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HOW TO USE THIS GUIDE

This workbook belongs to you.  It is designed to serve as a guide for the duration of your training programme and as a resource for after the time.    It contains readings, activities, and application aids that will assist you in developing the knowledge and skills stipulated in the specific outcomes and assessment criteria.  Follow along in the guide as the facilitator takes you through the material, and feel free to make notes and diagrams that will help you to clarify or retain information.  Jot down things that work well or ideas that come from the group.  Also, note any points you would like to explore further.  Participate actively in the skill practice activities, as they will give you an opportunity to gain insights from other people’s experiences and to practice the skills.  Do not forget to share your own experiences so that others can learn from you too.  
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For ease of reference, an icon will indicate different activities.  The following icons indicate different activities in the manual.
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[bookmark: _Toc170771414][bookmark: _Toc183383230]
[bookmark: _Toc247448409][bookmark: _Toc269816063]PURPOSE

At the end of this training session you will be able to interpret financial statements and use information in the statement to make a financial decision.
 

[bookmark: _Toc269816064]LEARNING ASSUMPTIONS

There is open access to this unit standard. Learners should be competent in;
· [bookmark: _Toc170771416][bookmark: _Toc183383232][bookmark: _Toc247448412][bookmark: _Toc269816065]Communication at NQF Level 3. 

HOW YOU WILL LEARN

The programme methodology includes facilitator presentations, readings, individual activities, group discussions, and skill application exercises.

[bookmark: _Toc247448413][bookmark: _Toc269816066]HOW YOU WILL BE ASSESSED

This programme has been aligned to registered unit standards.  You will be assessed against the outcomes of the unit standards by completing a knowledge assignment that covers the essential embedded knowledge stipulated in the unit standards.  When you are assessed as competent against the unit standards, you will receive a certificate of competence and be awarded 5 credits towards a National Qualification.

FORMATIVE ASSESSMENT 

In each Learner Guide, several activities are spaced within the content to assist you in understanding the material through application. Activities in the learner manual are not for assessments. Formative assessments are in a separate module written formative assessment. Please make sure that you complete ALL activities in the Formative Assessment Guide, Formative activities must be completed at the end of each section. 

[bookmark: _Toc223618941][bookmark: _Toc225341898]


SUMMATIVE ASSESSMENT 

You will be required to complete a Portfolio of Evidence for summative assessment purposes. A portfolio is a collection of different types of evidence relating to the work being assessed. It can include a variety of work samples.

The Portfolio Guide will assist you in identifying the portfolio and evidence requirements for final assessment purposes. You will be required to complete Portfolio activities on your own time, using real life projects in your workplace environment in preparing evidence towards your portfolio.
[bookmark: _Toc164745687]Being Declared Competent Entails:
Competence is the ability to perform whole work roles, to the standards expected in employment, in a real working environment.
There are three levels of competence:
· Foundational competence: an understanding of what you do and why.
· Practical competence: the ability to perform a set of tasks in an authentic context.
· Reflexive competence: the ability to adapt to changed circumstances appropriately and responsibly, and to explain the reason behind the action.
[bookmark: _GoBack]To receive a certificate of competence and be awarded credits, you are required to provide evidence of your competence by compiling a portfolio of evidence, which will be assessed by a MICT SETA accredited assessor.
[bookmark: _Toc164745688]You Have to Submit a Portfolio of Evidence
A portfolio of evidence is a structured collection of evidence that reflects your efforts, progress and achievement in a specific learning area, and demonstrates your competence.
[bookmark: _Toc164745689]The Assessment of Your Competence
Assessment of competence is a process of making judgments about an individual's competence through matching evidence collected to the appropriate national standards. The evidence in your portfolio should closely reflect the outcomes and assessment criteria of the unit standards of the learning programme for which you are being assessed.
To determine a candidate’s knowledge and ability to apply the skills before and during the learning programme, formative assessments are done to determine the learner’s progress towards full competence. This normally guides the learner towards a successful summative (final) assessment to which both the assessor and the candidate only agree when they both feel the candidate is ready.
Should it happen that a candidate is deemed not yet competent upon a summative assessment, that candidate will be allowed to be re-assessed. The candidate can, however, only be allowed two reassessments. 
When learners have to undergo re-assessment, the following conditions will apply:
Specific feedback will be given so that candidates can concentrate on only those areas in which they were assessed as not yet competent.
Re-assessment will take place in the same situation or context and under the same conditions as the original assessment.
Only the specific outcomes that were not achieved will be re-assessed.
Candidates who are repeatedly unsuccessful will be given guidance on other possible and more suitable learning avenues.
In order for your assessor to assess your competence, your portfolio should provide evidence of both your knowledge and skills, and of how you applied your knowledge and skills in a variety of contexts.
This Candidate’s Assessment Portfolio directs you in the activities that need to be completed so that your competence can be assessed and so that you can be awarded the credits attached to the programme. 

