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FACETO FACECOMMUNICATION

Notes

Aslearners, you al havefaced certain situations, at homeor inapublic space, where | ¢ Involve: toinclude
you have had to speak with or listen to someone for some purpose. Many of you asanecessary part
might have al so felt nervousor happy or sad in such situations, given the nature of the
communication. For example, when you have met afriend after along timeand spoken
facetoface, you must have been so happy and perhapseventhefriend. Similarly, you _
could havea so beenin asituation, where arelative hastal ked about agreat personal siopping
loss. No matter the topi c or the Situation in which communi cation hastaken place, all
face-to-faceinteractionshave certain e ementsthat go beyond wordsand requireyou

to be observant and aert. In thislesson, wewill learn about the different factorsand

possibilitiesin face-to-face communication situations. Thereby, wewill try to prepare

for and face such situationswith confidence!

LEARNING OUTCOMES

After completing thelesson, thelearner:

e Congantly:
continuoudy, without

™ Practices for red-lifestuationsin faceto face communication;

° | dentifiesthe nuancesof BusinessEnglish;

Inferstheextra-linguistic cuesin faceto face communication;

Arguesto persuadethrough logic and argument.

22.1WHAT ISFACE-TO-FACE COMMUNICATION?

Communication, ingeneral, isatwo-way processwhichinvolvesaspeaker anda
listener who constantly keep changing their roles. If two people are communicating,
then person A isaspesker and person B isalistener. The moment person B responds,
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Face To Face Communication

then B becomesthe speaker and person A becomesthelistener.

For instance, you aretelling your mother what you want to egt for dinner. You arethe
speaker and your mother isthelistener. Now, after you have said what you want to
eat, your mother tellsyou that the mainingredient to preparethe dishisout of stock.
So, your mother becomesthe speaker as shetakes her own turnto reply to you and
you becomethelistener.

Hence, to understand communication well, we must understand the processfirst and
accept that turn-taking isvital. Communication will not be possibleif everyoneisa
speaker or everyoneisalistener.

Now, moving on, the process of communication involvesfour major components.

Message

Receiver

Feedback

Fig.: 22.1 (source: Google)

The speaker framesamessageand trandfersit viaamediumto thelistener. Thelistener
triesto understand it, derivesameaning out of it and replies back to the speaker.
Therecan besevera typesof communication, such astel ephonic conversations, video
cdlls, face-to-face communication, etc., depending onwhich mediumisbeingused. In
thischapter, wewill focusonthelast one, i.e., face-to-face communication.

Face-to-face communication isone of themost common and most important means
of communication. Itinvolvesextensve cuesfrom non-verbal communication. This
iswhy it isnot sufficient to s mply understand the meaning of thewordsbeingused. As
aspesker or asalistener, you need to follow anumber of different non-verbal cues. In
thisway, youwill be ableto make perfect sense of what isbeing communicated. (For
instance, if afriend congratul ates you on scoring the highest marksin apaper, witha
frown on hisor her face, then he or sheisnot happy about it and the congratul atory
messageisnot agenuineone).
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Face To Face Communication

- exrquEsTIoNszz:

1.  What doyou understand by face-to-face communication?

2. Twofriends, Shyam and Rohit, are quarrelling astheir other friends, Surg,
Vishnu, Mohit and L akshit watch them. Who isthe speaker and who isthe
ligener?

3. Howisturntakingimportantin communication?

4.  Why dowe need to observe non-verbal cuesin face-to-face communication?

26.2\WHAT ARETHE DIFFERENT NON-VERBAL CUESIN FACE-TO-
FACE COMMUNICATION?

Useof eyecontact: Any individual must maintain eye contact when speaking to the
audienceor hisor her listeners. Proper eye contact shows confidencein the speaker
whilelack of eye contact denotes|ow self-esteem and in certain casesfal sification
andinsincerity. If you avoid eye contact with the speaker, it showslack of interestin
thetopic or the person whois speaking.

=L - )
¢ )

Fig.: 22.2 (source: Google)

Facial Expressions: During face-to-face conversations, we use wordsto convey
our thoughts but facial expressionsconvey our emotions. Even without talking, you
can understand the mental state of a person, like whether a person is happy, sad,
angry, surprised, etc. Pleaselook at theimage below to understand the variety of
facia expressonsand how they convey several emotions.
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Surprise

o

Disgust Sadness

Fig. : 22.3 (source: Google)

Touch: Peoplea so communicate through the sense of touch. It signifiesthelevel of
intimacy you have or can have with aperson. For instance, you can hug and convey
something to your own siter, but for astranger, you haveto adopt adifferent approach.
Some of themost common formsof communi cation through touch arethefollowing:
shaking hands, apat on the back, holding hands, hugging etc. So, according to the
level of familiarity, you shake handswith people whom you are most formal with.
However, you would hug aperson withwhomyou areleast formal. Theimage below
showsdifferent kindsof touch.

