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BASICS OF COMMUNICATION - COURSE CONTENT

Communication is the act of exchanging information, ideas, or thoughts between two or more
individuals. Effective communication is vital in every aspect of life, whether personal or
professional. It helps build strong relationships, resolve conflicts, and achieve goals
efficiently. In this section, we will learn the definition of communication, the importance of
effective communication, and the types of communication. There are four types of
communication: verbal, nonverbal, written, and visual. Verbal communication includes
speaking and listening, nonverbal communication refers to body language, gestures, and
facial expressions, written communication involves writing messages, and visual
communication includes graphics, images, and videos. Communication barriers are obstacles
that hinder effective communication. These barriers can be linguistic, psychological, or
physical. Examples of communication barriers include language barriers, cultural
differences, distractions, and noise.

According to a study by the Society for Human Resource Management, communication
barriers can lead to misunderstandings, conflicts, and decreased productivity in the
workplace. To overcome communication barriers, we need to be aware of them and
implement strategies such as active listening, clarity in messaging, and cultural sensitivity.
According to a study by the University of Pittsburgh, communication is one of the top skills
employers seek in their employees. Effective communication can lead to better job
performance and career success. For instance, in a sales job, good communication skills can
help close deals more effectively.

There are four types of communication: verbal, nonverbal, written, and visual.

Communication Barriers: Communication barriers are obstacles that hinder effective
communication. These barriers can be linguistic, psychological, or physical. Examples of
communication barriers include language barriers, cultural differences, distractions, and
noise. According to a study by the Society for Human Resource Management, communication
barriers can lead to misunderstandings, conflicts, and decreased productivity in the
workplace. To overcome communication barriers, we need to be aware of them and
implement strategies such as active listening, clarity in messaging, and cultural sensitivity.

Active Listening: Active listening is the process of fully engaging in a conversation and
understanding the message being conveyed. This involves giving undivided attention to the
speaker and responding appropriately. Active listening helps build trust and fosters a
positive environment for communication. Research conducted by Harvard Business Review
found that active listening can improve customer satisfaction and employee engagement.
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Techniques for active listening include paraphrasing, asking open-ended questions, and
providing feedback.

Communication Barriers: Communication barriers are obstacles that hinder the effective
transmission of messages between people. Some common communication barriers include
language differences, cultural differences, physical barriers, emotional barriers, and
distractions. To overcome these barriers, it is essential to develop effective communication
strategies such as active listening, using appropriate language, acknowledging emotions, and
maintaining eye contact.

Active Listening: Active listening is a crucial communication skill that involves paying
attention to what the other person is saying without interrupting or judging them. It helps
to build trust, improve relationships, and avoid misunderstandings. Active listening
techniques include paraphrasing, summarizing, asking open-ended questions, and clarifying
doubts.

Nonverbal Communication: Nonverbal communication refers to the use of body language,
facial expressions, and gestures to convey a message. It is an essential component of
communication, and it can help to enhance the effectiveness of verbal communication.
Nonverbal cues can indicate a person's emotions, intentions, and attitudes, and they can also
influence the interpretation of the message. Examples of nonverbal communication include
eye contact, facial expressions, tone of voice, and posture.

Delivering Bad News: Delivering bad news is a challenging task that requires sensitivity,
empathy, and effective communication skills. When delivering bad news, it is important to
prepare beforehand, choose the appropriate time and place, and deliver the message clearly
and concisely. Effective communication strategies include using appropriate language,
acknowledging emotions, and offering solutions or support.

Handling Difficult Conversations: Difficult conversations are those that involve sensitive or
challenging topics, such as conflicts, criticism, or feedback. Handling these conversations
requires effective communication skills, such as active listening, empathy, and problem-
solving. Strategies for handling difficult conversations include staying calm, being assertive,
acknowledging emotions, and finding common ground.

1. INTRODUCTION TO EFFECTIVE COMMUNICATION

Effective communication is a vital skill that can lead to success in both personal and
professional life. In this course, we will explore various topics related to effective
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communication and provide real-life examples, facts, and research to enhance your
understanding.

e Definition of communication: Communication is the process of exchanging
information, ideas, and thoughts between individuals or groups.

o Importance of effective communication: Effective communication is essential for
building strong relationships, managing conflicts, and achieving goals.

o Types of communication: Verbal, nonverbal, written, and visual communication are
different types of communication that people use in their daily lives.