	NOTE YOUR POE GUIDE HAS MORE INFORMATION ON THE ASSESSMENT PROCESS





[bookmark: _Toc242091437][bookmark: _Toc243113732][bookmark: _Toc247459765][bookmark: _Toc269816067]SECTION 1:  INTERACT SUCCESSFULLY WITH AUDIENCE IN ORAL COMMUNICATION

 (
Specific Outcome 
1
On completion of this section you will be able to 
understand how to interact with audience in oral communication.
)[image: ][image: ]






 (
Assessment 
C
riteria 
On completion of this section you will be able to:
Contribute to group work and ensure that group work is appropriate to the task and nature of the group, and promote effective communication and teamwork.
 
(SO 1, AC 1)
Ensure that i
nterviews successfully establish a relationship appropriate to the context, and provide a non-threatening opportunity for participants to share information.
 (SO 1, AC 2)
Participate in formal meetings and ensure that such participation is appropriate to the purpose and context of the meeting. 
Ensure that participation is consistent with meeting procedures and contributes to the achievement of meeting objectives. 
(SO 1, AC 3)
Ensure that participation in debates or negotiations is appropriate to the purpose and topic. Such participation should be consistent with formal procedures and contributes to meaningful interaction between participants. (SO 1, AC 4)
Ensure that responses to the ways others express themselves are sensitive to differing socio-cultural contexts. (SO 1, AC 5)
)



















1.1 INTRODUCTION TO COMMUNICATION 
Communication is the giving, receiving or exchange of information, opinions or ideas by writing, speech or visual means so that the material communicated is completely understood.
From this definition we see that communication is a two-way process - it is not only giving information, opinions or ideas but also receiving such communication from others.  There must be complete understanding by both parties involved in the communication process.  We must always make sure that our communication is suited to the person receiving it and that it can and will be understood by them.
Communication occurs in the workplace within the boundaries of business ethics.  It makes good business sense to communicate in an ethical manner.  Business ethics are the principles and norms that serve as a guide for good and bad conduct in business. Your company might have a specific, written code of conduct that acts as the ethical guidelines for employees.
Nevertheless, many ethical standards in business are implied, rather than being explicitly written down. An implied ethical standard is one that has been derived from your own ethical standards, or those of your family, friends, co-workers, and the society around you. Ethical standards influence your beliefs and how you make decisions.
[bookmark: _Toc112585211]
1.1.1 Process of Communication
"Communication is the giving, receiving or exchange of information, opinions or ideas by writing, speech or visual means - or any combination of the three - so that the material communicated is completely understood by everyone concerned." Sillars, 1994

Communication involves the following: 

                   

The diagram shows the elements of communication:
· A sender - This refers to the person who sends a communication to others.  The sender need not be one person, it could also refer to a group
· A message - Once the sender has defined the information (the material from which the actual content of the communication will be constructed.  Information can be factual or it could be a set of ideas / opinion - or a combination) that is to be transmitted, the sender must encode it.  Once the information has been encoded, it is referred to as a message.  Encoding means to put it into words (numbers or pictures, etc.).  the message is the actual content of the communication - which is in fact a set of symbols conveying meaning
· A medium - This refers to the broader means of transmitting messages, such as Written media (letter, notices, books, -mail, etc.), Oral media (telephone calls, interviews, meetings, etc.), Visual media (drawings, photographs, graphs, etc.) and Non-Verbal media (body language, tone of voice, behaviour, etc.)
· The Channel - This refers to the specific means of transmitting messages.  For example, a letter (written medium) is transmitted through the postal service (channel), a telephonic conversation (oral medium) is transmitted through the telephone system (channel), a memorandum (written medium) is displayed on a notice board (channel), a play (non-verbal medium) would be performed on a stage (channel)
· A receiver This refers to the person (or people) to whom the sender is conveying the message.  The receiver receives the message from an intrinsic background. This refers to the complex amount of information and systems of knowledge, experience and skills that support any act of communication.  Background is important.  Without background, people would not be able to encode or decode messages.
· The Feedback - This refers to the immediate information a sender receives from the receiver.  For example, a lecturer might notice his students fidgeting and yawning.  Feedback refers to this behaviour or the student - which conveys a message to the lecturer.  If the lecturer is perceptive, he will realise that his delivery is boring.  Feedback enables senders to assess the effectiveness of the communication.  Feedback does not refer to any considered responses on the part of the receiver.  A student who raises his hand to ask a question, is not providing feedback, but is initiating another act of communication by his response



The process of communication is best viewed as a succession of stages, namely:
	Stage 1
	The sender decides what information is going to be transmitted.

	Stage 2
	The sender encodes this information.  Puts the information into words (pictures or gestures)

	Stage 3
	The sender transmits the message tot he receiver/s via a medium and a channel.

	Stage 4
	The receiver takes in the message, by reading, listening or watching.

	Stage 5
	The receiver decodes (interprets) the message.

	Stage 6
	The receiver expresses and initial reaction to the message (feedback)

	Stage 7
	The receiver makes a considered response to the message, e.g. asks a question or writes a letter of reply.  
The stage starts the entire process again although it is considered part of the initial process, because it is a response.  The roles of the receiver and sender interchange.


[bookmark: _Toc112585212]
1.1.2 Purpose of Communication
The purpose of communication can be defined as aiming at connecting in a sympathetic or meaningful way to exchange information, messages or ideas.

