Business Communication and Presentation
For ABE Diploma
Lecture 1
BC is aimed at enabling the students to improve their communication skills.

Communication skill does not mean the language skills but the approach of passing a message or receiving a message in a business environment.

Communication:
The process of Communication is the process of transferring or exchanging ideas, information or opinions by the use of oral, written or graphical media. 

The Communication Process:
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In the organization information enters and being shared by utilizing certain media or channel. So it is necessary to clarify the line and structure of communication in a business environment.

Components of communication process

· Sender

· Need for communication

· Idea/information/opinion

· Encode

· Message

· Medium

· Channel (Internal or External)
· Receiver

· Decoding

· Understanding

· Feedback

· Motivation

Organizational culture and climate for communication:
 Structure of the organization its culture and environment is a major factor behind successful communication process in the organization. There are certain types of culture we can discuss as an example;
1. Power culture (Centralized)
2. Role culture (Bureaucratic)
3. Task culture (Job oriented like; Researcher, astronauts)
4. Person culture (Participative)
Flow of communication:
1. Downward vertical flow (senior to middle)
2. Upward vertical flow (Middle to senior)
3. Horizontal flow (Line flow middle to senior)
4. Diagonal flow (Sharing staff)
Factors affect effective communication:
· Intentional
· Unintentional

· Personality and Perception

· Judgment and concealment (Individual opinion)
· Congeniality (Familiarity)
· Rumor
· Status of the person
The barriers of effective communication:

Barrier to a communication may cause by the noise or disturbance within the workplace or individual.
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E.g. Individual Irritation, misunderstanding, mistake or conflict etc may affect a communication. The main barriers can be noted as;
· Technical noise

· Physical noise

· Lack of interest

· Poor listening 

· Information overload

· Lack of understanding

· Psychological noise

· Perceptual bias

· Poor timing

Overcoming the barriers of communication:

· Defining the purpose of communication (Why communicating)
· Time and medium of communication

· Understanding the receiver

· Personal communication skill

Lecture 2

Culture and sub-culture:

A culture highly depends upon the educational background; hard work experience and the cooperation an individual seek from coworkers in the organization. Certain values of the culture affect work such as;
· Freedom

· Equality

· Security

· Opportunity

Sub cultures:

It is the behavioral pattern of a group within the organization

· Institutional
· Safe work

· Work during rest hours if require

· Professional

· Doctors Principles

· Accountants Principles

· Cops  Principles

Components of culture:

· Material culture: tools, uniform, dress code to follow on job
· Non Material culture: 

· Rituals (Celebration, Annual meetings in uniform etc)

· Taboos: (Not to call senior with name, Not to take gifts from clients)

· Jargon: (Language used by professionals like; Poets, musicians, engineers, doctors)

Communication in organization:

Some of the main assumptions underlying much of the early organizational communication research are:

· Humans act rationally. 

· Communication is primarily a mechanical process

· Organizations are mechanical things
· Organizations function as a container within which communication takes place. 

Effects of personality in communication:
· Determinants of personality
· Biological (Heredity, Brain, Physical feature)

· Cultural (How the community plant belief and accept)

· Family and social factors (Socialization and identification) 
· Situational factors (experience)

Change and communication:

Change is something which never changes. When change arises there come resistances. Communication plays a major role in change and resistance to it. Following are some resistances;
· Individual
· Economic reasons

· Obsolescence of skill

· Fear of economic loss

· Personal reasons

· Ego defensiveness

· Status Quo

· Fear of unknown

· Social reason

· Social displacement

· Peer pressure

· Organizational

· Threats to power and influence

· Organizational structure

· Resource constraints

· Sunk cost (sunk costs are costs that have already been incurred and which cannot be recovered to any significant degree
CASE:

Dear Sirs

I started learning English many years ago when I was at school. I have a friend who is interested in learning English now but he is a complete beginner and he does not believe that it is possible to learn a foreign language from the beginning without being taught in his mother tongue (he would prefer to be taught English in Russian!) I have tried to convince him that this is not the best way to learn. Do you think I am right?

Yours faithfully

Vladimir Petrovsky

St Petersburg

Lecture 3
Understanding the importance of language:
Either it is oral or written communication we use language as per our knowledge in it. In some cases subconsciously we speak some term or pronounce in a manner that we believe is the best for us.
Effective use of language:

It is necessary to take a note while conversing at work or casual mood. Improper use of language is sufficient to ruin the image of any individual.
A proper plan is require to communicate or to evaluate the receiver. While communicating it’s to be taken care that you are under stood by the receiver.

 Factors that influence language:
Age, culture, gender, race, status, education, technical knowledge and expertise, past experience.
In certain cases we need to look about the jargon we use.

For a manger or any individual who is in the system of business environment needs to take care about his/her language. Managers in the field needs to posses an influential language to make work done though others and to make their ideas utilized. 
Presentation, meetings, briefing, negotiation etc need to be clear and understood by the receiving bodies. 
Non-verbal communication and self presentation:

This is all about how we perceive ourselves and how we need others to perceive us.  (Person we are/ Person we think we are/ Person other think we are).
The perception gets affected by certain factors like, Job title, Status, Gender, Age, Language he or she uses, appearance, Accent, Gesture etc.
While others answer our nonverbal communication they do it as per their perception, attitudes, prejudice etc. 
Stereotypes:

We also stereo type communicator by any of the above said reason, for example we may say a doctor or a business man is well reputed in the society and watchman of the building is least reputed. 
Self image:
The self image that we keep in the society too is a major factor in non-verbal communication. We may try hard to keep an image that is accepted by our fellow beings.

Other factors:

· Body language: Body language is a broad term for forms of communication using body movements or gestures instead of, or in addition to, sounds, verbal language, or other forms of communication. Body language is particularly important in group communications. As the group gets larger the body language starts to dominate the spoken language. In our daily lives we encounter many forms of body language gestures, these are a few examples:

· Stress: shaking of legs 

· Lying: Face turned away, no eye contact. Also wiping hands on pants to get rid of sweat or fidgeting with hands 

· Aggression: Clenched fists, squaring of shoulders, stiffening of posture, tensing of muscles 

· Anxiety: Massaging temples, different than normal breathing rates, hunched shoulders, nervous head movements
· Facial expression: A facial expression results from one or more motions or positions of the muscles of the face. These movements convey the emotional state of the individual to observers. Facial expressions are a form of nonverbal communication.
· Eye contact: Eye contact is an event when two people look at each other's eyes at the same time. It is a form of nonverbal communication and has a large influence on social behavior. Frequency and interpretation of eye contact vary between cultures and species. Eye aversion is the avoidance of eye contact.

· Physical contact: The most used physical contact is hand shake is something that shows warmth of the relation. Followings are most used hand shakes:
· Palm vertical: Palm vertical to the ground and extending your arm forward as though you were sawing wood with a hand saw. 
· Palm down. This is the authoritative position. You are in charge or in authority. 

· Palm up. I am here to serve you. It can also indicate when first offered, submission or take charge. 

· Hand in Hand. Typically your greeter will offer a hand palm up and before shaking starts the second hand sandwiches yours. 
· The Dead Fish: This is a cold, sometimes wet, unemotional hand shake. It is the definition of apathy.

· Posture: A well balanced or erect posture is considered as an integral part of physical attractiveness. In most cultures an erect posture is considered as a mark of a well balanced and adaptable personality.

· Gesture: A gesture is a form of non-verbal communication made with a part of the body, used instead of or in combination with verbal communication. The language of gesture is rich in ways for individuals to express a variety of feelings and thoughts, from contempt and hostility to approval and affection. E.g. nodding, folded hand, rolling eye etc.
· Appearance: Variation in the physical appearance of humans is believed by anthropologists to be an important factor in the development of personality and social relations
· Clothing, including headgear and footwear;

·  Style and color of haircut

· Cosmetics, stage makeup, body paintings 

· Body modifications, such as body piercing and tattoos 

· Decorative objects (jewelry) such as a necklaces, bracelets, rings 

· medical or body shape altering devices (e.g. tooth braces, bandages, hearing aids glasses, gold teeth)

· Reading skill
We read things in different ways because we are always reading for different purposes. In general, we do not read something without first having reason to do so. We read posters because they catch our eye and awake our interest. We read newspapers for various reasons, from finding out the political situation of the day to seeing what's on TV. When reading for academic purposes we are often reading because we have to, but we are still doing it for a purpose; to prepare for an essay, to gain an insight into different authors' opinions, or to help us understand a subject. 

There are some steps which can lead us towards better reading skills, they are;
Types Different types of reading:

· Scanning - this is usually a quick search for a specific piece of information. 

· Skimming - involves looking over a text quite quickly to see what it is about. 

· Reading in depth - this involves reading a text or passage thoroughly, paying attention to detail. 

Deciding what to read
· Decide on what you are looking for from the text. 

· Look at the contents page, the preface, the introduction, and the index - do any of the chapters/pages seem relevant? 

· Skim read the first and last paragraphs of the chapters/pages you have selected. 

· Decide if these chapters/pages really are relevant to you and therefore worth reading.
Getting ready to read

· In order to get the most out of your reading you should not try to start reading something new when you are tired. 

· Another issue to consider is your reading environment. You are unlikely to be able to concentrate if you do your reading in the pub! Try to find somewhere quiet with few distractions. 

· Try to leave yourself plenty time for reading. People often underestimate the amount of time they will need to spend on it, especially when preparing for an essay or assignment. 
SQ3R Approach:

Once you have decided you are going to read a text or passage one way of going about it is the SQ3R approach. 

· Survey: look at the text to see if it is relevant to your purpose. 

· Question: decide on the questions you want answered by the text. 

· Read: without making notes, perhaps a section at a time. 

· Recall: close the text, and try to write down the answers to your questions. 

· Review: go back to the text and check what you have written against the text.
Taking notes from reading

· The purpose of taking notes from your reading is to help you remember what you read, and so you have a record for future reference. 

· Always note the reference for the text - include the author's name, the title, publisher, place and date of publication. Note the library classification number as well, if relevant. 