REAL-LIFE EXAMPLE: A MANAGER NEEDS TO COMMUNICATE NEW POLICIES TO
THEIR TEAM.

FACT: GOOD COMMUNICATION CAN IMPROVE EMPLOYEE ENGAGEMENT AND
JOB SATISFACTION.

RESEARCH: A STUDY BY GALLUP FOUND THAT ENGAGED EMPLOYEES WHO FEEL
THEIR OPINIONS ARE HEARD ARE MORE LIKELY TO STAY WITH THEIR
COMPANY.

2. COMMUNICATION BARRIERS

« Definition of communication barriers: Communication barriers refer to obstacles that
hinder the effective exchange of information between individuals or groups.

¢ Common communication barriers: Some common barriers to effective
communication include language barriers, physical barriers, emotional barriers, and
cultural barriers.

o Strategies to overcome communication barriers: Effective communication can be
achieved by using strategies such as active listening, asking questions, paraphrasing,
and empathizing.

REAL-LIFE EXAMPLE: A COWORKER HAS A STRONG ACCENT, MAKING IT
DIFFICULT TO UNDERSTAND THEM.

FACT: COMMUNICATION BARRIERS CAN LEAD TO MISUNDERSTANDINGS AND
CONFLICTS.
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RESEARCH: A STUDY BY THE ECONOMIST INTELLIGENCE UNIT FOUND THAT
POOR COMMUNICATION CAN COST COMPANIES UP TO $62.4 MILLION
ANNUALLY.

. ACTIVE LISTENING

Definition of active listening: Active listening is the process of giving full attention to
the speaker and demonstrating that you are engaged in the conversation.

Importance of active listening: Active listening is crucial for building trust, showing
empathy, and avoiding misunderstandings.

Techniques for active listening: Techniques for active listening include maintaining
eye contact, nodding, summarizing, and reflecting on the speaker's words.

REAL-LIFE EXAMPLE: A FRIEND IS UPSET AND NEEDS SOMEONE TO LISTEN TO
THEM.

FACT: ACTIVE LISTENING INVOLVES PAYING ATTENTION AND RESPONDING
APPROPRIATELY TO THE SPEAKER.

RESEARCH: A STUDY BY THE INTERNATIONAL JOURNAL OF LISTENING FOUND
THAT ACTIVE LISTENING CAN IMPROVE COMMUNICATION SKILLS AND LEAD TO
BETTER RELATIONSHIPS.

. NONVERBAL COMMUNICATION

Definition of nonverbal communication: Nonverbal communication refers to the
exchange of information through facial expressions, body language, and tone of voice.

Types of nonverbal communication: Facial expressions, gestures, posture, and tone
of voice are different types of nonverbal communication.

Importance of nonverbal communication: Nonverbal communication can help convey
emotions, attitudes, and intentions, which can be useful in building relationships.

REAL-LIFE EXAMPLE: A JOB CANDIDATE FIDGETS DURING AN INTERVIEW,
CONVEYING NERVOUSNESS.

FACT: NONVERBAL COMMUNICATION CAN CONVEY EMOTIONS AND ATTITUDES.
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RESEARCH: A STUDY BY ALBERT MEHRABIAN FOUND THAT ONLY 7% OF
COMMUNICATION IS CONVEYED THROUGH WORDS, WHILE 55% IS CONVEYED
THROUGH NONVERBAL CUES.

5. DELIVERING BAD NEWS

o Importance of delivering bad news effectively: Delivering bad news effectively can
help maintain trust, avoid misunderstandings, and show empathy.

o Strategies for delivering bad news: Strategies for delivering bad news include being
clear, concise, and direct, showing empathy, and providing solutions.

o Examples of effective and ineffective ways to deliver bad news: Effective ways to
deliver bad news include acknowledging the recipient's feelings and providing
support. Ineffective ways include being vague, ambiguous, or insensitive.

REAL-LIFE EXAMPLE: A MANAGER NEEDS TO INFORM AN EMPLOYEE THAT THEY
DID NOT GET A PROMOTION.

FACT: DELIVERING BAD NEWS EFFECTIVELY CAN HELP MAINTAIN
RELATIONSHIPS AND MINIMIZE NEGATIVE REACTIONS.