All people involved in the act of communication have an intention.  The sender has the general intention of sending a message and the specific intention of conveying particular facts or requesting certain information.  The receiver has the intention of both receiving the message and responding to the message.

Effective communication is not a one-way process. Communication is a matter of creating and building human relationships and not just about transmitting facts.  

A person would communicate to achieve some of the following objectives:






1.1.3 Types of communication
In order to communicate effectively in the workplace and everyday life scenarios, you need to be able to communicate verbally and in written format.

Business communication is composed of three types;
· Written communication
· Oral communication
· Non-verbal communication
· Visual communication

a) Written communication
Written communication has great significance in today’s business world. It is an innovative activity of the mind. Effective written communication is essential for preparing worthy promotional materials for business development. Speech came before writing. But writing is more unique and formal than speech. Effective writing involves careful choice of words, their organisation in correct order in sentences formation as well as cohesive composition of sentences. Also, writing is more valid and reliable than speech. But while speech is spontaneous, writing causes delay and takes time as feedback is not immediate.

b) verbal/oral communication
Oral communication implies communication through mouth. It includes individuals conversing with each other, be it direct conversation or telephonic conversation. Speeches, presentations, discussions are all forms of oral communication. Oral communication is generally recommended when the communication matter is of temporary kind or where a direct interaction is required. Face to face communication (meetings, lectures, conferences, interviews, etc.) Is significant so as to build a rapport and trust. 

The following are the categories of verbal communication;
· Intra-personal communication is communication with one’s self.  Talking to one’s self is an example of this.
· Extra-personal communication (as illustrated above) refers to communication to an inanimate object or non-human (plant or animal).  For example, talking to a cat/dog or saying: “you naughty table!” After bumping your toe on it.  
· Interpersonal communication refers to an ordinary conversation on a one-on-one basis, or a very small group.  It may also refer to communication between groups of individuals (group discussions or informally in a crowd).  For example, communication within and between departments in an organisation. (face-to-face)
· Telephonic communication refers to communicating verbally using an instrument such as the telephone.  During this communication there is no visual feedback.

c) Non-verbal communication
Non-verbal communication involves physical ways of communication, like, tone of the voice, touch, smell and body motion. Creative and aesthetic non-verbal communication includes singing, music, dancing and sculpturing. Symbols and sign language are also included in non-verbal communication. Body language is a non-verbal way of communication. Body posture and physical contact convey a lot of information. Body posture matters a lot when you are communicating verbally to someone. Folded arms and crossed legs are some of the signals conveyed by a body posture. Physical contact, like, shaking hands, pushing, patting and touching expresses the feeling of intimacy. Facial expressions, gestures and eye contact are all different ways of communication. 

d) Visual communication
The last type of communication out of the four types of communication is the visual communication. Visual communication is visual display of information, like, topography, photography, signs, symbols and designs. Television and video clips are the electronic form of visual communication.

Activity
Each group member must complete the table below and share answers with other members.
[image: ]
Without communication, some valuable information would go amiss. 




1.2 DEFINITIONS OF KEY TERMS

We shall define the following terms that are crucial to this module;

1. [bookmark: _Toc242091448][bookmark: _Toc243113757][bookmark: _Toc247459790]Audience
Mainly refer to those whom communication is directed to (staff and community). An audience is often referred to as the end user, and all communications need to be targeted towards a defined audience. The target audiences can be divided into:
a) Primary audiences: are the group which is supposed to be the first to receive information. This group consists of the decision-makers and the first point of contact for information. 
b) Secondary audiences: are that part of the audiences who are not really intended by the writer or speakers (sender in the communication process) but tend to receive the message. 
c) Tertiary audiences: comprise the third order audiences who make an impression of whether the intended audience have received the intended message. Tertiary audiences are those with more indirect yet important decision making roles.

2. Effective Communication
Effective communication is all about conveying your messages to other people clearly and unambiguously. It's also about receiving information that others are sending to you, with as little distortion as possible. Effective communication involves both verbal and nonverbal techniques. In fact, communication is only successful when both the sender and the receiver understand the same information as a result of the communication.
Examples:
· How you use your voice says a great deal about you. 
· Listeners take note of your vocal characteristics and form opinions about your sincerity, enthusiasm, and even your knowledge of the topic being discussed. 
· Your body language also tells listeners something about your state of mind. Your posture, the firmness of your handshake, and your willingness to make eye contact all tell listeners something about your personality and character. 
· You need to make sure you're communicating the same message with both your voice and your body language.
	NOTE:
As highlighted earlier oral communication is widely used in organisations for example in meetings, presentations, interviews, negotiations, discussions among others. For individuals to be able to effectively participate in different forms of oral communication they must have the skill and necessary knowledge on how to go about it.