· Try and put your notes into your own words - don't just copy from the text. Summarize the text, and remark on your notes as you make them.
· Take relevant quotations - always be sure to put quotation marks around them. 

· Use highlighters, the margins, underlining etc. - but only if the book belongs to you.
Problems with reading:
· Try and read ahead to see if what comes next sheds any light on it. 

· See if reference is made to another publication - perhaps having a look at it may make things clearer. 

· If you are still not sure what the author is trying to say, ask your tutor or one of your peers
Continuing to improve your reading

· Experiment a little with fast and slow reading, skimming and scanning, and taking notes. See if there are ways of doing these things that you have not tried before, but feel you may like to try in future. 

Verbal Skill:
In a face to face communication or in a written communication care must be taken towards;
Pronunciation, Clarity (information sequence), Choice of language (Ok, you know repeating), Stress (Repeating same content), Tone, volume, Pace, Articulation (reading like a machine) etc.
Pronunciation and accent:

Pronunciation refers to the way a word or a language is usually spoken; the manner in which someone utters a word.  
Accent usually refers to differences of pronunciation -- deviations from the standard -- by which the speaker might be socially and/or culturally categorized (in terms of class, region, ethnicity etc). These deviations are implicitly seen as inferior. 

A word can be spoken in different ways by various individuals or groups, depending on many factors, such as:

· The area in which they grew up 

· The area in which they now live 

· Their social class 

· Their education.

Speech 
Speech refers to the transmission of language orally. Clarity of speech plays a greater role while conveying any message. A factor that directly affects a good speech is physical ability and situational activities. A simple combination of language and expression always help in proper delivery of speech. Following are some step to have clarity in speech
Practice jaw exercises to enhance clarity of speech. Use a mirror to aid you in this step. Here are three exercises to help. These also help relax the jaw, making speech a lot clearer: 

· Make wide chewing motions while humming gently. Stretch every muscle in your jaw and face. 

· Open your mouth wide, as in the previous exercise, and shut it again. Repeat 5 times. 

· Another good way to improve clarity of speech is practicing tongue twisters. 
· Another activity is to try having a conversation with you in front of the mirror.

· Don't rush when speaking. Talk deliberately, but not so slow that you are a robot. 
Language in use:

A language is a system, used for communication, comprising a set of arbitrary symbols and a set of rules (or grammar) by which the manipulation of these symbols is governed. These symbols can be combined productively to convey new information, distinguishing languages from other forms of communication.
For better communication we need to use simple phrases and common words.
Stress on words:
Word stress is not used in all languages. Some languages, Japanese or French for example, pronounce each syllable with equal emphasis. In English language communication we use word stress.

Word stress is not an optional extra that you can add to the English language if you want. It is part of the language! For example, you do not hear a word clearly; you can still understand the word because of the position of the stress.

Think again about the two words photograph and photographer. Now imagine that you are speaking to somebody by telephone over a very bad line. You cannot hear clearly. In fact, you hear only the first two syllables of one of these words, photo... Which word is it, photograph or photographer? Of course, with word stress you will know immediately which word it is because in reality you will hear either PHOto... or phoTO... So without hearing the whole word, you probably know what the word is ( PHOto...graph or phoTO...grapher). It's magic! (Of course, you also have the 'context' of your conversation to help you.)

Tone and audibility:
Tone is the use of pitch in language to distinguish words. All languages use intonation to express emphasis, emotion, or other such nuances, but not every language uses tone to distinguish meaning. Audibility of the whole is the next part to be taken care of.
Articulation:

The movement of mouth, lips, tongue, voice, etc (called the 'articulators') to produce speech sounds. Poor or incorrect articulation may be due to problems with the position, timing, direction, pressure, speed, or integration of the movement of lips, tongue, or other articulators. This also refers to the clarity of sounds in speech.

Listening: 

The domain of language proficiency that encompasses how students process, understand, interpret, and evaluate spoken language in a variety of situations

Real listening is an active process that has three basic steps. 

Hearing: Hearing just means listening enough to catch what the speaker is saying. For example, say you were listening to a report on zebras, and the speaker mentioned that no two are alike. If you can repeat the fact, then you have heard what has been said. 

Understanding: The next part of listening happens when you take what you have heard and understand it in your own way. Let's go back to that report on zebras. When you hear that no two are alike, think about what that might mean. You might think, "Maybe this means that the pattern of stripes is different for each zebra." 

Judging: After you are sure you understand what the speaker has said, think about whether it makes sense. Do you believe what you have heard? You might think, "How could the stripes to be different for every zebra? But then again, the fingerprints are different for every person. I think this seems believable." 

Tips for being a good listener
· Give your full attention on the person who is speaking. Don't look out the window or at what else is going on in the room. 

· Make sure your mind is focused, too. It can be easy to let your mind wander if you think you know what the person is going to say next, but you might be wrong! If you feel your mind wandering, change the position of your body and try to concentrate on the speaker's words. 

· Let the speaker finish before you begin to talk. Speakers appreciate having the chance to say everything they would like to say without being interrupted. When you interrupt, it looks like you aren't listening, even if you really are. 

· Let yourself finish listening before you begin to speak! You can't really listen if you are busy thinking about what you want say next. 

· Listen for main ideas. The main ideas are the most important points the speaker wants to get across. They may be mentioned at the start or end of a talk, and repeated a number of times. Pay special attention to statements that begin with phrases such as "My point is..." or "The thing to remember is..." 

· Ask questions. If you are not sure you understand what the speaker has said, just ask. It is a good idea to repeat in your own words what the speaker said so that you can be sure your understanding is correct. For example, you might say, "When you said that no two zebras are alike, did you mean that the stripes are different on each one?" 

· Give feedback. Sit up straight and look directly at the speaker. Now and then, nod to show that you understand. At appropriate points you may also smile, frown, laugh, or be silent. These are all ways to let the speaker know that you are really listening. Remember, you listen with your face as well as your ears! 

Note taking: 

Summarizing and note taking are skills used to reduce large amounts of information into a synthesized form for later use. It’s mainly about understanding or conceptualizing and recalling in time.

Sources of note:

a.
Written source

b.
Oral source

c.
After event 

General note- taking Skill:

· Listen actively - if possible think before you write - but don't get behind. 

· Be open-minded about points you disagree on. 

· Raise questions if appropriate. 

· Develop and use a standard method of note-taking including punctuation, abbreviations, margins, etc. 

· Leave a few spaces blank as you move from one point to the next so that you can fill in additional points later if necessary. Your objective is to take helpful notes, not to save paper. 

· Do not try to take down everything that the lecturer says. It is impossible in the first place and unnecessary in the second place because not everything is of equal importance. 

· Many lecturers attempt to present a few major points and several minor points in a lecture. Try to see the main points and do not get lost in a barrage of minor points

· Sit as close to the front of the class, there are fewer distractions and it is easier to hear, see and attend to important material. 

· Get assignments and suggestions precisely - ask questions if you're not sure.

Form of notes:

· Linear notes: This types of notes consists some heading and subheadings with rough drawings or linked letters. Points can be highlighted and flow of the note is according to it occurrence.

E.g. wide left-hand margin is used so that you can add material to your notes at a later date. 
	Lecture or book article details

	Wide left hand margin.
Approximately one third of your page.

This allows you to add material either

· during the lecture 

· when reviewing your notes 

· when doing other research
	A. MAJOR TOPIC

1. Key point 

· supporting point 

· supporting point 

· supporting point

2. Key point 

· supporting point 

· supporting point

B. MAJOR TOPIC


· Spider diagram:

It is a scribbling pattern of note taking. Usually during any unstructured discussion we need to take notes and also point the important parts. Like a cobweb as we point the structure it is known as spider diagram.

E.g. of Spider diagram
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Common constrains:

•
Level of concentration

•
Understanding

•
Lecture material

•
Confusing or cross statement
Unit-3
Written communication:
The most permanent form of communication is the written form. Be it for company literature or letter it is always most reliable text that don’t change its value as it move from recipients to recipients.
The main purpose of writing text is to make proper correspondence between sender and receiver. Along with that a keeping record, interchange of similar or same data or information give the significance to written format. 
There are many forms of writing but in business organization most effective and most used form are, letter, memo, note, briefing and report. 

Approaches to Business Correspondence:

The style, size, format etc. plays a greater role while we start with any business correspondence. To write a convincing document we need to take care of artifacts that get along with the document. Let us follow certain simple rules while communicating in written form as follows;
Impressive Letter writing:
· Building Impression:

· Paper quality

· Weight, color, texture, letterhead style, message to type or write by hand, color of the ink etc.

· Envelope

· Match it with letter, windowed or not, Stamped or not, Printed address or hand written etc.
· Logos and corporate image
· Typeface

· Miscellaneous: Correct address, Correct name, Type of Channel (Normal post, speed post), Post mark etc. 

Purpose of letters:
· External or internal communication

· Introductory or existing communication

· Describing the enclosed documents

· In response to complaints

· Summarizing previous meeting

· Conducting future meeting

· Updating report

· Job related

Letter format:
· Format varies country to country as per the business requirements. Some times it may vary with industry or type of business as well.
· The same format of letter must be followed in envelope too.
· For an organization it is necessary to continue a defined format for all correspondence.
Hand written document:
· Signature must be hand written
· If letter is hand written completely the envelope too must be hand written.

· If letter is printed completely the envelope too must be printed.

· Better to avoid print or copy of the signature

** A hand written letter gives extra tenderness to the communication. 
Using Fax:

Though technology behind faxing is helpful and well acclaimed in modern business organizations it is also having certain consideration to check before delivery. Usually fax print is hazy and nonpermanent. Also not all machines has capacity of color print. Things to focus on;
· Logo and margin
· Fax number in faxing document

· Keeping copy of faxed document
· If not urgent send by mail (Snail or e)

· Is it cost effective while sending a large amount of document

· Fax is very useful while booking, making external memo, to give initial draft, as an immediate response etc.
Style:
· Planned correspondence
· Salutation and closing

· Try to judge recipient capability to understand written format.

