COMMUNICATION
“Communication is the sum of all the things one person does when he wants to create understanding in the mind of another; it involves a systematic and continuous process of telling, listening and understanding.”
The word ‘communication’ has been derived from the latin word ‘communicare’ which indicates ‘sharing’, its literal meaning is ‘giving or sharing information’. It is the sharing of information that makes the process of communication so important to us. Whether it is an informal social situation or a formal academic or professional situation. We need to share information, ideas, and knowledge with others. However, this process of sharing information is a symbolic interchange, which is both dynamic and interactive, and results in an exchange of meaning and understanding. According to Pauley and Riorden, 

“Communication is the act of transmitting an idea from one person to another. It always requires at least two people, the sender and its receiver.”
Communication is a dynamic interactive process that involves the effective transmission of facts, ideas, thoughts, feelings and values. It is not passive and does not just happen: we actively and consciously engage in communication in order to develop the information and understanding required for effective group functioning. It involves a variety of forces and activities interacting over a period of time. The word ‘process’ suggests that communication exists as a flow through a sequence or series of steps. The term ‘process’ also indicates a condition of flux and change. The relationships of people engaged in communication continuously grow and develop.
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The process of communication begins with ideation, which refers to the formation of the idea or selection of a message to be communicated. It consists of the ‘What’ of communication and is concerned with the content of the specific message to be presented. The scope of ‘ideation’ is generally determined by the sender’s knowledge, experiences, and abilities, as well as the purpose of communication and the context of the communicative situation. Encoding is the next step in communication. It is the process of changing the information into some form of logical and coded message. Selecting the right language is essential for effective encoding. Verbal messages need a common language code, which can be easily decoded by the receiver. If the receiver is not able to decode or understand the message, communication will fail.  Transmission refers to the flow of message over the chosen channel. Transmission confirms the medium selected during the process of encoding and keeps the communication channel free from interference or noise so that the message reaches the receiver without any disturbance. It is one of the most basic aspects of communication because it involves choosing the proper time (when to communicate), proper place (where to communicate), and a proper way (how to communicate). Decoding is the process of converting a message into thoughts by translating the received stimuli into an interpreted meaning in order to understand the message communicated. It is important to note that it is the message that is transferred, as meaning cannot be transferred from one person to another. Decoding in written communication refers to reading and understanding a written message. On the other hand, in oral communication, decoding includes listening and understanding. Effective decoding is very important for successful communication as any misinterpretation of a message leads to communication breakdown and creates confusion and misunderstanding. Response (feedback) is the last stage in the communication process. It is the action or reaction of the receiver to the message. It helps the sender know that the message was received and understood. The feedback that goes to the sender makes it clear whether the receiver has accepted the information and filed it in his/her memory or rejected it.  

The functional importance of technical communication for an individual or an organization cannot be overemphasized. Whether you are an executive working in a multinational company, an engineer working at the shop floor level, a scientist working in a premier scientific lab, or a technical student in a professional institution, you need effective technical communication skills in order to be successful. Technical communication is the essence of organizational life and a prerequisite to effective management. The list of its multipurpose functions is very long. It not only makes professional interaction possible but also directs the flow of technical information and knowledge for the guidance of technocrats, engineers, and others in their professional activities. It stimulates scientists and researchers to act to achieve individual as well as social and organizational objectives and develops information and understanding essential for effective group functioning. Moreover, it leads to unification between the activities of individuals as a work team and helps to foster positive attitudes required for motivation, cooperation, and other important organizational processes. Finally, it ensures free exchange of information and ideas and promotes scientific temper and maintenance of professional relations. 