4

Body language: Body language is a very important part of face-to-face
communication. Sometimes, it can beintentional but most of thetimeitisunintentiona.
But eventhoughitisunintentional, your body language reveal s something about you,
likeyour attitude, your interests, your current state of mind, etc. For example, dightly
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leaning forward showsthat thelistener isinterested in the conversation, whilefol ded Face To Face
handssuggest adefensiveattitude or that you are not opento theideasbeing sharedin Communication
the conversation.

Body language comprises.

() Handgestures

Notes

Fig.: 22.5.1 (source: Google)

(i)  Body posture

EA% AP
BO¥QbLL

Image 22.5.2 (source: Google)

(i) Facid expressons

Image 22.5.3 (source: Google)
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\(iv) Eyemovements
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Fig.: 25.5.4 (source: Google)

Per sonal appear ance: How you dressrevealsalot about you. For example, the
way studentsdresswhilegoing to school isdifferent from how they dresswhenreaxing
a home. Every occasion demandsadifferent kind of dressing; formal occas onsdemand
formal clothesandinformal occasionsallow casua clothes. Peopleare not expected
togototheir workplaceintheir pgamas. Clothing a so showsalot about one' scultura
traditions and behavioral traits. Wearing neat and clean clothes enhances your
confidence, people’s perception of you and makes you more presentable in a
professiona setup.

Hr

A

Fig. : 26.6 (source: Google)

Let’'sDo 23.1
M ake complete sentenceswith thefollowing words.

1 Denote:

2. Self-esteem:
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3. Convey: Face To Face
L Communication

4.  Signify:

5. Intimacy:

6. Traits

7. Enhance:

w Notes

1. Dhananjay hastoattend an official meetingwithhisbossinhisoffice. Hedecides | @ Strategy: anaction
to wear a colourful vest and a low-waist jeans trouser. How will the plan usedto do
communication process beaffected by this? omething

successfully

2. TheMathematicsteacher isasking Manoj whether he hascheated whileanswering
the questionsin theexam. Manoj is constantly breaking eye contact with the
teacher and at times|ooking away whiletalking to the teacher. How will the
interaction beimpacted by Manoj’snon-verbal communication?

3. Sushmaand Sushed, who havejust met at abirthday party, arehavinganinformal
conversation. Sushma ssister, Neha, isa so there. Can Sushmahug and kiss
both Sushed and Nehato convey how much shelikesthem both?1f yes, why?
If no, why not? Explain the consequences of non-verba communicationwith
referenceto touch and leve of intimacy.

4.  Rahul and Mohan are having asecret conversation while being surrounded by
other family members. Cong dering your own experience, think about how Rahul
and Mohan can usefacia expressonsand eye movementsto convey messages
to each other.

22.3 HOW DO POLITENESS AND BEING POLITE INFLUENCE
COMMUNICATION?

During face-to-face communication, it isequaly important to be politewith the other
person. Politenessisasmplestr ategy used in everyday communicationwhich respects
the other person. For instance, asIndians, we arevery polite and considerate when
gpesking to our familial elders. Even outsidethefamily, werespect senior citizensand
interact with them politely. Beyond age, other factorslike socid standing, professional
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status(likeapoliceman, adistrict magistrate, etc.), organisational hierarchy (whois
the senior versuswho isanintern), etc., determinewho isgoing to act politely ina
communicative exchangewith whom. A polite person will haveapositiveimpact on
thelistener, compared to an impolite person who might get anegative reaction.

LET USDO 222

Choosethepoliter version fromthe set of statementsgiven below:
Examplel.

StudentA: Will you takeaclasstoday?

Student B: Greetings! Would you betaking aclasstoday?
Example2

TeacherA: Closethedoor!

Teacher B: Wouldyou mind closing the door?

Example3.

StudentA: | was absent yesterday. Explain the poem again.
Student B: Could you please go over the poem again?| was absent yesterday.
Example4.

Teacher A: You didn’t understand the concept.

Teacher B: You seem to have misunderstood the concept.

Key: Inall theabove examples, option B usesthe politer version. You will noticein
certain exampleslikeno. 2, adifferent structuring of the same sentence makesit sound
polite. Here, Teacher A issuesan order (animperative construction) whereas Teacher
B asksaquestion.

