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Part One Overview[ Chapter 1 The Basics of Communication] [I [0 [0 [0 [0 O Chapter 2 The Communicafton
Processt] O O O O O Chapter 3 Communication at the WorkplaceD OO [0 [0 [0 [0 [0 00 Chapter 4 Forms of
Electronic Communication] Merging Mediall 0 O O 0O 0O O O O O O O Part Two Written Communication
[0 Chapter 5 Business Writing Style 0 O O O O 0O 0O 0O 0O 0O O O O O Chapter 6 Basic Format for Business
Lettersd] 0 0 O 0O O O O O O O Chapter 7 Writing with Positive and Negative Information] 0 0 0 0 0 O O
0O O O O O O Chapter 8 Persuasive Writingdl [ [0 O 00 O O Chapter 9 Business Memos and Reports(] [0 [0 [0
0 OO O O O Chapter 10 Using Visual Aid in Business Writingdd O O O 0O 0O 0O O O O O O Chapter 11
Developing Surveys and Questionnariest] O [0 00 [0 [0 OO O O Chapter 12 Electronic Communicationd O O [J
I Part Three Listening and Talking] Chapter 13 Listening Skills [0 [0 [0 [0 O O Chapter 14 Negotiation Skills [
0 O O O O Chapter 15 Business Presentation] [ [0 0 0 Part Four Employment Communication [J Chapter 16
The Employment Interview(d [0 OO O O [ Chapter 17 Resumes and Cover LettersC] O O 0O 0O 0O O
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0 O O Stimulates further communication and discussion.Leavitt and Mueller [J 195101 support the view that
feedback increases the accuracy of themessage in the communication process. Although feedback increases the
amount of timeneeded to send the message, both sender and receiver need feedback. Senders check that
thereceiver's understanding of the message is correct by asking the receiver to rephrase what hasbeen said and
indicating their agreement or disagreement. Feedback is important to the senderbecause it lets them determine how
the message is being received and helps the receiver tounderstand the message.Feedback can help or hinder the
message and the communication climate. In theworkplace most people communicate face-to-face with their
leaders,supervisors andcolleagues so the ability to provide appropriate feedback can assist the development
ofeffective working relationships.C] 501 Communication channelA communication channel is the means or
technique used to signal or convey a message for example, a conversation, letter, telephone call, email or television
program. Some times these channels are internal to the organization; other channels are outside the organization
andare thus external channels. An appropriate channel suits the communication purpose, theneeds of the sender,
the message and the needs of the receiver, Different lines or channels ofcommunication are used inside, an
organization.Horizontal channels operate between colleagues at the same level within the organization’s stru6ture,
while vertical channels movecommunication up and down between different levels in the organization. These
horizontaland vertical flows are discussed later.[] 601 ContextContext is the situation or setting within which
communication takes place, or thecircumstances that surround a particular piece of communication. Devito
(119890 identifiesthree dimensions in the context —— physical, social-psychological and the temporal.
Thephysical environment contains the tangible or concrete items in the environment. The roles,norms and morals
of the society make up the social-psychological dimension. The temporaldimension describes the time history as
well as the position of the communication in thesequence of events.
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