1.3 COMPOSING AND PRESENTING VERBAL COMMUNICATION
A large amount of daily communication in any organisation is conveyed verbally between individuals or between an individual and a small group.
[image: ]

Verbal communication uses a common system of signs and symbols, such as language, to transmit messages. Research shows that we (the average person) spend between 70 to 80% of our active hours (11-12 hours per day) communicating.  This can be broken down as follows:
LISTENING - 45%
SPEAKING - 30%
READING - 16%
WRITING - 9% 

Effective communication involves both verbal and nonverbal techniques. 
· How you use your voice says a great deal about you. 
· Listeners take note of your vocal characteristics and form opinions about your sincerity, enthusiasm, and even your knowledge of the topic being discussed. 
· Your body language also tells listeners something about your state of mind. Your posture, the firmness of your handshake, and your willingness to make eye contact all tell listeners something about your personality and character. 
· You need to make sure you're communicating the same message with both your voice and your body language.

Lets now look at how one can communicate effectively in given oral communication contexts.

1.4 COMMUNICATING IN GROUPS
Groups exists oftenly in a workplace. It is an essential part of the effective functioning of any organisation because a lot of information can be exchanged in this way. The groups can be formal or informal; employees can come together for a workshop or seminar, or management can take part in a panel forum. Groups come together for one of the following reasons:
· To make a decision
· To solve a problem
· To learn something
· To make policy
· To exchange information
· To release tension
· To chat or engage in a small talk

Key features of a group
The following are the key features of a group
· A group has a specific purpose - the purpose might be to decide on a method for completing an assignment, to discuss a new hydration scheme in a particular area, or any other well defined aim.
· A group has an agenda - a reason for meeting and a list of items that need to be discussed in order to fulfil its purpose.
· A group will have a procedure to follow and a set schedule – for example the group may decide to have a preliminary meeting to discuss possible dates for reseeding and then to have follow-up meetings to finalise the procedure to be followed when doing the reseeding.
· When a group is meeting, it is important that developments in the group are monitored - someone needs to record what is happening in the process.
· A group must retain focus - people often get side-tracked in a group and wander off the topic at hand. Generally the group leader needs to ensure that the group is reminded of why they are meeting and that the focus must be maintained.
· A group needs to draw conclusions. It is pointless just having a general discussion without a conclusion being drawn, for example, the group may conclude that certain time periods are unsuitable for reseeding and that they will have to do some research on the topic, then meet to finalise a date.
· In order for effective communication to take place in a group setting, constant feedback must be given to members of the group so that they know how they are performing and how the group is progressing.
· All members of a group, in order to feel that they have done an effective job, need to feel a sense of ownership in the group's final decisions. If this does not happen members of the group will feel bored and left out and not inclined to communicate.
Contributing effectively in a group
We shall use questions to effectively address how an individual must contribute in a group.

1. How do we ensure that the contribution you make to the group is appropriate to the specific task at hand? 
In order to do this, you must keep in mind what the specific task is. When you are sure your contribution is related to the specific task, then go ahead and make your point clearly and concisely.

2. How do we ensure that the contribution you make is appropriate to the nature of the group? When you are going to make a contribution think of who your audience is. Is what you wish to say appropriate in terms of the nature of the group? If you feel it is, then make your point clearly and concisely.

3. Most importantly, how do we ensure that you promote effective communication, which in turn will promote effective teamwork? Remember that your audience is critical. Always bear in mind that for communication to be effective, your audience needs to understand exactly what it is you are trying to say. Communication is effective when the message you wish to convey is the message your audience receives.

If you are not sure whether your communication has been clearly understood, try asking a question. The answer will usually indicate whether your communication has been effective. Effective teamwork happens when members of the team communicate their ideas and feelings clearly and listen to one another in an attentive and respectful manner.

	Tips when communicating in a group

Effective communication happens when speaking, listening and understanding all come together. Speaking and listening both involve verbal and non-verbal communication, that is, your words, your tone of voice and your body language. It has become very fashionable to have online meetings in teams.  Interpersonal communication within a team or even in a group situation would require the following to be included to ensure professional communication and sound business ethics: 

· Using clear language
Clear language leaves no room for questions and should be used whenever possible, so there is no room for misunderstanding. For example, you might ask a listener if a particular package has arrived in Paris (using Paris instead of Parys as it sounds more English). Because you have not specified if the package to which you are referring was sent to Paris, France, or Parys in the Free State, your listener might not be able to answer correctly. If you were to use clear language, the listener would clearly understand what you were asking and would be able to answer with an equally direct response.
· Using specific phrases
Often, two people become involved in a question-and-answer session when determining something that could have been said in one or two sentences. Using specific phrases saves time and money. If a co-worker tells you to “bring copies of the report to the meeting,” you might need to ask several questions to determine the topic of the report, the time of the meeting, how many copies, and which specific meeting. If your co-worker had said, “Bring 20 copies of last quarter's sales report to the two o'clock meeting,” the conversation would have been much more efficient.
· Avoiding jargon
Jargon is the vocabulary unique to a specific profession. Although it might speed up conversations in the workplace, jargon is ineffective if everyone does not understand the terminology. Be sure everyone involved in a conversation is familiar with the terms being used. If they are not, explain the meaning of any acronyms or other technical words or phrases.
· Asking open questions
We use questions every day. Most of our daily conversation involves either asking or answering questions. Sometimes, though, our questioning can seem a little un-empowered compared to others who can almost instinctively "drill down" to the information they are looking for.  The best way to get more information is by asking open questions:
Open questions are designed to give information. They start with words such as:
· How... 
· Why... 
· When... 
· Where... 
· What... 
· Who... 
· Which...