- exrquesTionszzs

1.  What doyou understand by politeness?

2. Thinkaout your ownfamily. Consder how you spesk to your immediatefamily
members. Next, consider how you speak to your relatives. Isthereadifference?
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What did your parentsteach you about speaking to elder people? Thereisalso
the convention of charan sparsh (touching the elder’ sfeet) before greeting and
talking to one's elders. What do you think about this? Does this have any
sgnificanceasanon-verba gesture?

3. Beyondage, what arethefactorsin an Indian setting that influence politeness
norms? Now think of your own state within India. Arethere any particul ar
congiderationsinyour own state (like Gujarat, Tamil Nadu, Madhya Pradesh,
West Bengdl, etc.) that you haveto keep in mind whilebeing politein face-to-
face communication? Discussafew suchissues.

4.  Rephrasethegiven sentencesintheir politer forms.

a Asyoudo not have acurrent account in the bank, | cannot processyour
request.

b) I wantyoutogivememoreinformation.
c¢) Thefoodiscold. | want hot food to be served!

d) Givemeabetter roomor | will never useyour serviceagain!

22.4 EFFECTIVE WAY SOF FACE-TO-FACE COMMUNICATION

Therearecertain thingswhichwemust keepin mind whiletaking partin face-to-face
communication. Not paying attention to these things can lead to misunderstandingsin
communication. Thesefactorscan create obstr uctionsin the processof communication.
For example:

Useof inappropriateexpressions:. Useof inappropriatetermslike slang, urban
expressions, and use of specialised termslikejargons, should be avoided in any
conversation. Not using the correct form of greeting or expression can aso hamper
the processof communication. You must useexpressionslike, hello, thank you, excuse
me, Sorry, €etc.

Socio-psychological state: Pay attention to thelistener’smood and psychological
state while speaking to the person. He or she may not bein agood mood or facing
some personal problemswhileyou speak. You need to be considerate about other
people sfedings.

Distractions: Avoid getting distracted or having something el seon your mindwhile
engaging in face-to-face communication. Pay attention to the spesker and beagood
listener. For example, you should avoid looking at the phone or multitasking when
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the other person isspeaking.

Respond and don’t react: You must becareful whilespesking. Written communication
givesustimetothink, butinoral communication, especialy face-to-facecommunication,
we often react ingtinctively without careful consideration, or even react abr uptly in
momentsof anger. You must keep calmin these situationsand think before speaking.

Let'sDo 22.3
1.  Summarisethe pointsgiven aboveinyour ownwords.

2. Discusssmilar situationsmentioned abovethat you havefaced inyour ownlife.

¥ INTEXT QUESTIONS22.4

1. Farhanand Namanareinan officia meeting when suddenly onaminor issue,
they disagreeand say thefollowing:

Farhan: What anidiotic thing to do, you moron!
Naman: Don't behavelikean ass, Farhan!

Do you think Farhan and Naman have behaved appropriately in face-to-face
communication? What is problematic here? Change the sentences used by
Farhan and Naman on the basis of what you have learned so far about the
effectivewaysof face-to-face communication.

2. Paya hasrecently received newsabout her father’ saccident and hospitdization.
Gautam wantsto speak to her about animportant project where he needs her
ass stance. Congidering hisurgency, should Gautamtalk to Paya immediately?
If yes, why so?1f no, why not?

3. Basedonyour persona experienceswithyour friends, sharetwo storieswhere
you think afriend responded versus astory where he or shereacted. In our
own lives, should werespond or react to asituation? Where doesthedifference
lie?

4.  Raviisplaying Clashof Clanson hisAndroid smartphoneasPramod istalking
about hislast trip to Ladakh, both sitting opposite to each other in acoffee
shop. How do youthink their face-to-face communication will go?Givereasons
for your answer and suggest waystoimprovethequality of their conversation.
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22.5HOW TO GREET IN FACE-TO-FACE COMMUNICATION?

As aready discussed, in face-to-face communication, your body language is as
important asspeech. Wherever you communicate, it isimportant that you dressnestly,
St or stand er ect and have an dert, smiling face. When you speak, you should speak
softly yet clearly, and you should be politeand cour teous.

Every timeyou meet someone, there are certain expressionsto be used. We choose
them onthebasisof certaincriteria

° Degreeof intimacy —friend/family member/recent acquaintance

° Natureof relationship—friendly/officia

° Status of speakers—equal/seniors

Theexpressionsto be used can bedivided into two categories. They are:
Informal: those used with friends, long time colleagues, team mates, etc.
Formal: those used with strangersand seniors

Itisimportant to understand the degree of formality and respond accordingly. While
greeting others, we use afixed set of greetingsand corresponding responses.

Greetingsand their Responses

Greetings Responses

Good morning, Mr. Das! 1. Good morning, Sir!

