environment can influence the outcome of communication. F s reason, organization gives careful
consideration to office space, factory t, the sales area and conference venues. The environment should put peopl
ease and match their expectations; an unsuitable environment can produ 'noise' that causes commumcation barriers
and interferes with the commu

Certain instincts, such as desire for privacy, familiarit curity, need to be satisfied. Careful design of the workplace
can meet these eds and in so doing Improve communication, productivity and morale. al "d artificial light, colour,
temperature, tables, chairs, desks, lounges p ts, sound, artwork, magazmes, and floor and wall covermgs all hav 1 pact
on people's perception of an organization.

* In the workplace, attention to punc lity a disregard for it can make a strong nonverbal impact.

A disregard for punctuality ike a sloppy appearance, merely reflect a casual attitude. However, a deliberate decision
to p contact waiting may be a way to communicate a negative message.

While punctuality i a m r of courtesy, attitudes towards its important vary between cultures. To be kepan or a
business appomffilent on a tropical island will not have the same significanc as a delay me uropean counties where
punctuality is highly regard.

The ab IS sslon of the seven aspects of nonverbal communication provides a th o tic analysis. However, to consider
each aspect in isolation is artificial. In
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1 at is sent as a total message IS a cluster of nonverbal cues In association poken words you agree that
cultural differences provide hindrance to a company in this atmo e of globalization?

lobalization means that for a Company to survive, it must establish markets not only 1 t wn country but also in
money foreign countnes.

Thus employees must understand other cultures as well as their own country's ethnic diversity.

This chapter introduces you to three fundamental topics as a basis for communicating effectively with people from
the other countnes.

National Variables
Education

Many managers in foreign countries are not very well educated. Most Asian and Chinese managers have had a less
formal education than Amencan and European managers.

Law and Regulations

In both the developed and developing nations, various government regulations affect business communications and the sale
of products. For example advertising directed at children is restricted in the United States, Canada, and Scandinavia; also,.
Other cou t s, such as France, Mexico, and the Province of Quebec, have a restnction on the use of 1 languages in
advertisements.

In some Muslim countnes fashion magazmes are not allowed in many countnes osmeffc makeup is also prohibited.

1. Laws and regulations: degree of formality

a. To what extent are the laws of the country codified?

b. Is there uniform enforcement for the laws and regulations of the ¢ ntry?

c. Are the laws and regulations of your country accepted and enforce Economics

Availability of capital and transportation and the standard of iv er capita vary from nation to nation.

The opportunity to borrow money, the rate of inflatio change rates influence business and a country's ability to
communicate co In a usmess.

In the US free enterprise system, competitors usual se heir own pnces. In contrast, OPEC (Organization of Petroleum
Exporting Countries), as a Ca el, il prices.

Some Japanese businesses check with o rnment before initiating major production and trading changes.
Economics: Past history and proje

a. Which economic changes have within the past 5 years that will affect the future?
b. Is the government supportiv o h conomic changes occurnng?

¢. How welcome are outsid  t s in your host country?
Politics

Even concepts of de o ill vary as interpreted in Korea, the Philippines, or Great Britain. The
Sweepmg politic s In government will affect future business relations.
The event — suc as tigovernment demonstrations, arrests, assassmaffons, elections, exile, general strikla warfare,
government cnses, revolutions and riots — are Important in determim  bility of a country.

38. W ati difference between inquiries and general requests?

for information about products or services the writer is interested in purchasing. general request the writer
seeks information without intention to buy or sell. When

YO te either of these letters use the direct plan and follow these suggestions.
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39. hat is an order letter? Answer:
An order letter is a contract of selling and purchasing or services. Orders are considered one of the simplest types of
direct request. While placing an order, you need not excite your reader's interest; just state your needs clearly and
directly
40. Name some national variables mentioned in intercultural communication model.
Answer:
Following are some national variables

. Education Time
. Regulation Space
. Economics Food
. Politics Accepted Dress
. Social Norms Manners
. Language
41.  Write down the format of Semi Block Form of letter. Answer:

This form IS much used in Pakistan. Heading, date, complimentary close and signature sections begin at the horizontal of thg
page or are placed so that th ear the righthand margin. First line of each paragraph is indented five to seven spaces. O
closed form of punctuation is used in this form. This letter style is attractive on the pa
42.  Write the body of a "Thanks letter" to your customer for th ' er, in order to build

good will of the company.

Dear costumer,

As you recently placed your first order to ur company we are very thankful to you for choosing our company for your fi t
an articular order.

The expansion of our company will eted in a few weeks. We can then offer you the variety of new items In your ow ich
then also decreases your transport expenses . Hence you can enjoy all the and services and even special discounts if
remained keep in touch with

During the coming day we do our best to serve you In every way.
We hope that the ¢ Ime will be a happy and successful year for you.

Warm regards
44. Explain thr e  ti al Variables present in intercultural communication model?
ational Va intercultural communication model

Ans
Educatio

Ma ané ers in foreign countries are not very well educated. Most Asian and Chinese er have had rmal education than
Amencan and European managers.

B re drawing conclusions from date, it is necessary to consider many factors. Percent of managers recommending specific
courses as very Impotent preparation for general management.

Law and Regulations

In both the developed and developing nations, various government regulations
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affect business communications and the sale of products. For example advertising directed at children is restricted in the
United States, Canada, and Scandinavia; also, other countries, such as France, Mexico, and the Province of Quebec, have a
restnction on the use of foreign languages in advertisements.

In some Muslim countnes fashion magazmes are not allowed in many countnes, and cosmetic makeup is also prohibited.

1. Laws and regulations: degree of formality

a. To what extent are the laws of the country codified?
b. Is there uniform enforcement for the laws and regulations of the country?
. Are the laws and regulations of your country accepted and enforced?
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