· Reread to correct any error
· Keep it simple

* Finally keep your communication simple and straight.
Standard Letter format:

· Appropriate salutation or greeting: Dear…..
· Opening paragraph: Message context (Can be a subject)
· Middle paragraph: Detailed message
· Closing paragraph: State requirements
· Appropriate closing or ending: yours…..
* While salutation includes position only it is good to write yours faithfully. While it is Dear Mr…….. it is good to go with your sincerely. Dear name of friend go with “best wishes”, “take care” etc.
Letter types:
· Recommendation
· Complaint

· Application: There are certain facts we need to care while writing an application. Though it differs between nations, still we need to remember, Identify the position(s) you are interested in applying for. Be sure to identify the Job ID(s) printed on the posting so we can match your application materials with the right job(s), Highlight your work background, experiences and achievements, Describe how you meet the qualifications of the position, Keep it brief - approximately 3-4 paragraphs.

 Following is an example to write a cover letter for job application;
Date

American Family Insurance

Human Resources Department - Job ID XXXX

Address

Address

To Whom It May Concern:

PARAGRAPH I - THE OPENING: State the exact job title you are applying for, briefly explain why you are interested in the position and how you learned of the opportunity.

PARAGRAPH II - THE BODY: If you are using a résumé, refer the reader to it. Point out how your work experience meets the qualifications for the position. Do not simply repeat what is on your résumé! Use this paragraph to identify your key skills and abilities. Use strong action verbs, descriptive adjectives and adverbs (for example, it's better to say "I successfully led a large project team responsible for…" rather than "I was responsible for managing project teams.").

PARAGRAPH III - THE CLOSING: Use this paragraph to ask for an interview. Indicate when you are available and how you can be contacted. Enthusiastically restate your interest in the position. Thank the reader for any considerations or courtesies extended to you.

Sincerely,

YOUR NAME

Internal communication:

Memorandum or Memo;
A memorandum or memo is a written form of communication most often employed in business environments. A memorandum is typically written using the following structure:

FROM:

TO:

DATE: the date of when the memorandum is being distributed

SUBJECT:(eg: a certain media or governmental problem)

- Introduction, explaining why the memo has been written

and what topic the memo will discuss.

- Body, discussing the topic in detail.

- Conclusion, explaining what will or should happen next,

when the follow-up will occur, and why the date is important.
Briefs:
Information can move in brief format in the organization. Briefs are of two types internal and external.
Report:

In the hierarchy of the organization it is necessary to have a reporting system which can satisfy all relevant communication and information need. In general reports are of to superior or to testify an event.
Classification of Reports:
1. Regular and Routine
· Sales, Safety, Financial, and Progress report etc. 
2. Occasional
· Disciplinary, Accidental, Legal etc.
3. Special reports

· Investigation, Policy, Strategy, Research etc.
Business report format:

Usually a business report contains an executive summary that, includes, Title, Author and report objectives, Methodology, findings and main recommendation.
If the report is short that includes only an introduction, findings and conclusion. 
Types of reporting:
· Informal
· Memorandum

· Formal

Writing report:

In higher education and work, formal reports communicate information to others without the need for meetings. If you are required to explain your work to others in this way, effective reports are vital. Effective reports will give you a professional image and get others to take your work seriously.
Report writing in Higher Education

You may be required to produce written reports as part of your course, so you will have opportunities to enhance your report writing skills. Reports can form a regular part of assessed work and can be needed if you're involved in extra-curricular activities with societies or external groups.

Report writing at work

Reports are a way of informing and persuading people as well as initiating change. You might prepare or contribute to annual, project or progress reports. A well-structured report that has clear objectives will get more attention and is more likely to produce the intended results.

Report Vs. Essay:

Reports have their own structure and this is distinct from the form of an essay.

Essays are mainly used to allow you to demonstrate your ideas and arguments to tutors. Written reports provide specific research-based information which results in a course of action being decided and acted on. Reports are designed to give information concisely and accurately. A formal report has an impersonal and objective "tone of voice". The main argument is clear and uses a minimum of words. Accurately presented facts are in the main body of the report - your evaluation of these is in the "conclusions" and "recommendations" sections.

Reports tend to follow a standard structure but much depends on the circumstances in which they are being written. It helps to ask your lecturers, employers or mentors what they expect - there may be an accepted way of writing a report appropriate to your course, employment or professional body.

Planning 

Before you start to write, you need to be clear about what you want to achieve and what you want to say. This will involve some planning. If you plan a report well, it will save time - and will save much drafting and redrafting.

Steps to follow:

· Define your aim 

· Collect your ideas 

· Select the material and decide how to show the significance of your facts 

· Structure your ideas 

· You will then find it much easier to write.

Defining Your Aim 

· Start by asking yourself some questions:

· Why am I writing this?

· What do I want to achieve?

· Who will read this?

· What does my reader want to know?

· How will this be used?

· When is this needed?

Once you have answered these questions, you should be clear about the kind of document needed.

Collecting Your Ideas:
Start by jotting down ideas in note form. Do not write sentences at this stage. Remember your aim and concentrate on the questions in the readers' minds. This will help you to include only those ideas which are relevant, rather than writing everything you know about the subject.

Not all of your ideas will come at once, so plan to meet your deadline. Be prepared to spend some time on noting initial ideas and then set the document aside. When you come back to it later, you will find that your ideas have gelled and that you can see the way ahead more clearly.

Selecting Your Ideas:
Review the content of the document. Are all the ideas relevant? Is there anything which you need to cut out? Think about using appendices or attachments to cover detail which the reader may need at a later stage, but does not need in order to understand the main message. 

Decide how to show the significance of your facts. Would some graphs or diagrams help the readers understand your message? What visual material will you use? How will you produce it? 

Structuring the Document 

You will need to structure the content in a logical and clear way if you are going to help the readers take in your message.

Make sure you have a sequence of headings and sub-headings which will act as signposts to help the readers find the information they need.

Also, if you structure a piece of writing well, you will find it easier to choose the words to express your ideas.

A report should be divided into sections and sub-sections, each of which should have a clear heading. If you structure a report well, it will not only help your readers find the information they need but it will also help you when you start writing.

· Many readers may not want to read the whole report; they will want to read the parts that are relevant to them. A well structured report will help them to find information quickly.

· A good structure will help you to decide where to put each fact or idea.

· It will help you to think clearly.

· Your readers will want to concentrate on only one aspect at a time.

Writing:

You will be able to start writing at any point - you will not necessarily have to start at the beginning. If different people are contributing to the report, they will know what to cover.

Good headings will tell your readers about the subject in each section.

The main headings and sub-headings will give your readers an overview of your plan.

A good structure will make it easier for your readers to refer back to specific sections of your report.

Preparing structure: 

· Make sure the structure is complete. It must cover all the facts and ideas. Dustbins like General or Other Notes usually show that the design is the wrong one. 

· Your headings must be helpful and clear - they must tell the readers about the information in each section. One-word headings are often vague and misleading. Don't be afraid of using headings that are eight or nine words long - they will help you to be more certain of what to put in each section, and will help your readers to find the details they need. 

· Your sections should be watertight. Each point should fit logically into only one section. This is not always possible - you may need to remind your readers of something you said earlier - but don't give up easily. Over-repetition may indicate a bad design. 

· Do not have too much material in each section - or too many headings in a string. Your readers will only be able to cope with a maximum of about six points, if they are going to remember the points you are making. 

Presenting a Report Professionally
A report should be written in the third person - this means not using "I" or "we". Often more formal, lengthy reports are written in sections which have sub-headings and are numbered.

Reports are broken into the following elements, but it should be noted that not all these elements are needed in all reports. For example, an index is only needed for long reports where readers need to locate items; a glossary of terms may help if the readers are unfamiliar with terms used, but not otherwise.

As previously mentioned, the way in which you present your report will vary according to what you are writing and for whom. This section gives general guidance but you should follow advice given by tutors and others.

Title Page:
This will include the title of the report, who has written it and the date it was written/submitted. 

Acknowledgements:

Thanks to the people or organizations that have helped. 

  

Contents Page:
As in a book, this lists the headings in the report, together with the page numbers showing where the particular section, illustration etc. can be located. 

Executive Summary:
This is a most important part of many reports and may well be the only section that some readers read in detail. It should be carefully written and should contain a complete overview of the message in the report, with a clear summary of your recommendations. 

Terms of Reference:
This section sets the scene for your report. It should define the scope and limitations of the investigation and the purpose of the report. It should say who the report is for, any constraints (for example your deadline, permitted length) - in other words, your aims and objectives - the overall purpose of your report and more specifically what you want to achieve. 

Methodology / Procedure:
This section outlines how you investigated the area. How you gathered information, where from and how much (e.g. if you used a survey, how the survey was carried out, how did you decide on the target group, how many were surveyed, how were they surveyed - by interviews or questionnaire?) 

Introduction /Background:
This will help to tune your readers in to the background of your report. It is not another name for a summary and should not be confused with this. They can be two separate sections or combined: background detail could include details of the topic you are writing about. You could take the opportunity to expand on your Terms of Reference within the introduction, give more detail as to the background of the report - but remember to keep it relevant, factual and brief. 

Findings and Analysis:
This is the main body of the report, where you develop your ideas. Make sure that it is well structured, with clear headings, and that your readers can find information easily. Use paragraphs within each section to cover one aspect of the subject at a time. Include any graphs or other visual material in this section if this will help your readers. The nature of this section will depend on the brief and scope of the report. The sections should deal with the main topics being discussed - there should be a logical sequence, moving from the descriptive to the analytical. It should contain sufficient information to justify the conclusions and recommendations which follow. Selection of appropriate information is crucial here: if information is important to help understanding, then it should be included; irrelevant information should be omitted. 

Conclusions:
These are drawn from the analysis in the previous section and should be clear and concise. They should also link back to the Terms of Reference. At this stage in the report, no new information can be included. The conclusions should cover what you have deduced about the situation - bullet points will be satisfactory. 