Good afternoon (sir/ma am)! (from 2. Good afternoon, Mohan/ Miral
12 noontill theend of aworking day)

Good evening (gentlemen/ladies)! 3. Goodevening

(6 p.m. Onwards)

Hello! Hi! How areyou? Hello! Hi! Fine, thank you!
Hi therel Long timeno see! Yeah, long timeno see!
What apleasant surprise! Sameherel

° Greetingsaregenerdly repliedtointhesameform. Whileresponding, thelistener
usualy usesadightly different intonation.
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e  Theresponsefor agreetinglike“How areyou?’ should be* 1’ mfine, thank you.
And you?/How about you?’. Do not give along account of your illness or
problems.

e  Wesay “goodevening” whenwemeet apersonlateintheevening at like 8 or
90’ clock. Weuse*good night” only at thetimeof parting.

- irexrouesrionszs

1.  Study and practisetheshort exchanges/dia oguesgiven below. | dentify whether
therelationshipis(a) formal or (b) informal.

i) A: Goodmorning, Sir!
B:  Good morning, Harish! Didn't seeyouin officeyesterday. Isevery-
thingdright?
A:  Yes, gir, thank you. | had to take aleave because afriend had come
from Chennai.
i) A: Goodmorning, sister. How areyou?
B:  I’'mfinethank you, doctor,
i) A Hello,Abdul. How areyou?
B:  Fine, thanks. How areyou?
A:  I'mfine
iv) A:  Goodmorning, Sir.
B:  Good morning, Ms. Singh. | hopeyou arefeeling better now.
A: Much better, thank you.
v) A:  Hi,Anjuyouarejust theperson | waslookingfor.
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B:  Helo, Suresh. Why, what'sup? Face To Face
Communication

vi) A Goodmorning, Mr. Rilla. Isn'titalovely day?

B:  Good morning. Yes, it'sniceand cool.

2. Matchtheresponsesto thegreetingsin thetable below:

Greetings Responses Notes
i) Hi,Rahul! Longtimenosee. a I’'mvery well. Thank you.
ii) It'sgreattoseeyou again. So, b) Hello, Rg. Yes, I'vebeen
how'slife? very busy.
i) How areyoufegling now? C) Much better, thank you.
iv) Helo, Mr. Guptal And how d) Not bad.
areyou keeping these days

3. Youhavegoneto seeasenior colleague who has been admitted to ahospital .
Which expressionwill youuse?Tick the correct response.

i)  Good morning. Ingood shape, areyou?

i)  Good morning, Sir. How’ reyou fegling now?
i)y Hi!' How'slife?

iv) Hey! How areyou, old boy?

4.  Anew employeegreetshisManaging Director at ameeting, saying, “Hi! Mr.
Sharmal Longtime, no see. What'sup?’ The Managing Director isnot at all
pleased. Why?What should he have said?

22.6 HOW TO INTRODUCE YOURSEL FAND OTHERS?

Weoften introduce peoplewho do not or may not know each other. We oftenintroduce
ourselvesto peoplewho do not know us.

In moreformal situations, it isalwaystheyounger person whoisintroduced to the
older, thewoman to theman and thejunior tothe senior.
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Exchangeswhen introducingothers

Introducing
FORMAL

Good morning, Mr. Saha.

May | introduce (toyou) Mr. Lal?

Mr. La, our new finance Manager.

Let meintroduce our new Finance
Manager, Mr. Lal.

INFORMAL

Nita, meet Mukesh. Mukesh

isour new Programmer.

By theway, do you know each other?

Nita, Mukesh
Mukesh, Nita

(Pointingwith hand)

Responses

It'sagreat pleasureto meet you,
How do you do?

Pleased to meet you.

Welcometo our office, Mukesh.

Nicemeeting you.

Yes, good to meet you again.

Exchangeswhen intr oducing your salf

Introducing
FORMAL

Good morning, I’'m Jaideep
Sehgd fromAccounts.
from Personndl.

I’dliketo introduce myself.

I’m Mukesh Kohli from JK tyres.
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INFORMAL

Hi! I'mMrityunjay Singh Hello, how doyou do?
How do you do?

Hello, youmust be Nita Yes, I’'m Nita. Nice
Singh. I'm Mukesh Kohli. mestingyou.
Excuseme, aren’t you Yes, I’'m. Good to meet
NitaSingh?l’m Mukesh. youagain.

Remember me?

REMEMBER

1.

Welcomeyour guest toyour city or place of work whilemaking introductions.
For example:

A:  Good morning, Dr. Rao. Welcometo NCL. I’ m Unikrishnan, Research
Associate.

B: Thank you. I’vebeenlooking forward to meeting you.