RESEARCH: A STUDY BY THE JOURNAL OF APPLIED PSYCHOLOGY FOUND THAT
EMPLOYEES WHO RECEIVED BAD NEWS IN A MORE COMPASSIONATE WAY WERE
MORE LIKELY TO REMAIN LOYAL TO THEIR COMPANY.

6. HANDLING DIFFICULT CONVERSATIONS

o Definition of difficult conversations: Difficult conversations refer to discussions that
may be uncomfortable, emotional, or challenging.

o Strategies for handling difficult conversations: Strategies for handling difficult
conversations include preparing in advance, staying calm, being empathetic, and
focusing on solutions.

« Examples of effective and ineffective ways to handle difficult conversations: Effective
ways to handle difficult conversations include acknowledging the other person's
feelings and perspectives, being open-minded, and staying respectful. Ineffective
ways include getting defensive, interrupting, or attacking the other person.

REAL-LIFE EXAMPLE: A MANAGER NEEDS TO HAVE A CONVERSATION WITH AN
EMPLOYEE ABOUT THEIR POOR PERFORMANCE.
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FACT: HANDLING DIFFICULT CONVERSATIONS REQUIRES EMPATHY AND
EFFECTIVE COMMUNICATION SKILLS.

RESEARCH: A STUDY BY HARVARD BUSINESS REVIEW FOUND THAT EFFECTIVE
COMMUNICATION DURING DIFFICULT CONVERSATIONS CAN LEAD TO BETTER
OUTCOMES AND STRONGER RELATIONSHIPS.

These are just a few examples, but they demonstrate the importance of effective
communication in various contexts and how the concepts covered in this course can be
applied in real-life situations. In real-life situations, effective communication can make a
significant difference in various settings, such as personal relationships, education,
healthcare, and business. For instance, in healthcare, effective communication between
patients and healthcare providers can improve patient satisfaction, adherence to treatment,
and health outcomes. Nonverbal communication accounts for over half of the information
conveyed in a conversation, according to research by Albert Mehrabian. Studies show that
active listening can improve relationships, reduce misunderstandings, and increase
productivity. can enhance teamwork, collaboration, and customer satisfaction. In conclusion,
the basic communication course provides essential knowledge and skills to improve
communication effectiveness in various settings. By understanding communication barriers,
active listening, nonverbal communication, delivering bad news, and handling difficult
conversations, individuals can enhance their communication skills and build stronger
relationships.

EXAMPLES:

o Communication Barrier Example: Sujit is a manager who frequently assigns tasks to
his team members but does not provide clear instructions. As a result, team members
often misunderstand the task requirements, leading to delays and mistakes. In this
scenario, the communication barrier is the lack of clear instructions, and John needs
to provide more specific guidelines to overcome this barrier.

e Active Listening Example: Amrit is having a conversation with her colleague, Jack,
about a new project. Jack is speaking about his ideas for the project, and Samantha is
actively listening by maintaining eye contact, nodding, and paraphrasing Jack's
statements to ensure that she understands his point of view.

REFERENCES FROM CREDIBLE SOURCES THAT CAN BE USED TO SUPPORT THE
ABOVE CURRICULUM AND DETAILS:

|BOOKS:

1. "Crucial Conversations: Tools for Talking When Stakes Are High" by Kerry Patterson,
Joseph Grenny, Ron McMillan, and Al Switzler.
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2. "Nonviolent Communication: A Language of Life" by Marshall B. Rosenberg.
3. "How to Win Friends and Influence People" by Dale Carnegie.

4. "The Communication Book: 44 Ideas for Better Conversations Every Day" by Mikael
Krogerus and Roman Tschappeler.

|WEBSITES: I

1. Harvard Business Review - https://hbr.org/topic/communication

2. MindTools - https://www.mindtools.com/CommSkll/CommunicationSkills.htm

3. Forbes - https://www.forbes.com/communication-sKkills/

|LESSONS:

1. Coursera's "Effective Communication: Writing, Design, and Presentation" course
2. edX's "Communication Skills and Teamwork" course

3. Skillshare's "The Art of Communication: How to Improve Your Communication Skills"

course

All of the above sources provide credible information and insights on effective
communication and can be used to supplement the curriculum and details provided.
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