With the information revolution and socio-economic changes in the new millennium, the importance of effective technical communication skills has increased. The whole world has become a global market and the transfer of technology is playing a key role in economic growth and transformation. As the professional world becomes more diverse, competitive, and result-oriented, the importance of technical communication skills continues to increase. In fact, technical communication skills are crucial to professional success today because, success in communicating in the technical environment will depend not just on an effective style but on the ability to analyze, organize, and present essential information effectively.
Essential Features of Effective Communication                          
Technical communication is distinct from other types of human communication in the sense that it occurs in highly structured setting as it is intended to convey specific information to a specific audience for a specific purpose. Technical written communications are a powerful medium in all walks of life. The scientists, engineers, researchers and doctors write reports and prescriptions which are different from general writing. In general writing, the writer often indulges in bombastic style but in technical writing, he develops a clear and smooth style. Some fundamental principles of technical communication are mentioned here:
Accuracy: 
The first basic feature of technical communication is accuracy, which includes accuracy of information as well as accuracy of expression. A technical writer must assure himself of the accuracy of information before communicating. For example, If a person has to write a technical report or prepare a technical proposal, he/she should repeatedly check all the facts that need to be included in the report/presentation. Any factual error will put a question mark on the reliability of the report or proposal and thereby reduce its effectiveness. Moreover, facts have to be recorded carefully and appropriately.

Accuracy of expression demands that there should be no grammar, spelling, punctuation, or usage. One has to be careful about grammar and punctuation mistakes and should review and revise the draft thoroughly for these errors.

Precision or Brevity:
Brevity is the quality of being brief but comprehensive in expression. You must try to be brief as possible and give maximum information in minimum number of words. Nobody has the time to read or listen too long and dull discourses. Lengthy documents or speeches and presentations with unnecessary details bore readers or listeners. Precision or brevity demands an exact knowledge of the meaning of words and involves the use of simple, familiar and concrete words instead of vague, abstract, difficult and unfamiliar words. 
Example:

· The establishment of a rehabilitation centre has been accomplished by the company.

· The company has established a rehabilitation centre.

Clarity:
Clarity in communication is the quality of being unambiguous and easily understood. The writer should place the main idea at the outset. Technical communication needs to be factual and as near to the truth as possible. Clarity involves both clarity of expression as well as clarity of thought. The secret of clear expression is clear thinking. Sloppy, illogical or incomplete thinking causes lack of clarity in technical communication. Clarity can be achieved by using direct expressions, specific words and phrases and by aoiding ornamentation.

Example:

· The bucket fell into the well filled with water.

· The bucket filled with water fell into the well.

· By working hard, your goal can be achieved.

· By working hard, you can achieve your goal.

Objectivity:
In technical communication facts should be presented as they are. There should not be any bias of the writer. Personal prejudices and biases of the author should not effect technical communication. Since technical communication is more concerned with ‘what was done’, ‘what happened’ or ‘what was looked into’, that is, ‘action’ rather than ‘who did what’ that is, ‘actor’, one should use impersonal language. The element of ‘I’ should be avoided as much as possible. It has to be kept in mind that the technical writer has to write for someone else’s consumption. Technical communication always has a purpose.

Example:

· There was a tremendous increase in the sales of the company.

· There was a 50% increase in the sales of the company.

Simplicity:
Some people use fancy big words. They seem to believe that big and difficult words reflect one’s depth of understanding and command of the language. The truth is just opposite. Simplicity is an art and it is not easy to achieve. Using easy, simple and familiar words demands a better understanding for the reader or listener to understand the message transmitted. On the other hand, difficult words and phrases are barriers to effective communication.
Example:

· Ms. Kapoor’s idiosyncrasies supply adequate justifications for terminating her employment status.
· Ms. Kapoor’s peculiar ways justify firing her.

Utility:
Technical communication is always done to express facts so that they can be put to use. There is always a purpose behind technical written communication, be it the result of a scientific experiment, an audit report or a survey report. Technical communication always adds to the knowledge and welfare of the world. It can not be irrelevant.

Use of Active Voice:
In active voice, the performer of the action is more emphasized than the receiver (subject is more emphasized than the object). It helps the reader to comprehend ideas more easily.

Example

· I wrote a report
· A report is written by me.
The first sentence where the subject acts appeals to the reader more than the second sentence in which the subject is acted upon.

Logical Ordering:
All technical writing should follow a logical ordering of ideas. There should be logical sequence to the idea being developed which reaches a conclusion so that the reader is able to understand and comprehend what is being communicated.

Principles or Characteristics of Communication

An Integral Part of Organizational Process

Decisions of the managers are conveyed to the subordinates of different rank and file by the superiors. Communication control and coordinates them for proper work performance. Thus, communication is a part and parcel of organizational function and so an integral and inseparable part of the process.