Informal meetingswith strangers, usethe appropriatetitle, likeMiss/Mr./Dr.
and the correct surname. When you know each other well, usethefirst name
like, Nita, Mukesh, etc. Do not usetitle and first name. For example, use Mr.
Kohli or Mukesh, not Mr. Mukesh.

After getting anideaof how tointroduce ourselvesand others, itistimefor usto
now understand why social communication and building relationshipsarevital
for usto participatein larger human networks. But beforewemoveforward, let
uslook at themeaningsof some of thedifficult wordsand revisit what wehave
learned inthispart of thelesson by answering afew basic questions.

¥ INTEXT QUESTIONS22.6

1.

Study and practisethe short exchanges/dial ogues given bel ow. I dentify whether
therelationshipis(a) very formal, (b) formal, or (c) informal.

i) A:  Goodmorning. How do you do?You'reVeenaYadav, aren’'t you?
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I’'mNehaBga.

How do you do, Neha? Pleased to meet you.

Pardon me, your nameisRahul Sharma, isn’tit?
YeS, itiS ANAdYOUAre€?......cccveveeereieeeeeeieneens

Igbal Judgefrom the Delhi office.

Ladiesand gentlemen, I’ d liketo introducethisevening, Bill Gates,
the man who has brought about the I T revolution.

MODULE - 22
FaceTo Face

Communication

B:

i A

B:

Notes A

i) A

v) A

Rahul, I'dlikeyou to meet my colleague, Anjai. Rahul-Anjai, Anjali-
Rahul.

Rahul: Hello, Anjdi. Niceto meet you. Welcometo Delhi. I sthisyour
firsttrip?

Anjdi: Thanks. Yes, itis.

2. Completethediaogue:

i)  Mukesh: Hey, Shyam. Haveyou met Jim before?

Shyam:

Jm: How doyou do?

i) Kiran: Meera, thisisNeha. Neha-Meera.

Meera

Neha Fine, thanks. And how areyou?
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3.  Afteratalk youareintroduced to the speaker. Which of thefollowing would
you say?

i) Héelo,Bill!

i) Hi, Mr. Gates!

i) How doyoudo, Mr. Gates.

iv) Pleased to meet you, Mr. Gates.

V) It'sanhonour to meet you, Mr. Gates.

Givereasonsasto why you would rej ect the other responses.

4.  Whenwouldyousay this.

Itgivesmegreset pleasureto welcomeMs. Yasmeen Lukmani, President, Lions
Club.

i) toyourfriendat aparty in her house?
ii) toafriendat anairport whereyou havegoneto receive Ms. Yasmeen?

iii) tomembersof theclub at aLionsClub meeting?

22.7THOW TO BUILD RELATIONSHIPSAND BEALERT TO SIGNALS?

Social behaviour isan important aspect of dealing with people face to face. Our
social behaviour hel psus connect with new people, devel op new rel ationshipsand
eventually form human networksthrough which we can do so many different things.
However, we need to be aware of some broad rulesthat are univer sally followed in
termsof social behaviour and face-to-face communication.

It isimportant not to start talking about business or thework at hand, immediately
after thegreeting. To build awarm, friendly relation, you must show someinterestin
your client or colleague without becoming too personal. Generally, thiskind of
conversationiscaled”smal talk”. You can talk about your client or client’sjourney,
family or common friends. It isoften best to offer somedrink (tea/coffee) or offer to

ENGLISH COURSE (302)

MODULE - 22

FaceTo Face
Communication

Notes

Aspect: onepart or
onequdity of a
Stuation, anissueor
asubject

Eventually: inthe
end, after puttingin
consderableeffort

Universally: ina
way that happens
everywhereor

involveseveryone

Client: someone
who receives
professional services
froman
organisation, a
person or an agency

Fetch: togotoa
placeto get
something or
someone, and return
withit or himor her

113




MODULE - 22

FaceTo Face
Communication

Notes

e Concentration: the
ability tothink and
work ononly one
thing and not be
disturbed by

anythingelse

114

Face To Face Communication

doany littlejob like making aphonecall, fetching something needed inthe situation,
etc. Similarly, before ending the conversation and bidding goodbye, small talk about
coffee, lunch, snacks, travel, etc., often occur. At aparty or at alunch, it isbest to
avoid palitics, rdigion and other persond, privatedetails. Itissafetotalk about weether,
holidays, travel, traffic, public transport, tourist interest, etc. The purpose of asocia
exchangewith anew personisto discover what you havein common, so that you can
exchange experiences. With asenior or an older person, it isbest to respond politely
toqueries.