Recommendations:
Make sure that you highlight any actions that need to follow on from your work. Your readers will want to know what they should do as a result of reading your report and will not want to dig for the information. Make them specific - recommendations such as "It is recommended that some changes should be made" are not helpful, merely irritating. As with the Conclusion, recommendations should be clearly derived from the main body of the report and again, no new information should be included. 

References / Bibliography:
References are items referred to in the report. The Bibliography contains additional material not specifically referred to, but which readers may want to follow up. 

Appendices:

Use these to provide any more detailed information which your readers may need for reference - but do not include key data which your readers really need in the main body of the report. Appendices must be relevant and should be numbered so they can be referred to in the main body. 

Glossary of Terms and abbreviation:
Provide a glossary if you think it will help your readers but do not use one as an excuse to include jargon in the report that your readers may not understand.

Project Presentation:
Good presentation can make a report clearer. Consider the following points when writing your report:

Overall impact - typed or word processed reports are generally preferred, and should be presented in a folder or plastic wallet - whatever you think is suitable.

Headings - should be clearly ranked. Look at the example below and you can see there are three styles of headings - one for main sections, one for sub-sections, and one for further sub-sections.

Numbering - numbering your sections makes the report easier to follow. A common system is to number a main section, then for sub-sections to place a dot after the main section number and begin to number again. You can continue to a further level. This makes it easier to refer the reader to a specific part of the report, e.g. paragraph 3.2.2, rather than to say "about half way down page 5". 

Note:
Executive Summary does not form part of the numbering system. This is normal practice in report writing - the summary should "stand alone" from the rest of the report.
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Example: 1
Editing: 

It can be useful to put your draft report aside for a few days before rereading it. This will allow you to become more detached from it and be able to spot errors more easily.

Checklist to edit a report:
The purpose

Information

Accuracy

Images

Format

Language

Presentation

Writing Articles:

Usually article is a group of suggestions. Let us see how the layout, writing style, are for an article, also how to make it clear, precise and relevant to the reader. According to readers article get segmented for example: professional or technical journal, Magazines etc.

Articles can be divided in to different section with headings or sub headings.
Press releases:

A news release, press release or press statement is a written or recorded communication directed at members of the news media for the purpose of announcing something claimed as having news value. Typically, it is mailed, faxed, or e-mailed to assignment editors at newspapers, magazines, radio stations, television stations, and/or television networks.
News releases Vs. News Article:

A news release is different from a news article. A news article is a compilation of facts developed by journalists published in the news media, whereas a news release is designed to be sent to journalists in order to encourage them to develop articles on the subject. A news release is generally biased towards the objectives of the author.

The use of news releases is common in the field of public relations, the aim of which is to attract favorable media attention to the PR firm's client, and publicity, the aim of which is to attract favorable media attention for products marketed by the client.

Elements:
While there are several types of press releases (such as general news releases, event releases, product press releases, and more recently social media press releases), press releases very often have several traits of their structure in common. This helps journalists separate press releases from other PR communication methods, such as pitch letters or media advisories. Some of these common structural elements include:

· Headline - used to grab the attention of journalists and briefly summarize the news. 

· Dateline - contains the release date and usually the originating city of the press release. 

· Introduction - first paragraph in a press release, that generally gives basic answers to the questions of who, what, when, where and why. 

· Body - further explanation, statistics, background, or other details relevant to the news. 

· Boilerplate - generally a short "about" section, providing independent background on the issuing company, organization, or individual. 

· Media Contact Information - name, phone number, email address, mailing address, or other contact information for the PR or other media relations contact person. 

Style:
No underline or emphasizing 
No Exclamation

Do not start a sentence with a number
Keep track on spelling and grammar
Layout:

· Letter head

· Date

· Headline

· Background details

· Customer benefits

· Contact persons detail
· Attachments / Enclosures 

Embargoed news release:

Sometimes a news release is embargoed -- that is, news organizations are requested not to report the story until a specified time. For example, news organizations usually receive a copy of presidential speeches several hours in advance. In such cases, the news organizations generally do not break the embargo. If they do, the agency that sent the release may blacklist them. A blacklisted news organization will not receive any more embargoed releases, or possibly any releases at all.

Mail Shots:
Most businesses send out mail shots several times a year, whether they are large-scale mailings or batches of individualized letters to a dozen key customers at a time. If the targeting and the offer are right, you get a positive response. If you get them wrong, it is junk mail. Most businesses can tackle the task of writing their own mail shot material. It covers: 

· Knowing what you are trying to achieve.

· Getting the content right.

· Essential tips on form and style.

· The keys to maximum response.
Format:
· Letter head / Publishers Address line

· Recipients Address line

· Date line

· Salutation

· Body

· Closing

Notices:

Notices are to inform certain decision or circulate certain information in a formal organization.
Types of Notices: 

Note: — to emphasize points or remind readers of something, or to indicate minor problems in the outcome of what they are doing. 

Format of Notes:

Use the following format for multiple notes: 

1. Type the word "Notes" followed by a colon. (Underline the word, or use bold if you have it.) 

2. Use a numbered list for the individual notes; in it, follow the rules for numbered lists. (Do not use bold for the individual notes.) 

3. Align the notes with the text to which the refer; skip one line above and below the notes. 

4. Use this format when you have so many notes that they would distracting to present individually.

Warning: — to warn readers about the possibility of minor injury to themselves or others. 

Format of Warnings:

Use the following format for warnings: 

1. Type the word "Warning," follow with a colon, italicize. 

2. Tab to begin the text of the warning. (Try for 0.25 to 0.5 inches of space between the end of the warning label and the beginning of the text.) 

3. Use regular body font for the text of the warning notice (no bold, no italics, no all-caps, no color). 

4. Align the warning notice with the text it refers to. 

5. Singlespace the text of the notice notice; skip one line above and below the caution notice.

Caution: — to warn readers about possible damage to equipment or data or about potential problems in the outcome of what they are doing. 

Format of Caution:

Use the following format for caution notices: 

1. Type the word "Caution" follow it with a colon, and bold both the label and the colon. 

2. Skip one line and begin the text of the caution aligned with the start of the caution label. 

3. Single space the text of the caution; skip one line above and below the notice. 

4. Align the caution notice with the text it refers to (in the preceding, the warning notice occurs within a numbered list and is indented accordingly).

Danger: — to warn readers about the possibility of serious or fatal injury to themselves or others. 

Format of Danger:

Use the following format for danger notices: 

1. Type the word "DANGER" in all-caps. (Underline it, or use bold.) 

2. Align the danger notice with the text it refers to. 

3. Singlespace the text of the danger notice; skip one line above and below the danger notice. 

4. Use bold on the text of the danger notice if you have it (but never all-caps). 

5. If you have graphics capability, draw a box around the danger notice (including the label).

**With warnings, cautions, and danger notices, explain the consequences of not paying attention to the notice. State what will happen if the reader does not heed the notice. 

The following examples use bold. If you have no access to bold, use underlines instead (but don't use both together). Avoid all-caps for the text of any special notice. 

Format for Special Notices

Use the following for specific details on the capitalization, typography (bold, underlining, different fonts, different types sizes), and spacing for each type of special notice. 

Format:

· Type the word "Note" followed by a colon. (Underline the word, or use bold if you have it.) 

· Begin typing the text of the note one space after the colon. (But don't put the text of the note in bold.) 

· Single space within the text of the note; skip one line above and below the note. 

· Start run-over lines on the regular left margin. 

· Align the note with the text to which it refers (as illustrated in the second example).
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Unit -4
Oral Communication:
Communication skills include the mix of verbal, interpersonal and physical strategies needed to interact confidently and effectively with a range of audiences.
Presentation:

Organizing a presentation:
· Planning:

· Primary considerations:
· Position in the team

· Type of presentation to organize (Meeting, conference, seminar etc)
· Objectives, budget and reporting order for the presentation

· Work before event:
· Attending team briefing and meeting
· A planner or organizer will be perfect as summary fact.
· Understanding and requirements of audience.
· Location:

· Venue (Capacity, budget, availability)
· Arrangements (Lights, water, hygiene)

· Opportunity for sponsorship, promotional and publicity.
· Traveling arrangements. 
· Speakers (receiving, welcoming, facilitation, etc.)

· Elements and presentation sequence (Flower, Audio-visual aids, Music, Lights, Food and beverages, Media, press releases, arranging toolkit of presentation, Signature, badges etc.)
· During presentation:

· Ensure arrangement
· Meet / Greet audience and Guest
· Time keeping (Punctuality)

· Distribution of materials, food, etc.

· Emergency arrangements if require (photocopy, telephone call, transport etc)
· After presentation

· Payment procedure (Paid and invoiced)
· Report or follow up as require
· Preparation of budget sheet (Showing assumed and actual)

· Post presentation briefing
· Classification and Style:

· Internal:
Usually within organization presentations are more of meeting, briefing related to group or departments. To solve any problem raised or and strategy to impose these group presentations are being organized.
· Aspects of Internal event:
· Audience known
· Venue within (In-house hall)

· Less or no promotional activity

· Refreshment (Informal)

· Design and materials (Limited)

· Presenter (Senior or group member)

· Follow up is immediate or an immediate circular letter/e-mail

· External:

Generally external events organized in a third party location outside the campus. To solve any problem raised or and strategy to impose among and over external members of the organization (suppliers, shareholders, press / media etc).

· Aspects of Internal event:

· Audience Unknown
· Active promotional activity

· Need formal event management skill
· Distribution of materials 

· Presenter (invited usually many)

· Follow up in after event briefing or meeting organized within campus.
Major Aspects:

There are three major skill areas that relate to all business students. These areas include:

· One-to-one communication: where the goal is to express clearly one's own thoughts and to understand fully the views of another. Specific dimensions that might be used to assess performance may include appropriate body language, eye contact, appropriate language to the situation, diction, etc.

· Small group (3-6 persons) interaction: in which the purpose is to complete a project. Specific areas to be assessed may include peer evaluations, whether there was a clear contribution to the group effort, appearance of team unity and respect for team members during presentation, etc.