 
	Group activity

Imagine you have a decision to make about something which affects the whole group. For example, you could be deciding on when and where to do your next end function

Assignment.
1. Draw up an Agenda or list of items to be discussed at the meeting.
2. Allocate different roles to different members of the group:- for example, one person will be the scribe and take notes on what is being discussed; another person will ensure that they intervene when the discussion gets heated - he or she will be playing the role of mediator.

You should assign a leader to the group to whom items are referred. You could also assign a time-keeper and only allow each person to speak for a certain length of time - the timekeeper's role is then to ensure that the time is adhered to. You can think of any other roles you would like people to play.

3. Now proceed with the meeting. As the meeting proceeds, think of the following
issues:-
· What is the purpose of the group?
· What is the agenda (list of things to be covered) of the group?
· How did the group proceed?
· What developments took place during the meeting of the group?
· Did the group retain its focus - did the members of the group stick to the business at hand?
· Was there feedback given to the members of the group?
· Did the group reach a successful conclusion?
· By the end of the group's meeting, did everyone feel that they had a stake in the conclusions drawn and reached? (Did they experience a sense of ownership?)
· How effectively did everyone communicate?
· How could communication have been more effective?

4. Study your answers carefully and focus particularly on the issue of how communication could have been more effective. Next time you are part of a group in a work or study situation, study the group dynamics using the outline above. Make a note of your findings.

	Self Assessment Checklist:
	YES 
	NO

	Did the group retain its focus?
	
	

	Did the group reach a successful conclusion?
	
	

	Did the group experience a sense of ownership in conclusions?
	
	

	Was the communication successful?
	
	

	Write a list of suggestions as to how these errors could be corrected. Try and identify how you could have improved the situation by clear and effective communication.








1.5 INTERVIEWS
Oral communication is the main type of communication used in interviews. 
An interview can be defined as a preplanned, formal, direct or indirect oral conversation between two or more people to exchange information about a specific subject.

An interview always involve two parties- either two individuals or a panel of interviewers interviewing the interviewee. The parties may meet face to face at a specific time and place decided upon beforehand. The purpose of the interview is to discuss a specific matter of concern to both the interviewer and the interviewee. 

The setting and approach of the interviewer should contribute to a relaxed relationship so that the interviewee can express views freely. Both parties should have an opportunity to exchange as much information as possible and should plan carefully before the interview by preparing possible questions. 

1.5.1 Types of interviews
There are different types of interviews which can be divided into two broad categories, namely informational interviews and persuasive interviews.
	Category
	Purpose
	Example

	Informational Interviews
	To provide, gain or exchange information
	The manager provides information to an employee for the completion of an assignment
Job interview

	Persuasive Interviews
	To persuade someone to change his/ her opinion or behaviour
	The supervisor tries to persuade an employee to obey instructions
The disciplinary interview



In this special situation of communication, the interview, the participants include the interviewer, the sender who encodes and send a message in form of questions to the interviewee, who is the receiver who decodes the message. The interviewer (sender) encodes the questions (message) by using a code which is understandable to both parties (for example English language). This is a face to face situation for communication and the interviewer chooses the medium of direct oral communication, the voice, and non verbal communication (body language). The interviewee (receiver reacts by providing an answer (feedback) to the interviewer’s question and in turn becomes the sender.

It is therefore a circular process, where the interviewer and interviewee continuously change roles as sender and receiver. 

1.5.2 Interview Communication Barriers
During an interview a variety of factors (communication barriers or noise) may prevent communication from taking place successfully and have a negative effect on the outcome of the interview. The following are the communication barriers:

a) Semantic Barriers
Semantic barriers include the use of words not understandable to both parties during the interview. This includes the use of jargon or slang when asking questions or providing answers. Both parties should use words with common meanings and keep to simple, clear language. The interviewer then gains as much information as possible and the interviewee will not misunderstand questions or feel intimidated.

b) Psychological Barriers
Psychological barriers are always present.  The dominant status of the interviewer may make the interviewee feel inferior and nervous and unable to perform well. Status can be a barrier to good and effective communication and it is the responsibility of the interviewer to create a relaxed atmosphere in which the interviewee is not intimidated and feels free to express opinions.

c) Physical Barriers
Physical barriers include wrong choice of a venue for the interview or constant interruptions. A wrong venue is one which is too hot and makes both parties uncomfortable and irritable or one where there is too much traffic noise, which prevents the participants from hearing or being able to concentrate properly. Constant interruptions such as a telephone ringing or an employee coming in to see the interviewer makes the interviewee tense and prevent both parties from formulating questions and answers properly.

d) Intercultural Barriers
Intercultural barriers may interfere with effective communication during the interview process if different cultures are involved. In a multi cultural society like the South African community people from different cultures work together in the same organisation such situations often occur. Factors like ethnocentricity and stereotypes often prevent two parties from communicating effectively in interviews.