22.7.1BEINGALERT TO SIGNALS

Speakerssend out signalsinavariety of ways: sighing, clicking thetongue or pen,
tapping the foot, looking at a watch, clock, etc. These show the extent of
concentration, mood, desiretoleave, etc. An adert and efficient speaker must respond
tothesenon-verba signals.

Statementslike:

“Shall weget started?”’

“Now tobusiness............. "

“Right, let’ sget downto business, shall we?’

“Wewon't finish by oneif wearen’'t brisk”, etc., usually signal achangefrom small
talk to thework/task at hand. Similarly, looking at thedoor or thewrist-watch, sgnals
aneed to end or break. The switch can be signalled with statementslike:

“Shouldn’t that be donefor now/today 7’

“Don’'tyouthink weshould call it aday?’

“I’dliketo stretch my legsfor abit.”

You will noticethat these signalscomeaspolite suggestions.

After our discussion covering so many different components of face-to-face
communication, wewill finaly try to understand how to end conversationsand take
leave politely. But beforewe moveto thefinal part of thislesson, let uslook at the
meaningsof someof thedifficult wordsand revisit what wehavelearnedinthispart by
answering afew basic questions.
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- rexrquEsTIoNsz2?

1.  Think of someoccasioninyour family (likeapujawith havan, awedding, an
anniversary celebration, etc.) whereyou had tointeract with several outsiders
and sociaisewith them. How did you begin these conversations? How did you
continue further? Remember and describe two memorable conversationson
such occasions. Areyou il intouch with thesetwo peopl€? Think of how your
relationship with these people has changed.

2. What are some of thetopicsthat we can usein face-to-face communication
with almost anyone? Now think of your own village or zillawhereyou were
born and have spent severa yearsof your life. What type of topicsdo common
people usein regul ar face-to-face communication? Share astory of such a
conversation that you have had with ane ghbour or ashopkesper inyour locality.

3. AbhishektoVinod: Let'sgofor dinner and call it anight?
What isAbhishek trying to convey to Vinod?

4.  Think of Rakesh asyour best friend. You generally have long face-to-face
conversationswith Rakesh. However, at times, you somehow know that Rakesh
isnolonger listening and you haveto say something like®“Hello, areyou even
listening to me?” to bring him back. What are some of thegeneral signalsthat
you need to observeto know that Rakesh’s concentration isbroken?

22.8LEAVE TAKING

Ending aconversation normaly involvestwo steps: signalling that the conversationis
coming to an end, and the actual leavetaking.

Signasof ending usually consist of thanking aperson. Often you may giveareason or
make an excusefor leaving. Itisimportant to beableto recognisethesesignals, for it
would be considered rudetoignorethem.

While parting, like the process of greeting, we use set phrases. People who meet
regularly, leaveinformaly.

Formal leavetakingsare more elaborate. Onleaving ameeting or at agathering, you
must seek out the organi ser, thank him/her and bid him/her goodbye.
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Face To Face Communication

Pre-Closing

Thank you very muchfor

your attention/interest/support
FORMAL

Well, | think that'sall.

Thank youfor givingme
thisopportunity.

WEell, I’ d better begoing.
INFORMAL

It' sbeenvery interesting talking
toyou, but ....................

Wl | must leave/be off now.
Great seeing you.

Sorry I’ vegot to go now.
Comeover. Dropin sometime.
Closing

FORMAL

Good bye! Hopeto seeyou again.

Look forward to seeing
you soon. Good night.
INFORMAL

Bye! Seeyou soon/later.
L ook after yourself.

Solong. Takecare.

SENIOR SECONDARY

Responses

Thepleasure hasbeen mine.

It'sbeenapleasure.

Thank you for coming.

Oh?Wheat apity. Thanksfor coming.

Yes, I'veenjoyedit too.

Samehere.

SurefYes, | will.

Responses

Good bye!

Good night

Bye! Takecare!
Andyou.

Youtoo!




Face To Face Communication

1. Weusudly repeat theexpress on used by theleavetaker, whilebidding goodbye.

2. For“Takecare” and“Look after yourself,” theresponseis® Andyou” or “you
too”.

®
TERMINAL QUESTIONS

1. Readthethreepiecesof didoguegiven beow and answer thefollowing questions
for each of them:

ad Whendoesthe conversation take place?

i)  aftergreetings

i)  beforetakingleave

iy whileworking
b) Arepeople meeting each other for thefirst time?
c) Whatisthetopicfor small talk?Isit appropriate?

i.  Deepa How doyoudo, Ms. Nagpa?1’ ve beenlooking forward to meeting
you.

Veena Oh! Pleasecall meVeena
Deepa: And I’ m Deepa. Well, Veena, did you have agood journey?