· Formal address: in which the speaker presents information and responds to questions from the audience. Specific dimensions for evaluation may include organization and flow of ideas, use of visual aids, response to questions, appearance, clarity of speech, etc.

Avoiding Speak Problems:

1. Fillers Usage: Fillers range from repetitious sounds, such as “uh”, “um” and the dreaded Canadian “eh”, through favorite catch words and phrases, such as “you know”, “anyway”, “Whatever”, “all right” and “like”.

2. G Dropper: Dropping “g”s is one of the most common examples of poor enunciation. Say this list of words out loud:

· Going, 

· Walking, 

· Jogging, 

· Thinking, 

· Striking,

·  Selling

Did you say “go-ing” or did you say “go-in”? If you said “go-in” (or “walk-in”, “jog-gin”, etc.), you’re a G-dropper.

3. Communication Killer: Speaking in a monotonous voice is a real communication killer. When the variety of your voice’s pitch doesn’t vary, it’s impossible for your listener to maintain any interest in what you’re saying. 

People who speak in a monotone or with inappropriate expression in their voices are perceived as untrustworthy, boring, or even shifty. As a business, sales or professional person, you can see why you’d want to fix this sloppy speech problem right away.

Style of Voice:

· Harsh voice (Cruel)

· Scratchy voice (Irritating)

· Slurred speech (Unclear)

· Tremor in pitch (Shake or vibration)

· Variable breath control 

TRY:

First, say the sentence out loud as you would if you were ecstatically happy.

Then say the same sentence out loud as you would if you were extremely sad.

· I just got a call saying that I won a vacation in Las Vegas. 

· I’m going to have to change that light bulb. 

· Our town now has a new recycling program. 

· My next door neighbor is moving out next week. 

· I’ll be able to retire in only two more years.

Presentation:
Setting forth in words and visuals a speech to enlighten an audience and/or persuade them to commit themselves to a course of action. An effective presentation is usually planned, organized, and tailored to a specific audience to help facilitate the behavior change, desired by the presenter.

Various Aspects of Oral Presentation:

1. Purpose: 

2. Description of Study: 

3. Benefits: 

4. Risks: 

5. Confidentiality: 

6. Alternative Procedures

7. Participant’s Assurance
Presentation Skills:

Presentations are an effective way to communicate to large numbers of people at the same time. However, it is not just about communicating information, but more importantly, to have advanced presentation skills you should be able to create interest and excitement in your subject and trust and enthusiasm in you.

Type of Presentation:

Presentation can be classified according to the purpose and audience available on the context. Following are some major categories:

· Interview (job or appraisal)

· Stand speech (exhibition, fair etc)

· Senior management

· Colleagues

· Potential clients

· Clients

· Staff

· Conference

· Expert speaker

Six P’s of Presentation:

1. Planning

2. Purpose

3. Political Sensitivity

4. Personal commitment

5. Personal communication skill (ability to pursue)

6. Polish
(1) Planning: It is essential to plan and prepare well before taking up a presentation responsibility. Planning includes;
· Background of presentation, like location, date and time, order of presentation (after and before presenter), Host, audience etc.

· Preparation like, attire, artifacts, own comfort
· Presentation plan like, sequence of information, language, length, examples, audience participation, using technical tools etc.

(2) Purpose: The plan for presentation always surround by its objectives and purpose and in reaction we need to have clear feed back that purpose was fulfilled. Purpose generally attached with the type of presentations like:

Product launch: 

External Market

Interview:


Inclusion in internal staff 
Exhibition Stand:

Awareness builders
Senior management:
Expression of idea and getting support
Colleagues:


Sharing views
Clients:


Opportunistic
(3) Political sensitivity: While presenting in any event it is important for the presenter to keep a track on non-controversial speech. Some cases speech is being deliver by socially acclaimed bodies. In any of the following cases political sensitivity must be taken into account:

· Political gathering
· Review of law or National policy

(4)Personal Commitment:
(5)Personal communication skill

(6)Polish: Many a time it can be necessary for the presenter to keep a common profile for delivering same or similar message. The way presenter may repeat the sequence of events that usually create a difference.

Knowing the audience:
· Who is the audience

· How big are they

· How much they are aware of subject on which the speech is going to be

· How complex the speech can be

· What is usual reaction

· What objectives brought the audience to listen

Subject Knowledge:

Subject Clarity
Exemplification

Exercises
Usage of materials during Presentation:


Determining the materials use and importance

Most essential or unavoidable documents

Important but avoidable

Extended information like; related futuristic information.
Using Notes:
Using podium

Carrying notes
Carrying Cue cards 
Practicing:
Focus: When you plan your presentation, concentrate on what's really important. What is the exact problem? What are the major solutions? 

Simplify: Support your main idea with just a few examples, highlighting at most three points. 

Organize: You may choose to structure your presentation from the following outline. State the main issue 

· develop your viewpoint with specifics 

· end with a clear summary 

· handle any questions 

· make a last statement or request 

Dramatize: Don't just tell it, show it. Find a vivid, memorable way to get your point across. Use visual aids: 

· view graphs 

· handouts, 

· charts 

Humanize: People are more important than things.
How to cope with stage fright

You've worked hard to develop your presentation. Now it's time to deliver it and you're nervous. Most people who have to speak in public experience "stage fright." The following tips will help you conquer these fears:

· Relax your body and mind before your presentation by performing deep breathing exercises

· Speak about subjects on which you are well-informed and prepared

· Know your introduction, main points, and conclusion so well that you could explain them in only five sentences

· Speak in a conversational tone

· Practice adequately

· Have a glass of water nearby to keep you from getting "dry mouth"

· Focus your mind on the audience-not on yourself to avoid self-consciousness

· Search for friendly or reassuring faces in the audience and maintain eye contact with them

How to use visual supports

Slides, overhead transparencies, flip charts, handouts, models, and computer-generated presentations are all great ways to add interest to your presentations.

If you use statistics, progress reports, illustrations, or short phrases that you want to emphasize, visual supports can reinforce your points.

The following tips are effective when using audio-visual supports:

· Make sure you know how to use any necessary equipment to display the audio-visual supports and test its operation before your presentation

· Avoid using visual supports as a substitute for lecture notes

· Avoid using visuals as a substitute for your verbal message

· Maintain eye contact with your audience while using audio-visual supports

· Use color and consistent color themes in your audio-visual supports

· If you use text as a visual, present it as titles, bolded text, and bulleted points

· Avoid reading text to your audience to prevent boredom and annoyance

Following is a list of common audio-visual supports and recommendations on their proper use:

Flip Charts

Use for brainstorming sessions, discussions, and presentations with high audience participation

· Use flip charts for small audiences only because they are not visible from a distance

· Position flip charts as high as possible

· Use wet markers with flip charts to increase visibility

· Use water-based markers in small rooms to avoid the annoyance of fumes

· Use the colors black and blue for the easiest reading

· Bring your own markers to presentations

Handouts

· Use handouts to provide additional or follow up information that was not covered in your presentation

· Distribute handouts at the end of your presentation to prevent "defections" and audience inattentiveness

Overheads transparencies

· Use overhead transparencies as a less expensive option to slides

· Use overhead transparencies when you need to change, write on, or customize material for the audience

· Make sure the projector glass and lens are clean before you use them

· Avoid positioning the projector screen under a ceiling light

· Use color in your transparencies

Models

Use models to demonstrate how something works, looks, sounds, or feels

Demonstrate items that are too small or too large to be seen by the audience.

Computer-generated audio-visual supports

· Use computer generated material for color, animation, graphics, drawings, and sound

· Computer-generated audio-visual supports work best for large groups

Slides

· Use slides to portray vivid, high-resolution, colorful, and professional images

· Show your best or most memorable slide more than once to reinforce the message

How to handle questions and answers

· Asking the audience questions

· Prepare questions for the audience in advance

· Prepare both questions that ask for facts and those that ask for opinions

· Use opinion questions to explore a solution to a problem or to evaluate the effectiveness of a process or procedure

· Use informational questions as a training aid to reinforce a point or to provide you with information that will help tailor your presentation to the audience

· Stick to a single topic with each question

· Ask questions that are short, clear, and direct

· Ask questions of the entire group and choose respondents from all parts of the room

Use logical transitions between questions (e.g., "Since we have uncovered the problems with this process, let's discuss ways to improve the system.")

Avoid interrupting a person while answering a question.
Answering questions from the audience

· Pause briefly before answering to organize your thoughts

· Acknowledge the question

· Restate the question

· Ask for clarification if you're not sure you understand the question

· Answer the question briefly and completely

· Verify that your answer was understood

· Avoid going off on tangents when answering questions

· Use questions to reinforce your main points

If more questions remain, ask people to talk with you during the break, after the presentation, or at some free time
Unit -5
Use of visual aids in communication:
Visual aids help you reach your objectives by providing emphasis to whatever is being said. Clear pictures multiply the audience's level of understanding of the material presented, and they should be used to reinforce your message, clarify points.

Visual aids involve your audience and require a change from one activity to another: from hearing to seeing. When you use visual aids, their use tends to encourage gestures and movement on your part. This extra movement reinforces the control that you, the speaker, need over the presentation. 

Visual aids add impact and interest to a presentation. They enable you to appeal to more than one sense at the same time, thereby increasing the audience's understanding and retention level. With pictures, the concepts or ideas you present are no longer simply words - but words plus images. The chart below cites the effectiveness of visual aids on audience retention.
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People tend to eye-minded, and the impacts visual aids bring to a presentation are, indeed, significant. The studies, below, reveal interesting statistics that support these findings: 

· In many studies, experimental psychologists and educators have found that retention of information three days after a meeting or other event is six times greater when information is presented by visual and oral means than when the information is presented by the spoken word alone. 

· Studies by educational researchers suggest that approximately 83% of human learning occurs visually, and the remaining 17% through the other senses - 11% through hearing, 3.5% through smell, 1% through taste, and 1.5% through touch. 