Direct Supervision

It is a principle of organization which facilitates immediate feedback to know the responses or reply of the receiver of the communication. Managers are personally involved in the entire process of communication. Interaction helps the managers to listen to the subordinate’s suggestions, work related problems and helps them solving.

Two-way Communication

Communication process is not complete and effective if it is simply downward movement of messages from superiors to subordinates. But it should be a two-way traffic which implies both transmission and reception. It is the managerial function not only to convey any information but also know the reactions and responses from the receivers. Two way communication insists not only to speak, inform, issue orders and instructions but the sender should be ready to listen, accept suggestions and to solve the work-related problems.

Informal Communication

The existence of informal organization should be recognized which is a powerful media of communication. In every organization there exists good network of informal groups. It is also called “grapevine” which indicates informal means of circulating information or gossip. It is called “informal communication”, because it grows up spontaneously from personal and group interest. It does not maintain superior-subordinate relationships. Under the network of communication, different workers communicate with each other.

Listening

It is a process of receiving message in the form of symbols, interpreting, and responding to the messages received. The essence of communication is listening. Communication is not effective unless the person at the receiving end listens effectively. The principle of effective communication is listening which improves the information output. Effective listening involves more than hearing the words. It demands to look beyond the words for meaning, and sentiments which the speaker is exhibiting.

Result and Cause

Efficiency and effectiveness are the results: it is result-oriented. Sound communication is the result of efficient management but not the cause of it. Communication is only a means to an end but not an end itself. It is a tool of the management towards the end. The Competent Managers use the tool of communication towards the accomplishment of managerial goals.

Clarity

The basic principle in communication is clarity. Clarity in communication implies that messages transmitted should be capable of being understood by the recipient rather than misunderstood. Unfamiliar and superfluous words should not be used.

Internal and External

Internal communication is a process of transmitting matters to the people working inside the organization. It is giving orders, instructions, directions, suggestions, public notice. It may include upward, downward, diagonal communication. External communication is also equally important to provide link between the organization and the external world. Externally, an organization has to communicate with outside public like customers, shareholders, dealers, government departments, invertors etc.

Specific

Communication should be specific and each specified piece of message should deal with a single subject at a time. Multiplicity of subject creates a problem of confusion and misunderstanding which is dangerous and unproductive to the organization. So, when communication is issued, it must be specific in regard to information intended to be conveyed or received.

Honesty in Communication

The principle of uprightness and honesty of purpose in communication is very essential. Honest communication involves a sense of obligation to one’s self, to other people and to the absolute.

The Benefits of Communication
· A better understanding of co-worker and customer behaviour.

· Increased recognition and ability to change ineffective communication styles.

· News kills for resolving interpersonal conflicts.

· Higher performance standards established through mutual alignment of management and employees.

· Increased productivity even under adverse conditions.

· The ability to create an organizational climate of support and trust.

· The flexibility to understand co-workers from different cultures.

· Active, accurate listening habits.

· Enhanced powers of interpersonal motivation.

· A willingness to participate in group activities.

· The enthusiasm to create team spirit and company pride.

Formal communication channels and networks

Formal communication channels follow the organisational structure or hierarchy and flow in four directions: 


                                      Four directions of communication flow 

These four directions in which communication can travel are: downward; upward; lateral or horizontal; and diagonal. Downward (1) communication involves communication from higher to lower levels so that leadership can communicate goals, strategies or role expectations. Upward (2) communication flows from lower levels to higher levels of the organisation, for example, when there is a need to communicate problems, results or suggestions. 

Horizontal (3) communication occurs across the same level and involves for example, coordination of activities with peers (teams, committees), dissemination of useful information from one department to another (for example sales forecasts from the sales department to production, and problems such as a problem with product design from the production department to research and development). Horizontal communication facilitates the l inking of different areas of expertise and this may encourage innovation. Diagonal (4) channels may potentially cause conflict as they involve communication between the lower level of one department to a higher level in another. In the diagram above, this may cause friction between the employee in accounting department C and the Vice-President (VP) of Accounting as the employee has gone around his or her own superior. Nevertheless this type of communication may be useful as it may simply be information relevant to the Marketing Department and the VP Accounting does not need to be involved. 