Veena: Well, not too bad. Therewasaminor fault inthelineand wewere
delayed by half an hour.

Deepa: Yes, delaysareirritating..........ccoveeve.

ii. Deepa: We vebeenworking very hard. | think weneed abresk. Let me
get you adrink.

Veena: Yes, I'dliketes, thanks.
Deepa: Sure. With milk and sugar?

Veena: Yes, please. Let’'sgo to the canteen. I’ d liketo stretch my legs.
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iii. Deepa Well, that’squitealot of work done; don’t you think?
Veena: We' Il call it aday. Shall we?
Deepa: Yes, of course. Caretojoin mefor lunch?
Deepa: Never mind. Would you like some coffee beforeyou leave?

Veena: No. thanks. | should beleaving........

Some sentencesare missing in the dia ogue given bel ow. The missing sentences
aregiveninabox after thedial ogue bel ow.

Completethe dial oguewith sentencesfrom the box.

Please Note: There are more sentencesthan you need, so choosewith care.
Habib: Haveyou been to Pune before?

Lekha No, it'smy firstvisit.

Habib: (a)

Lekha: I'msurel will.
Habib: So, do you have much time herein Pune? Areyou staying long?
Lekha No, | haveto go back tomorrow afternoon.

Habib: (b)

You'll haveto comeback again.

Lekha: (c)

Habib: So, what timeisyour flight tomorrow?

Lekha Early evening 18.35.

Habib: Well, | can book you ataxi if you like, to get you thereinagood time.
Lekha: (d)

(i) 1don’'tknow for sure.
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Face To Face
(i) Youaregoingtohaveagreat timehere. Communication
(iii) Tha'svery kind. Thank you.
(iv) Hopeeverythingisaright?
(v) Oh,that'sapity. There'ssuchalot to see.
(vi) Thatwill betoo muchto ask of you. Notes

(vii) Dependsonwhen| get called for the next project.
(viii) W, | hopeyoulikeit.
(ix) That'sgood.

(vi) Yes I'dloveto.

3. ldentify the unacceptable sentencesin thefollowing exchanges. Also say what
makesit so.

A. () Manage:Isthisyourfirstvisthere?

Thomas: No, infact thefirst timel cameherewasfor atradefair. It
wastheAuto Tradefair at Pragati Maidanin 1999.

Manager: Shall we havealook around the plant beforelunch?

(i) Manager: Isthisyour first visit here?

Thomas: No, infact thefirst timel cameherewasfor atradefair. It
wastheAuto Tradefair at Pragati Maidanin 1999.

Manager: Ahyes, | remember the exhibition well. So, it wasvery
successful for you, wasit?

Thomas; Well, we madealot of useful contacts.

Manager: Of course....... Now, shall we have alook round the plant
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4.  ldentify theunacceptable sentencesin thefollowing exchanges. Also say what
makesit so.

A. (i) Vistor: Hello,I'mN K Bajg from Bakson. | have an appointment
with Ashok Sahani.

Receptionist: Oh, yes, Mr. Bgjgj. Welcometo Telco. Mr. Sahani will
Notes bedonginafew minutes. Can | get you something to drink?

Visgitor: Nothanks, I'mfine. But | wonder if | could useaphone?

Receptionist: Yes, of course. And anything else

(i) Visitor: Hello, I'm NK Baja from Bakson. | have an appointment
with Ashok Sahani.

Receptionist: Just amoment, please.............. I’msorry, Mr. Sahani is
notin.

Vigtor: Well, I think I’ [l wait. Could you give the messageto hissec-
retary?| have another appointment to catch up with.

Receptionist: Yes.

A
‘ l ANSWERSTO INTEXT QUESTIONS

22.1

1. Face-to-face communication is the process that takes place in the
smultaneous physical presenceof both the speaker(s) and thelistener(s) at
the same spot. Depending on the rel ationship shared by the speaker(s) and
thelistener(s), the space between them varies and one hasto be careful
about the non-verbal cues as the speaker(s) and the listener(s) can see
each other directly.

2. Shyamand Rohit will aternately assumetherolesof speaker and listener
asthey taketurnsinthe processof quarrelling with each other. Surg), Vishnu,
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22.2

22.3

Mohit and L akshit arethe observers or the extended audience, who cannot
directly jointhe process.

Turn taking isimportant in communication as speakers need to be heard
properly for further communication to befruitful. If everybody isspeaking
at the sametimewithout taking turns, then nobody will belisteningandin
such ascenario, communication will bemeaninglessand chaotic.