· The studies suggest that three days after an event, people retain 10% of what they heard from an oral presentation, 35% from a visual presentation, and 65% from a visual and oral presentation. 

The use of visual aids, then, is essential to all presentations. Without them, the impact of your presentation may leave the audience shortly after the audience leaves you. 

ADDING THE VISUAL DIMENSION

It is essential that you prepare visual aids that reinforce your major points, stimulate your audience, and work well in the physical setting of your presentation.

Visual aids and audio-visuals include a wide variety of communication products, including flip charts, overhead transparencies, slides, audio-slide shows, and video tapes. Demonstrating a process or simply passing around a sample of some equipment or model are also effective way to clarify messages visually. If visual aids are poorly selected or inadequately done, they will distract from what you are saying. 

Guidelines on Preparing Visual Aids

· Start with at least a rough outline of the goal and major points of the presentation before selecting the visual aid(s). For example, a particular scene or slides may trigger ideas for the presentation, providing the power of images. Do not proceed too far without first determining what you want to accomplish, what your audience wants to gain, and what the physical setting requires. 

· Elements must be simple and brief of an audio-visual product - a single slide or a page of a flip chart presentation. Placing more than one message on a single image confuses the audience and diminishes the potential impact of visual media. 

· Determine the difference between what you will say and what the visual aid will show. Do not read straight from your visuals. 

· Ask the audience to read or listen, not both; visual aids should not provide reading material while you talk. Rather, use them to illustrate or highlight your points. 

· Give participants paper copies of various graphic aids used in your presentation. They will be able to write on the paper copies and have them for future reference. 

· Account for production time in your planning and selection process. Slides must be developed, videotape edited. 

· Use local photographs and examples when discussing general problems and issues. While a general problem concerning welding safety, for example, may elude someone, illustrating with a system in use at the site can bring the issue home. 

· Use charts and graphs to support the presentation of numerical information. 

· Develop sketches and drawings to convey various designs and plans. 

· When preparing graphics, make sure they are not too crowded in detail. Do no over-use color. See that line detail, letters, and symbols are bold enough to be seen from the back of the room. 

· Do not use visual aids for persuasive statements, qualifying remarks, emotional appeals, or any type of rhetorical statement. 

· If you have handouts, don't let them become a distraction during the presentation. They should provide reinforcement following your address. 

· Practice presenting the full program using graphic materials so you are familiar with their use and order. 

· Seek feedback on the clarity of your visuals and do so early enough to allow yourself time to make needed adjustments. 
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Here we will identify the advantages and limitations of each type of visual, as well as the development techniques required in preparing each. By looking at these pros and cons, you can more easily decide what will work best for your presentation.

Flip Charts
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Flip charts are quick, inexpensive visual aids for briefing small groups. The charts, felt-tip markers and graphic materials are readily available.
Pros: 

· Help the speaker proceed through the material 

· Convey information 

· Provide the audience with something to look at in addition to the speaker 

· Can be prepared prior to, as well as during, the presentation 

· Demonstrate that the speaker has given thought to his or her remarks 

· Can be used to record audience questions and comments 

· Can be converted to slides 

Limitations: 

· May require the use of graphics talent 

· Are not suitable for use in a large audience setting 

· May be difficult to transport 

When Developing Flip Charts: 

· Each sheet of paper should contain one idea, sketch, or theme. 

· Words, charts, diagrams, and other symbols must be penned in a large enough size to be seen by people farthest from the speaker. 

· In general, make each letter at least 1/32" high for each foot of distance from the material. 

· Use block lettering, since it is easiest to read. Use all capital letters, and do not slant or italicize letters. 

· Use and vary the color. Also, check from a distance to make sure the color works well and is not distracting. 

Overhead Transparencies
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These are useful for audience settings of 20 to 50 people and can be produced quickly, easily, and inexpensively. Any camera-ready artwork, whether word charts, illustrations, or diagrams can be made into transparencies using standard office paper copiers. 

· Most manufacturers of paper copiers offer clear and colored acetate sheets that run through copying machines like paper, but transfer a black image into acetate for use as overhead transparencies. 

· The standard transparency size is 8=" x 11''. The only piece of hardware required is an overhead transparency projector. 

· Overlay transparencies provide a good cumulative presentation. 

· Speaker can use an overhead projector with significant light in the room, thereby enabling the speaker to maintain eye contact with the audience. 

Limitations: 

· The projected image size is sometimes too small to be seen from the back of a large room. 

· Often, the image does not sit square on the screen, as the head of the projector is tilted to increase the size of the image. 

· It is difficult to write on the transparency while it is on the projector. 

· Sometimes the projector head gets in the audience's way. 

· Some speakers feel captive to the machine, because they must change each transparency by hand. 

When Developing Overhead Transparencies: 

· Use permanent and/or water-soluble ink color marker pens to color your overhead transparency. 

· Overhead transparencies can be developed during a presentation by marking on acetate sheets with water-soluble or permanent transparency pens. The same approach can be used to add information to existing transparencies. In both cases, a damp tissue can be used to wipe information off a transparency that has been marked with water-soluble ink. 

· When removing a transparency from the machine during the presentation, slide the next immediately underneath it to achieve a smooth transition. Don't leave the screen blank with the light on. 

· A 45-degree angle to the audience is the most effective location for an overhead projector and screen. This provides for the least obstructed view. Ideally, set the projector on a table lower than the surrounding tables or platforms to make it less imposing. 

· Transparencies with too much information - especially typed pages designed for a printed piece and transferred to acetate - are confusing. Keep transparencies simple. 

· When typing words for transparencies, use bold typing elements. 

· Consider making use of a laser printer that can produce good quality transparencies in a variety of bold type styles. 

Posters
Posters are prepared graphic devices that can be made of a variety of materials and media - photographs, diagrams, graphs, word messages, or a combination of these. Posters work best in smaller audience sizes. 

· Posters are permanent and portable. 

· Posters can be simple or very elaborate. 

· Posters can be used alone or in a series to tell a story. 

Limitations: 

· Posters tend to contain too much detail. 

· Transporting them can be difficult. 

· The more elaborate posters require extensive preparation and can be quite costly. 

When preparing posters: 

· Each poster should contain one message or theme. 

· Words, charts, diagrams, and other symbols must be penned in a large enough size to be seen by everyone in the room. 

· Use all capital letters, and do not slant or italicize letters. 

· Use and vary the color. Also, check from a distance to make sure the color works well and is not distracting. 
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35 Millimeter Slides
These enliven a presentation for virtually any size audience. They can project a professional image, are relatively inexpensive to produce, and if necessary, can be produced quickly. 

· Slides have high credibility with audiences because viewers looking at photographic slides taken in the field often feel that seeing is believing. 

· The only hardware required is a slide projector and a screen. Slide programs are easy to package in slide trays. 

· Changes in slides or in their sequencing can be done rapidly to meet changing conditions or audiences. 

Limitations: 

· Slides cannot be made using a photocopying machine. Therefore, they require more time and money to produce than overhead transparencies. 

· The lights must be dimmed more for slides than for overhead transparencies. 

· Slides require a great deal of preparation and rehearsal. 

When Developing a Slide Presentation: 

· Use the outline or text of your talk to note places for appropriate visuals. 

· The best slide programs often mix field photographs with slides of charts, graphs, and other supporting images. 

· Catalog and categorize slides, and place a date, location, and other relevant information on each slide. 

Audio-Slide Show
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These are self-contained programs having pre-recorded sound tracks that are coordinated with slides by use of electronic synchronizers. The recording tape includes electronic signals that activate a connected slide projector so that an image appears simultaneously with the appropriate voice message, music or sound effects. Audio-slide programs can serve audiences ranging from a handful to a couple of hundred people. 

· For a fraction of the cost of films, audio-slide programs can achieve many of the same program needs. 

· They can impart considerable information because color and a wide array of audio-techniques and visual images can be used. 

· If multiple projectors are used with dissolve units that allow images to "fold" into one another, even a sense of movement can be created. 

· They usually can be produces in-house, equipment is accessible, and they offer a presenter the flexibility of changing slides to meet the needs of specific audiences. 

Limitations: 

· Time must be allotted for developing script, sound-track, title and credit slides, visuals, and for production. 

· Each presentation requires securing and assembling proper equipment synchronizer, tape recorder, projector(s), screen(s). 

· Good maintenance must be given to slides so that a warped slide doesn't malfunction. 

When Developing a Program: 

· Identify all components to the program and possible resources to assist in developing these components (e.g., photo lab, recording studio, slide library, graphic artists, and a person who has prepared similar programs). 

· Make an initial contact with resource personnel to see what services they can provide, time frames and their scheduling requirements. 

· Develop a tentative production schedule. 

· Prepare a script or a story board and carry this script with you. 

· Photograph or borrow slides of scenes that emphasize your points. Also, gather charts, drawings, books, or other resource materials pertinent to the subject which may be photographed or reproduced graphically as slides. 

· Keep images to one message per frame. 

· Test-run the slide-tape show with enough time to replace slides that are unclear. 

· Secure permission to use commercial or otherwise copyrighted music or material. 

· Keep credit slides to a minimum and use simple design for clarity. 

Videotape
This electronically carries both a picture and a sound track. Its features of sound, movement, vivid image, color, and variety hold an audience's attention the way film does. Videotape can be used to program an entire presentation, or to support a speaker's remarks by highlighting certain topics.
Limitations: 

· Videotape productions can be expensive to create and require experienced production teams. 

· In large meetings, the audience may not be able to see the monitor. (If resources permit, video projectors are available.) 

When Developing Videotape: 

· Practicing with the equipment by filming, as well as showing, is the best way to overcome hesitancies about its use. 

· To cover the basics if you are brand new to video use, budget yourself a one hour session with an experienced video producer, whether amateur or professional. 

· Composing and editing a 15-minute video production can easily consume dozens of hours whether you do all of the work or contract to have part of it done. In order for this kind of investment to pay off, it usually means that the final product should be viewed by a large audience or multiple audiences. Consider the facilities available before choosing to use videotape. 
Physical Surrounding:

Seating along with related physical arrangements creates the foundation for meetings, programs and training.  Often called room setups, they encompass comfort, access and safety for the attendees, and when selected appropriately, extend a presenter's influence in the room, broadcast intention and eliminate distractions.