1.5.3 Effective interviews
For an interview to be an effective form of oral communication there are certain key elements that need to be in place. An interview is an oral communication in which it is important that:-
· A relationship appropriate to the context is successfully established and
· A non-threatening opportunity for participants to share information is provided.

Let us look more carefully at what we mean by this.
If it is important that the people you are interviewing need to know that what you are discussing will not be used against them, or spread around, you need to gain their trust. You could do this by informing the interviewees that what they tell you will remain confidential.

If it is important that the person you are interviewing is clear and concise in their answers, then you need to provide or create a context in which you maintain a clear focus on the issue at hand. You could do this by requesting the interviewee to be as precise as possible when answering and to include only relevant information.

If you wish to communicate effectively with the interviewee in an interview situation it is very important that a non-threatening environment is created. Your tone of voice and manner should be friendly and encouraging and you should make every attempt to put the interviewee at ease. When interviewees do not feel threatened and feel that they are not under attack they will be more willing to share information. In this way communication will be more effective.

Now let us look at some key elements of an effective interview. For an effective interview you need to:
· Draw up a plan of what information you wish to receive and how you are going to do this.
· Do some background research into the person you are interviewing; as a minimum you need to know key facts like his/her name; age status; job position; etc.
· Sequence or order your questions in a logical manner. In order to do this you must be very clear about what information you wish to elicit from the interviewee.
· Be prepared to be flexible - if an interviewee gives an unexpected answer or answers a question in such a way that your sequence is disrupted you must be flexible enough to accept the answer and still ensure that you maintain your focus. This means you must listen attentively and actively to all the responses. Organize the responses you have elicited in a clear and logical manner.
· Draw conclusions in a precise way. At the end of the interview you must know exactly what information or data you have elicited and what you can conclude on the basis of this data.
1.6 MEETINGS
Meetings should be conducted in an effective and efficient way to avoid loss of productivity. A well run meeting encourages good business communication and personal contributions. The main purpose of meetings is decision making and problem solving. 
	A meeting is a gathering of two or more people to discuss matters of mutual concern, and to take and implement any necessary decisions relating to these matters.





Poorly conducted meetings can cause frustration and conflict, whereas well planned and effective meetings encourage good, professional communication and involvement in the day-to-day of an organisation.

In the present day it is important that all role players in the organisation be consulted and included in some way in its running. Meetings as a channel of communication make it possible to apply such principles such as participatory management and transparency to running an organisation.

1.6.1 Types of Meetings
Meetings are divided into two main categories, namely public and private meetings.

 a) Public Meetings
These are meetings held to discuss important socio-economic and political topics. Ordinary members of the public are free to attend these meetings and no decision making or voting usually takes place. Usually the policies or ideas of a certain interest group are explained. No binding decisions are taken at these meetings. The objective is to lobby support for the cause. Public meetings are not held on a regular basis, only when need for such a meeting arises. 

The following is the summary of the characteristics of public meetings:
· Only held when circumstances require it and are open to any member of the public.
· The organisation that convenes the meeting appoints the chairperson.
· The meeting procedures are usually according to general custom.
· Any resolution at this meeting has no binding power but is submitted to the executive committee as a recommendation or only has value as propaganda.
· Public media is appropriate in disseminating the notices. Eg Newspapers, Magazines, Radio etc
b). Private Meetings
Every member of the organisation or only people invited may attend such a meeting. Private meetings are held according to the constitution of the organisation. Binding decisions are made and members are free to vote. Examples of private meetings are company board meetings, meeting of school boards, societies, management meetings etc. 

The following are the summarised features of a private meeting:
· Only authorised members or persons who have legally been invited as observers/ advisers attend
· Observers or advisers do not have the right to vote.
· Are not directly controlled by the laws or statutes of the country-prescribed by strictly the organisation itself. (Huebesch 1983: 309)
c) Formal Meetings
A formal meeting is one with the following characteristics:
· Are called by means of a Notice of Meeting
· Have an Agenda
· Have their proceedings recorded in Minutes
· Are run by a designated chairperson, who is helped by a secretary and a Treasurer.
· Are governed by a set of formal rules
	A formal meeting is duly constituted when:
· The meeting is properly convened by an authorized person, the notice and agenda of the meeting having been sent to members within the time limit prescribed by the constitution.
· A quorum (prescribed minimum number of members) is present
· The correct person acts as a chairperson
· The chairperson is properly appointed according to the rules of the organization 










1.4.1.6.2 Requirements for a Meeting
Certain legal rules exist that apply to all meetings. The procedure, or part thereof, is often prescribed in statutes or regulations to which the members of the meeting are subject. The matters discussed at the meeting are only legally binding if:
· The meeting is convened by the correctly authorised person(s).
· In terms of the provisions of the constitution, notices are sent to all the members to inform them about the time and place of the meeting.
· The meeting is properly constituted: that is,
· If the right person acts as chairperson.
· If the quorum (minimum number of corporate members as determined by the constitution) that is required to give validity to the resolution is present.
· The meeting procedures are followed strictly.
1.6.3 Preparing and Conducting a Formal Meeting
The main steps to be taken by the chairperson (with the assistance of the relevant office bearers) in conducting an effective meeting are the following:
· Preparing for the meeting
· Leading the meeting
· Recording the discussions
The first step in preparing for a meeting is to send a notice of the meeting to interested parties – in other words, to convene a meeting. Notices can either be formal or informal. The intended target group and type of meeting will determine whether the notice will be either formal or informal. Formal meetings always have formal notices. 