We need to observe non-verbal cuesin face-to-face communication to
understand whether the speaker or thelistener isbeing sincere, interested,
authentic or hiding something or being deceptive. Non-verbal cuesgo
beyond wordsand reveal important information about themessage sender’s
personality, state of mind, intent and purpose.

Dhananjay iswearing inappropriate clothing for aformal occasionlikean
official meeting. Hence, others' perception of Dhananjay will be affected
and hewill not be taken serioudy inthe communication process.

Breaking eye contact constantly isanindication of Manoj not being truthful
and the Mathematicsteacher will disbelieve hisstatements.

Sushmacan hug and kissher sister Neha, of her being Sushma ssister and
them sharing adeep leve of intimacy. However, Sushmashould not hug
and kiss Sushee! asheisarecent acquai ntance and shedoes not sharethe
leve of intimacy that would approvesuchanon-verba gestureinatraditiond
Indian setting.

Useyour own experience: think of use of hand gestures, lip movements,
eyemovements, facia expressions, etc.

Politeness, inthe context of communication, isabout the use of appropriate
words, showing regard for the person oneiscommunicating with, longsde
the consideration of the person’sfeelings, sentimentsand position. One
needsto bekind towards and patient with otherswhile being politeina
communicative context.

Useyour own experience; Charan sparshisan Indiantradition of showing
respect towards and seeking blessings and guidance from an elder or a
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Face To Face Communication

224

senior person by touching hisor her feet. Asanon-verbal gesture, it sets
thetone of the communication processto follow, wherethe person will be
willing to obey and holdin high regard theelder’ sopinion. So, thefeedback
will show agreement with the el der’ sstatementsand therewill bevery little
or no resistanceto the elder’ssuggestions.

Beyond age, other factorslike socia standing, professiona status(likea
policeman, adistrict magistrate, etc.), organisationa hierar chy (whoisthe
senior versuswhoisanintern), etc., influence politenessnormsinan Indian
setting. Use examplesfrom your own stateto answer the second part of
thequestion.

a ladviseyoutokindly openanaccount inthebank, for metobeable
to processyour request.

b) Pleasegivememoreinformation.
c¢) Thefoodiscold. Canyou pleaseheat it oncefor me?

d) Isthereabetter room available? It isdifficult for meto beinthis
room.

No, Farhan and Naman have not behaved appropriately. Their useof dang
and colloquia expressionsisproblematic here.

Farhan: That isan unwisethingto do!
Naman: You need to trust me, Farhan!

No, Gautam should not talk immediately about the project. It would not
fulfil Gautam’s purpose as Payal isnot in the mental stateto think about
work and responsibilities. Rather, Gautam should practise empathy and
communicate regarding what sort of help Paya might need at the moment
and how Gautam canassist her inthissituation. Later on, after thecrisshas
been dealt with, Gautam can talk about the project and Payal will respond
favourably asshewill acknowledge Gautam’shelp during thedifficult period.

Useyour own experienceto answer; the differenceliesin the approach:
when werespond, weact with aproblem-solving mindset. Onthecontrary,
when we react, we don't try to solve anything, rather it's an emotional
outburst that further complicatesthe metter.
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22.6

22.7

1.

Theface-to-face communication will beafailure, asRavi isnot paying Face To Face
attention to and hence not listening to Pramod. Much of theinformation Communication
sharedisbeinglogt. Toimprovethequdity of their conversation, Ravi should

stop using hissmartphone. Ravi should pay full attentionto Pramod, with

periodic non-verbal cueslike nodding one'shead, smiling, using hand

gestures, etc., and verbal messages or questionsto show how heistaking

interest in what Pramod hasto share about hisLadakh trip.

Q) formd (i) formd (i) informal Notes
(iv) formd, (v) informa (i) formd
@ b (i) d (i) c iv) a

(i) Goodmorning, Sir How'reyou feding now?

Theremark isvery informal, thereforeinappropriate. He should have said:
Good morning, Sir,

() formd (i) formd (i) Veyinformd

(iv) informd

() No.Pleasedtomeetyou, Jim. (i) How areyou, Neha?
Accept

(v) It'sanhonour to meet you, Mr. Gates
Because, it expressesthe pleasure of meeting aspecia person.

Reject
() & (i) forbeingtooinformal
(i) and (iv) wouldbequiteacceptable.

(i) tomembersof theclubat aLionsclub meeting

Useyour own experienceto answer theanswer.

2. Useyour own experienceto answer theanswer.
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Face To Face 3. Abhishekistryingto signal aswitchtoVinod and end thework-related
Communicetion communication for theday.

4. Rakeshhaslooking at hiswrist-watch frequently, or looking at thedoor, or
breaking eye contact randomly and intermittently, or getting distracted by
something inthe surrounding environmen.

Notes
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