Seating setups fall into two broad categories: large groups (generally over 40) and small groups (usually under 40). 

Large Group Setups
The most commonly used, but not always the most appropriate, style of seating for large groups is Theater style. Other options are Classroom and Chevron styles. Presentations accompanied by meals have one choice--Banquet style (large round tables).  Banquet has drawbacks but audiences are accustomed to turning their chairs and heads to see the speaker, crowded tables and noise from the food service.

Theater style supports "Sage on the Stage" presentations where speakers give forth with their wisdom, knowledge or wit intending that it be absorbed individually and passively by members of the audience without any reinforcement activity such as practice sessions, role playing, or brainstorming.  If the presentation involves note taking or reference to handout material, Classroom style is a better choice as it provides a writing surface.

Chevron style is an excellent choice for audience interactivity. It is very flexible, good for either large or small groups and fosters a sense of audience involvement as the audience can see others and get feedback from them. Chevron can be adapted into Cluster seating for group exercises by audience members turning their seats around to face the table behind.  Both Classroom and Theater can be altered to a Modified Chevron by angling the outside sections.         

	Theater Style

	[image: image7.jpg]



	Accommodates the most people per area.
About 10-13 square feet per person.
Appropriate for lectures and keynoters.
Note taking cumbersome for audience.

	Classroom Style
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	Same as Theater Style but with tables.
About 17-20 square feet per person.
Supports note taking and use of handout materials.

	Chevron Style  
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	Provides place for beverages and elbows.
Most interactive of large group setups.
Promotes a sense of participation.
About 20-23 square feet per person.
Can be setup with or without tables.

	Modified Chevron
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	Can be setup with or without tables. 
Improves visibility of speaker and visuals from side sections.  More interactive than Theater or Classroom.  



Small Groups Setups
All the small group setups (Perpendicular, U-Shape, Semi-Circle, Hollow Square or Rectangle, Boardroom, Cluster and Chevron) provide for and encourage the audience to take an active role in the presentation/meeting and to communicate with their peers. 

Large group setups, such as Theater or Classroom, are sometimes used for small group presentations without realizing they create a formal, impersonal atmosphere that may work against the learning goals and objectives of the program and can present serious problems in learning environments requiring audience-to-audience interaction such as discussions, problem solving, or honest feedback. When an audience is able to make eye contact with other members, as in Chevron style, the audience builds a sense of community and group learning occurs.  Small group setups are ideal for planning/strategy meetings, focus groups, information sharing, status reports and introduction of new ideas.  

	Hollow square or rectangle
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	For meetings where hierarchy is not an issue.    Excellent for facilitator led meetings. Encourages audience participation. Awkward to use any visuals.

	   Boardrooom 
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	Very good for groups between 6 and 15.
Suggests formality and hierarchy.
Over 15, people at the far end table may feel left out and form a separate group.

	Perpendicular Style
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	Seats can be on either outside or inside of tables.
Instructor can survey students' work.
Easy exchange between presenter and audience.
Center usable for exhibits or demos.

	U-Shape
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	Encourages collaboration. 
Center area usable for simulations and role plays. Can be used with or without speaker table. 

	Semi-circle or Circle
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	Can be setup with or without tables.
Presenter's role is minimal.
Excellent for emotional sessions such as sharing grief.  
Encourages a sense of group and bonding.


	Cluster style
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	Good for presentations with breakout groups.  Clusters easily return to being a single group.  Quick and easy to follow with a meal.
Tables can be either round or small rectangles.


Arrangements Checklist 

· Select a seating arrangement to support the event and presenter's goals. 

· Provide comfortable chairs.  

· Arrange for adjustable chairs for day-long training.  

· Provide surface for writing, using manuals, laptops, and placing beverages.  

· Accommodate people with special hearing, seeing or mobility needs.  

· Plan sufficient space for each person to avoid feeling cramped.  

· Provide for easy access to seating with adequate number and width of aisles. 

· Select space proportionate to the number of people attending. 

· Ten people will feel lost in a room set up for 300, surmise the meeting is poorly attended even though everyone is there and tend to disperse to near the exits.  If you must use a large room for a small group, cordon off the unused area with plastic emergency tape.  

· Check for adequate air and comfortable air temperature. 

· Avoid noxious odors or enticing aromas.  

· Check room for exterior noise.   

· Tape door latches to prevent them from making noise when people have to leave or arrive late. 

· Arrange for adequate acoustics and acoustical support so people can hear (May require a variety of microphones). 

· Arrange for adequate lighting for presenter, audience and activities planned  

· Find out who to contact when problems occur.  

· Raise the speaker with a podium or platform so those in back can see.  

· Consider whether to use a lectern, it covers about 75% of the body and restricts the speaker's movement.  

· Locate screens, projectors and related visual equipment so audience can see  

· Determine which wall will be the front of the room.  

· Place entrance at rear of room to minimize coming and going distractions.  

· Check flip chart use and wall space for the display of filled pages. 

· Find out if there is time and staff to change the setup in a room for subsequent speakers.  

· Provide water, coffee, or other refreshments.  

· Test equipment for working order (video, projectors, monitors, grease boards). 

· Provide vanity curtain for speaker's table to hide their stuff. 

· Note proximity to rest rooms. 

· See that exit doors are clearly marked.  

· Provide signs on outside door(s) and inside identifying the event and time.  

· Provide name tags and/or name tents for attendees and presenters. 

· Arrange for intuitive registration and program material distribution. 
The Types of Graphs

One of the most useful features of a spreadsheet is its ability to create a wide assortment of charts or graphs. It is also relatively easy to copy a graph made with a spreadsheet and paste it into another document such as a letter or report. All graphs (except the pie chart or circle graph) use data that is plotted in at least two dimensions. The first dimension is horizontal (from left to right) and is commonly referred to as the "x-axis". The other dimension is vertical (bottom to top) and is called the "y-axis". Sometimes data will be placed in front of other data in a 3D effect. This is referred to as the "z-axis". We will really only discuss x and y axis graphs.

Here we are going to look at a few common graphs. For each type, there are lots of variations.

1. Line Graph
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At significant times, such as weekly or monthly, the data is plotted to create dots. Then a line is drawn to connect the dots. This type of graph is useful for showing "trends". I.e. it quickly shows if sales are going up or down.

In the example above, we are plotting the number of "graduates" from 1987 through 1999. The actual number (sometimes approximated) is plotted for each year. Then the plotted dots are joined by straight lines. In the graph above, we can see that, although there have been variations, the trend is towards more and more graduates.

2. Bar Graph

A second type of graph is the bar graph. Again points are plotted representing various data. However, instead of connecting the dots, a bar or rectangle is drawn from the x or y axis to the point. (That is, the starting point where x or y = 0 to the plotted point.) Bar graphs can therefore be drawn horizontally or vertically. This type of graph is very useful for comparing two or more similar items.

[image: image18.png]In'$ Thousands

4500
4000
3500
3000
2500
2000
1500
1000

500

Sales by Quarter ($1000)

4060 4075

3050

2800

Quarter 1 Quarter 2 Quarter 3 Quarter4

Quarters





Here we are comparing sales by quarters (of the year). It is quite easy to see that the best sales occurred in the second and third quarters, although it's not so easy to see which quarter had the most sales. Here's another look at the same data:
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This graph uses different styles of shading for the bars. The x-axis does not have any labels, so we use the shading to find what each bar represents by comparing it to the small square in the rectangle at the right, called the "Legend". We see that the horizontal line shading represents the first quarter, and so on. For this particular data, the first chart probably looks the best and gives the most information in the easiest to read manner.

3. Pictograph

A pictograph most closely resembles a bar graph, but uses small graphics or icons in place of the bars. Thus sales of 45 recreational vehicles might be represented by 4.5 small pictures, each picture representing 10 units. Pictographs may make the data more relevant and interesting. It's easy to skip over another bar graph, but a pictograph grabs your eye and you can instantly see what the graph is about.

4. Scatter Diagram

A scatter diagram is essentially the plotted dots without any connecting line. A scatter diagram is used when you want to see if there is a relationship between two different sets of data. For example, suppose a number of people were interviewed and their various wages and educational levels plotted. We can use the educational level as the x-axis, that is as we move further right, the educational level increases, Then, the salary or wages can use the y-axis. When the data is plotted, we should see if there is any relationship. For example, if people are actually paid more for having a higher level of education, we should see that as the educational level increases (moving right), so the wages or salaries increase as well (moving up). If it were a perfect relationship, the dots should form a straight line angling up and right. However, a much more likely scatter diagram might be the daily high temperatures over a month. Again, in a month like March, April or May, you should see that as the month matures, the temperatures tend to rise, but there are still warmer than normal and colder than normal days that affect the trend.
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This graph plots the low temperatures for April. If we were to connect the lines, we would see some very large changes, but our purpose is not so much to plot the changes as to determine an average or mean temperature or temperature trend. This particular graph shows a series of small trends, but no clear trend for the month. Rather, we can see that for most of the month the temperature remains rather constant, between about 3 and 8°C.

5. Pie Chart

One of the most visually interesting and informative graphs is the pie chart or circle graph. This graph is especially useful to show how money has been spent as in a budget. It is usually quite easy to see which section is the largest, for example, and what sections are much smaller. In many pie charts, the section the author wants to draw your attention to is separated from the rest of the "pie".
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Unlike the other graphs, the pie chart is used when the total of something is known and you want to show the pieces that make it up. The other graphs can usually be extended with no arbitrary ending points and, therefore, no "total".

In most cases, you could present your data using two or more different types of graph. However, one type may be more suitable depending on the data you want to present.

Corporate Identity

Identity Systems: encompass logos, letterhead, and business cards, and spills over into other areas such as business forms, brochures, and signage as well. 