A formal notice is usually written in the third person. For example, “Members are invited....”, not “You are invited....”, and “It was resolved.....”, not “We resolved....”. 

On the other hand informal notices are used when members of the target group are closely located to one another and/or they know one another very well.

1.6.4 Dealing with People
A meeting is composed of a group of individuals who usually differ from one another to varying degrees. It is the chairperson’s responsibility to pay attention to each of them. 

The chairperson should involve and/ or protect a new member, an isolated member, the aggressive member, the talkative member, or the diffident member. He/ she must ensure that group participation if balanced, so that every member who wishes to make a contribution has the opportunity to do so. Every member’s rights must be protected, especially if the debate is very controversial.

While the meeting is in progress the secretary must record the most important points in the form of minutes. The secretary must write minutes, but they remain the responsibility of the chairperson. The minutes are confidential, accurate report on what was discussed at a meeting; they refresh the memory of the members who attended the meeting and provide to those who were absent the necessary information.

	Meeting Procedures (Individual)
For this you will need a pen and paper.
1. You are the Chairperson of the workers union. Your last meeting was held in the Board room 3 at Sheraton Building on September 12th 2010. At that meeting it was decided that the next meeting would be on June 15th 2011 at the same venue at 8.00 p.m. Compile a Meeting Notice to send to all members.
2. Draw up an Agenda for the meeting to be held at the Board room 3 at Sheraton Building on 15 June 2011.
3. You are the Secretary of the workers union. Write out the minutes of the previous meeting that was held on 12 September 2006.
4. As a member of the union group. For some time you have been concerned about the lack of control in managing finances of the organisation. You wish to propose the motion at the meeting that this situation be improved. 
Write out the motion you wish to propose to the meeting, as clearly as you can. Indicate how you wish the meeting to decide on what to do.




1.7 DEBATES 
In the section above on meetings we looked at both oral and written communication. Our focus, however, was on effective oral communication. We are now going to move on to look at two other forms of oral communication, namely debate and negotiations. Again in order to communicate effectively in these two arenas you will need to be aware of the context and the audience.

Let us look firstly at what we mean when we say we are going to debate an issue. To debate means to talk or argue about an issue; to talk about something at length and in detail, especially as part of a formal exchange of opinion; Debates can be an organized or public meeting for discussion: or an argument. The word comes from the Old French "debat", originally from Latin "battere" meaning to fight. Debates can be formal or informal.

Formal debates follow certain set procedures. The topic for debate is always stated in the positive, e.g. "Genetic modification of plants is unhealthy". There are then two opposing speakers (or teams of speakers), one that supports the motion and one that opposes it. Both speakers are given an opportunity to put forward their ideas and then questions from the floor (the audience) are allowed. After that each speaker (or one member of the team) is allowed to sum up. Then the debate is adjudicated (judged) by an impartial source. The adjudicator must decide which side presented the strongest arguments. Finally the proposed motion is either accepted or rejected.

It should be apparent to you that in order to convince someone of your side of the debate, effective communication is critical. Arguments need to be presented in a clear and unambiguous manner; research into the topic for debate needs to be done and effective listening skills need to be employed when listening to questions from the floor.

1.8 NEGOTIATIONS
“Negotiation becomes not a transition but a way of life”. We live in times characterised by negotiation. 

Negotiation is the process by which we try to influence others to help satisfy our needs, while at the same time we keep their needs in mind. By exchanging and structuring information we try to reach an effective agreement to solve a common problem or point of dispute.

In every negotiation situation there is talk of give and take (an exchange). Remember if you do not ask you don’t get and there is no guarantee that you will always be successful. You may ask for more than you expect, and you may get it. If you ask for more it gives you room in which to negotiate: you can lower your price, but you cannot raise it. Both parties must walk away happy and satisfied from the negotiation process. This is key to continued success.

Successful Negotiations
There are certain key elements, which can determine whether or not negotiations are successful. Here are some important points to remember:-

For negotiations to be successful, the negotiator needs to:
· Get as much background information about the issue and the other parties involved in the negotiating process as possible;
· Do an analysis of the needs of the other party in order to make sure you understand their point of view;
· Ask as many relevant questions as possible, to ensure you understand the facts relating to the issue and a clear grasp of the attitudes of the opposing party;
· Make positive statements about what you are prepared to do in order to encourage the other party to lower their demands;
· Listen as attentively and actively as possible to make sure you understand exactly what the other party is asking for;
· Pick up clues from non-verbal communication - remember that body language says a lot about how someone is feeling; observe closely to see whether the opposing party is being aggressive or tentative or firm in their approach;
· Stress common interests before highlighting differences;
· Be as flexible as possible;
· Make sure that minor differences have been sorted out before moving on to the bigger issues;
· Keep a cool head and be as rational and logical as you can; do not allow emotion to cloud the issue;
· Do not threaten the other party - always attempt to reach a compromise.
· Make sure that neither side loses face or feels hurt or humiliated by the negotiating process.