Formal communication networks also occur within the hierarchy of the organisation and reflect how groups of employees, for example those in a department, work together. Networking or mapping the flow of communication in an organisation can be a useful device. This can identify who is communicating with whom and whether the lines of communication are effective and efficient, or whether there is potential for destructive conflict or tension arising from the communication channels (for example, inappropriate diagonal communication). 

Informal Communication

Informal communication includes instances of free unrestrained communication between people who share a casual rapport with each other. Informal communication requires two people to have a similar wavelength and hence occurs between friends and family. Informal communication does not have any rigid rules and guidelines. Informal conversations need not necessarily have boundaries of time, place or even subjects for that matter since we all know that friendly chats with our loved ones can simply go on and on.
Non-Verbal Communication
It involves those nonverbal stimuli in a communication setting that are generated by both the source [speaker] and his or her use of the environment and that have potential message value for the source or receiver [listener].   Basically it is sending and receiving messages in a variety of ways without the use of verbal codes (words).  It is both intentional and unintentional.  Most speakers / listeners are not conscious of this.   It includes — but is not limited to: 

· touch 

· glance 

· eye contact (gaze) 

· volume 

· vocal nuance 

· proximity 

· gestures 

· facial expression ? pause (silence) 

· intonation 

· dress 

· posture 

· smell 

· word choice and syntax 

· sounds (paralanguage) 

Broadly speaking, there are two basic categories of non-verbal language: nonverbal messages produced by the body; nonverbal messages produced by the broad setting (time, space, silence)
Why is non-verbal communication important? 

Basically, it is one of the key aspects of communication (and especially important in a high-context culture).  It has multiple functions: 
· Used to repeat the verbal message (e.g. point in a direction while stating directions. 

· Often used to accent a verbal message. (e.g. verbal tone indicates the actual meaning of the specific words). 

· Often complement the verbal message but also may contradict.  E.g.: a nod reinforces a positive message (among Americans); a “wink” may contradict a stated positive message. 

· Regulate interactions (non-verbal cues covey when the other person should speak or not speak). 

· May substitute for the verbal message (especially if it is blocked by noise, interruption, etc) — i.e. gestures (finger to lips to indicate need for quiet), facial expressions (i.e. a nod instead of a yes). 

Note the implications of the proverb: “Actions speak louder than words.”  In essence, this underscores the importance of non-verbal communication.  Non-verbal communication is especially significant in intercultural situations. Probably non-verbal differences account for typical difficulties in communicating.
Cultural Differences in Non-verbal Communication 

General Appearance and Dress 

All cultures are concerned for how they look and make judgements based on looks and dress.  Americans, for instance, appear almost obsessed with dress and personal attractiveness.  Consider differing cultural standards on what is attractive in dress and on what constitutes modesty. Note ways dress is used as a sign of status?
Body Movement 

We send information on attitude toward person (facing or leaning towards another), emotional statue (tapping fingers, jiggling coins), and desire to control the environment (moving towards or away from a person). More than 700,000 possible motions we can make — so impossible to categorize them all!  But just need to be aware the body movement and position is a key ingredient in sending messages. 

Posture 

Consider the following actions and note cultural differences: 

· Bowing (not done, criticized, or affected in US; shows rank in Japan) 

· Slouching (rude in most Northern European areas) 

· Hands in pocket (disrespectful in Turkey) 

· Sitting with legs crossed (offensive in Ghana, Turkey) 

· Showing soles of feet. (Offensive in Thailand, Saudi Arabia) 

· Even in US, there is a gender difference on acceptable posture? 

Gestures 

Impossible to catalog them all.  But need to recognize: 1) incredible possibility and variety and 2) that an acceptable in one’s own culture may be offensive in another.  In addition, amount of gesturing varies from culture to culture.  Some cultures are animated; other restrained.  Restrained cultures often feel animated cultures lack manners and overall restraint.  Animated cultures often feel restrained cultures lack emotion or interest. 

Even simple things like using hands to point and count differ. 

Pointing : US with index finger; Germany with little finger; Japanese with entire hand (in fact most Asians consider pointing with index finger to be rude) 

Counting:  Thumb = 1 in Germany, 5 in Japan, middle finger for 1 in Indonesia.   