Logos: are symbols and/or type that help to quickly, visually identify a company or organization. They are used in almost all printed materials a company produces and along with color and basic design elements reinforce an organization's identity and name or brand awareness. 

Letterhead and business cards: are the basic items that most businesses use and are often the first thing small business owners will contact a designer to create. For small business on a tight budget the letterhead may do double or triple duty for printing invoices, fliers, or even for simple brochures. 
Annual reports: are special financial documents used to provide a summary of operations and financial standing of a company or organization 

Proposals: These are another type of report that companies may produce for perspective clients or investors. 
Business forms: Includes those used internally by a company and those seen by customers or others. Invoices, order forms, routing slips, statements, customer satisfaction surveys, employee suggestion forms, and job tracking forms are just some of the types of forms a business or organization might need. 

Catalogs: can be large or small. Generally they consist of illustrations or photos plus descriptions of the products depicted. Any company that produces a number of products or parts for sale is a potential customer for your catalog design skills. 

Menus: range from simple price lists to elaborate booklets with photos and illustrations. Like catalogs, restaurant offerings and prices change often resulting in repeat business. 

Lists: Products and services including price lists are another example of frequently changing documents that range from simple lists to elaborate designs. 

Collaterals: include a wide range of documents that companies use to promote themselves. They differ from advertising materials in that they are generally more of a soft-sell and often designed to provide on-going PR for a company more than generate immediate sales. Collaterals may or may not be tied to specific advertising campaigns. 

Brochures: take many forms. They can introduce an entire company and its products or services or may focus on a specific product. Companies may have a variety of brochures aimed at different types of customers — prospects, new customers, repeat customers. 

Promotional materials: can include notepads, calendars, bookmarks, magnets, t-shirts, mouse pads, and other "leave-behinds" that are useful to the prospect or customer and provide silent, long-term exposure for the company that imprints their name, logo, and contact information on the items. 
Certificates: can include award certificates for internal use but can also be customer appreciation awards and gift certificates for new or existing customers.

Cards: can serve as goodwill collaterals when sent as holiday greetings or to say thank you to customers.

. 

Marketing Materials: created by designers using desktop publishing software include display advertising, fliers, sales circulars, and direct mail packages. Newsletters can be used as marketing or promotional vehicles as well.

Periodicals: These are publications that generally come out on a regularly recurring schedule whether it's annual, monthly, weekly, or even daily. Newsletters, newspapers, and magazines are periodicals. They provide a great opportunity for repeat business but can be time and effort-intensive. 

Publications: for our purposes here, refers primarily to books and other non-periodical publications such as booklets, workbooks, manuals. 

Signage: Retailers need signs in front of their stores as well as inside. Buildings need signs to point visitors to certain areas such as the lobby, a lounge, the exits, the elevators. Exhibitors at conventions and trade shows need signs. Cities and states need road signs. 

Web publishing: can involve designing web pages or entire sites, providing original content, or placing existing print documents online.

Electronic publishing: includes Web as well as other non-print publishing such as email newsletters, CD-ROM publications, eBooks, and PDF documents.

Interviewing

1. One-on-one interview

To get to this stage you would have succeeded in qualifying the preliminary screening processes. The selection process will have been narrowed down and the company has recognized you as an attractive prospect. 

2. Lunch interview

A interview over lunch will be more casual than in an office. The decision whether to smoke or drink alcohol should be based upon the location and what the interviewer is doing. 

3. Screening interview

Screening interviews occur if there is a huge number of job applicants, however on the whole candidates are rarely asked to attend them. 

4. Telephone interview

Sometimes if a candidate lives a great distance from the offices of the company then it may not be practical to attend preliminary interviews in person. In this case an interview can be conducted on the telephone. 

Video interviews

Dress as you would for a conventional interview; address your answers to the interviewer (ie to the camera rather than the display screen); and listen carefully to the questions and instructions, asking the interviewer to repeat anything that you don’t understand.

Sequential interviews

These are several interviews in turn, with a different interviewer each time. Usually, each interviewer will ask questions to test different sets of competencies. However, you may find yourself answering the same questions over and over. If this does happen, make sure you answer each one as fully as the time before.

Group interview

Often group interviews are used to introduce the company and describe the job to an assembled audience of candidates. As this form of interview is not one-on-one there is not so much pressure on an individual candidate, however the aim is to stand out from the crowd and be noticed. 

Committee/Panel interview

During committee interviews candidates are questioned by several company personnel at once. Be sure to impress all of the interviewers, 

General preparation before any interview

Carry out research into the company, know what it's products are, its size, income, reputation, image, goals, problems. 
Selection interview:

The purpose of the selection interview is to provide a supervisor with job-related information upon which a selection can be made. The selection interview is a one-on-one meeting: the selecting official, and the candidate. 
The questions used in the selection interview generally meet the same requirements as the questions for the ranking interview. Interviewers should be well prepared. 
· Make the candidate comfortable 

· Introduce the interviewer, (tell a little about him/her) 

· Clarify questions, if needed 

· Spend about equal amounts of time with each candidate 

· Do not "test" the candidate 

· Allow the candidate to ask questions 

· Indicate when the candidate will know the results of the interview 


The selection interview is part of the selection process. It must be job related. There must be some "audit trail" of why one candidate was selected over another. 

The appraisal interview

· Employees should be given adequate notice of the appraisal interview. Self assessment Forms can help them prepare

· At least one hour should be set aside for the interview

· Seating arrangements should be comfortable and the interview free from interruptions

· The appraiser should suggest ways in which the employee's good work can be continued and how he or she can achieve further improvement

· Both parties should discuss how far agreed objectives have been met and agree future objectives 

Disciplinary hearings and interviews

It is essential that disciplinary hearings and disciplinary interviews are handled effectively and conducted in a fair and systematic manner. 
In advance of the hearing, the employee accused of misconduct should be:

· Informed in writing of the purpose of the interview 

· Informed in writing of the alleged offence 

· Given copies of any supporting documents or statement 

· Informed in writing of the penalty if the allegation is upheld 

The employee must be given sufficient time to prepare for the interview. At least 48 hours notice would usually be appropriate.

The Grievance Interview
The key to good grievance handling is a proper investigation and that process should start with interviewing the member who comes to you with a problem. Based on this key interview, you will make a number of important decisions such as what to do with the problem, whether to investigate it further, and how to resolve the issue.

Ask and answer the "five W's":

Who -- is involved? Name(s) of the worker(s) and the basic work information about the member(s) such as department, shift, job title, seniority, employee number. 
When -- did the incident or condition occur? Get dates and time as accurately as possible.
What -- happened or didn't happen? What did the worker(s) do? What did management do or not do? What happened in the past? 
Where -- did the incident take place.
Why -- did the incident occur? In answering this question, you may have to sift conflicting opinion to get at the facts.

Preparation for Interview

· Choose a setting with little distraction. Avoid loud lights or noises, ensure the interviewee is comfortable (you might ask them if they are), etc. Often, they may feel more comfortable at their own places of work or homes. 

· Explain the purpose of the interview. 

· Address terms of confidentiality. Note any terms of confidentiality. (Be careful here. Rarely can you absolutely promise anything. Courts may get access to information, in certain circumstances.) Explain who will get access to their answers and how their answers will be analyzed. If their comments are to be used as quotes, get their written permission to do so. See getting informed consent. 

· Explain the format of the interview. Explain the type of interview you are conducting and its nature. If you want them to ask questions, specify if they're to do so as they have them or wait until the end of the interview. 

· Indicate how long the interview usually takes. 

· Tell them how to get in touch with you later if they want to. 

· Ask them if they have any questions before you both get started with the interview. 

· Don't count on your memory to recall their answers. Ask for permission to record the interview or bring along someone to take notes. 

Types of Topics in Questions

· Patton notes six kinds of questions. One can ask questions about:

· Behaviors - about what a person has done or is doing 

· Opinions/values - about what a person thinks about a topic 

· Feelings - note that respondents sometimes respond with "I think ..." so be careful to note that you're looking for feelings 

· Knowledge - to get facts about a topic 

· Sensory - about what people have seen, touched, heard, tasted or smelled 

· Background/demographics - standard background questions, such as age, education, etc. 

· Note that the above questions can be asked in terms of past, present or future.

Sequence of Questions

· Get the respondents involved in the interview as soon as possible. 

· Before asking about controversial matters (such as feelings and conclusions), first ask about some facts. With this approach, respondents can more easily engage in the interview before warming up to more personal matters. 

· Intersperse fact-based questions throughout the interview to avoid long lists of fact-based questions, which tends to leave respondents disengaged. 

· Ask questions about the present before questions about the past or future. It's usually easier for them to talk about the present and then work into the past or future. 

· The last questions might be to allow respondents to provide any other information they prefer to add and their impressions of the interview. 

Wording of Questions

· Wording should be open-ended. Respondents should be able to choose their own terms when answering questions. 

· Questions should be as neutral as possible. Avoid wording that might influence answers, e.g., evocative, judgmental wording. 

· Questions should be asked one at a time. 

· Questions should be worded clearly. This includes knowing any terms particular to the program or the respondents' culture. 

· Be careful asking "why" questions. This type of question infers a cause-effect relationship that may not truly exist. These questions may also cause respondents to feel defensive, e.g., that they have to justify their response, which may inhibit their responses to this and future questions. 

Conducting Interview

· Occasionally verify the tape recorder (if used) is working. 

· Ask one question at a time. 

· Attempt to remain as neutral as possible. That is, don't show strong emotional reactions to their responses. Patton suggests to act as if "you've heard it all before." 

· Encourage responses with occasional nods of the head, "uh huh"s, etc. 

· Be careful about the appearance when note taking. That is, if you jump to take a note, it may appear as if you're surprised or very pleased about an answer, which may influence answers to future questions. 

· Provide transition between major topics, e.g., "we've been talking about (some topic) and now I'd like to move on to (another topic)." 

· Don't lose control of the interview. This can occur when respondents stray to another topic, take so long to answer a question that times begins to run out, or even begin asking questions to the interviewer. 
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