Facial Expressions 

While some say that facial expressions are identical, meaning attached to them differs.  Majority opinion is that these do have similar meanings world-wide with respect to smiling, crying, or showing anger, sorrow, or disgust.  However, the intensity varies from culture to culture.  Note the following: 

· Many Asian cultures suppress facial expression as much as possible. 

· Many Mediterranean (Latino / Arabic) cultures exaggerate grief or sadness while most American men hide grief or sorrow. 

· Some see “animated” expressions as a sign of a lack of control. 

· Too much smiling is viewed in as a sign of shallowness. 

· Women smile more than men.   

Eye Contact and Gaze 

In USA, eye contact indicates: degree of attention or interest, influences attitude change or persuasion, regulates interaction, communicates emotion, defines power and status, and has a central role in managing impressions of others. 

· Western cultures — see direct eye to eye contact as positive (advise children to look a person in the eyes).  But within USA, African-Americans use more eye contact when talking and less when listening with reverse true for Anglo Americans.  This is a possible cause for some sense of unease between races in US.  A prolonged gaze is often seen as a sign of sexual interest. 

· Arabic cultures make prolonged eye-contact. — believe it shows interest and helps them understand truthfulness of the other person.  (A person who doesn’t reciprocate is seen as untrustworthy) 

· Japan, Africa, Latin American, Caribbean — avoid eye contact to show respect.   

Touch 

Question: Why do we touch, where do we touch, and what meanings do we assign when someone else touches us? 

Illustration: An African-American male goes into a convenience store recently taken over by new Korean immigrants.  He gives a $20 bill for his purchase to Mrs Cho who is cashier and waits for his change.  He is upset when his change is put down on the counter in front of him. 

What is the problem?  Traditional Korean (and many other Asian countries) don’t touch strangers., especially between members of the opposite sex.   But the African-American sees this as another example of discrimination (not touching him because he is black).
Basic answer:  Touch is culturally determined!  But each culture has a clear concept of what parts of the body one may not touch.  Basic message of touch is to affect or control  — protect, support, disapprove (i.e. hug, kiss, hit, kick). 

· USA — handshake is common (even for strangers), hugs, kisses for those of opposite gender or of family (usually) on an increasingly  more intimate basis. Note differences between African-Americans and Anglos in USA.  Most African Americans touch on greeting but are annoyed if touched on the head (good boy, good girl overtones). 

· Islamic and Hindu:  typically don’t touch with the left hand.  To do so is a social insult.  Left hand is for toilet functions.  Mannerly in India to break your bread only with your right hand (sometimes difficult for non-Indians) 

·  Islamic cultures generally don’t approve of any touching between genders (even hand shakes).  But consider such touching (including hand holding, hugs) between same-sex to be appropriate. 

· Many Asians don’t touch the head (Head houses the soul and a touch puts it in jeopardy). 

Basic patterns: Cultures (English , German, Scandinavian, Chinese, Japanese) with high emotional restraint concepts have little public touch; those which encourage emotion (Latino, Middle-East, Jewish) accept frequent touches.   

Smell 

· USA — fear of offensive natural smells (billion dollar industry to mask objectionable odors with what is perceived to be pleasant ) — again connected with “attractiveness” concept. 

· Many other cultures consider natural body odors as normal (Arabic). 

· Asian cultures (Filipino, Malay, Indonesian, Thai, Indian) stress frequent bathing — and often criticize USA of not bathing often enough!   

Paralanguage
· vocal characterizers (laugh, cry, yell, moan, whine, belch, yawn).  These send different messages in different cultures (Japan — giggling indicates embarrassment; India – belch indicates satisfaction) 

· vocal qualifiers (volume, pitch, rhythm, tempo, and tone).  Loudness indicates strength in Arabic cultures and softness indicates weakness; indicates confidence and authority to the Germans,; indicates impoliteness to the Thais; indicates loss of control to the Japanese. (Generally, one learns not to “shout” in Asia for nearly any reason!).  Gender based as well: women tend to speak higher and more softly than men. 

· vocal segregates (un-huh, shh, uh, ooh, mmmh, humm, eh, mah, lah).  Segregates indicate formality, acceptance, assent, uncertainty. 