[bookmark: _Toc112585222]1.9 COMMUNICATING IN DIVERSE CULTURES

In South Africa we have a wide range of cultures. We are in the fortunate position since 1994 of being exposed to people from a range of different socio-cultural backgrounds both at work and in our social interactions. While this is generally a positive thing, which leads to an interesting diversity in our lives it, can lead to misunderstanding if we are not aware of differences in cultural contexts.

Let us look more carefully at what we mean when we use the word "culture". Culture refers to the system of values, beliefs, traditions and behaviour of a particular group. It also refers to the accepted social practices of a particular group of people which makes this group unique. In South Africa people often define themselves as belonging to a certain culture on the basis of language and ethnicity, as well as religious, geographical or political affiliation.

We need to look at how communication is affected by cultural context. The sociocultural context in which we operate influences how we express ourselves. In South Africa we often have to engage in intercultural communication. This is communication between groups of people from different cultures. When we are engaged in intercultural communication the following important points must be borne in mind:-
· People from different cultural groups might have different world views;
· People from different cultural groups might use different communication styles
· both verbal and non-verbal;
· When people from different cultural groups communicate there is often an element of anxiety that they may be misunderstood;
· When people from different cultural groups communicate it is essential that they communicate very carefully;
· When people from different cultural groups communicate the results are not always completely predictable. 
	Example
· An elderly Xhosa man might object to being told how to plant grapes by a young English speaking man.
· In some African cultures it is considered impolite to make eye contact with a superior. This could be interpreted by a Westerner as a sign of shiftiness (sneakiness).
· A farm worker whose home language is Sotho may feel very anxious about having to express herself in English to the person taking down her personal details f or UIF purposes.
· A young urban person may use the word "cool" to indicate that everything is alright; if the audience is from a rural cultural group they may not understand this use of the word and take it literally.
· You may believe that you have treated an older rural Tswana woman in a polite manner by being distant and formal; she may feel as if you have been abrupt and unfriendly.



Remember that our response to the ways that people from different groups express themselves is influenced by the socio-cultural context in which communication takes place.

Bearing this in mind here are some tips to ensure that you communicate successfully with your audience in an intercultural context.
· Avoid apathy (a don’t care attitude): Be aware of and sensitive to sociocultural differences between yourself and others;
· Do not make assumptions: Never assume that what you have heard about other cultures is true - check this out for yourself;
· Avoid stereotyping: Do not fall into the trap of making generalised negative statements about a certain socio-cultural group;
· Be flexible and open: Do not resist change and always be open to new possibilities - listen carefully to new ideas and be prepared to change your old attitudes to those from different socio-cultural groups;
· Be aware of and sensitive to different world views;
· Be aware of and sensitive to the fact that others may speak a different language;
· Be aware of differences in non-verbal communication from different sociocultural groups;
· Rid yourself of prejudices: Some of us have strongly held negative beliefs about certain cultures - this is a terrible barrier to effective communication;
· Always attempt to build trust: Effective communication is more likely in an atmosphere of trust.


	Steps when communicating in diverse workforce

There are five steps to maximise your effectiveness in communicating within a diverse workforce:
Step 1: Recognise differences
You first need to identify where differences are likely to occur. Recognise that members of other groups might use your communication in a way you did not mean. With that in mind, you can begin to adapt your style of communication so that unintended interpretations are avoided.

Step 2: Create a clear message
Make sure your message is clear and appropriate for those who are receiving it. Use short sentences and avoid jargon and acronyms that are liable to be misinterpreted.

Step 3: Deliver the message
The method you choose for communicating your message is important, since not all employees have access to the same media. For some interactions, face-to-face communication is appropriate, but at other times, you’ll need to use the telephone or a written form of the message.

Step 4: Encourage open communication
Let the people with whom you communicate regularly know that you are trying to be sensitive to differences that exist between you. By fostering an environment that welcomes and supports two-way communication, your co-workers will feel more comfortable being open about these differences and provide you with constructive feedback if you inadvertently say or do something inappropriate.

Step 5: Create a positive, friendly and professional impression
If you want to create a positive, friendly and professional impression then consider applying the following non verbal behaviour:
· Dress: 
Look the part (by your dress and grooming a person will decide whether you are a professional long before a word spoken.)
· Gestures: 
· Use warm friendly gestures.
· Make eye contact
· Greet everyone with a real and sincere smile.  In this way you’ll come across as being non-threatening and trustworthy


SECTION 2: CAPTURE AND RETAIN THE INTEREST OF THE AUDIENCE


 (
Specific Outcome 
Use strategies that capture and retain the interest of an audience. 
)[image: ][image: ]





 (
Assessment 
C
riteria 
On completion of this section you will be able to:
Understand how key words, pace and pause, stress, volume and intonation are used in appropriate ways to reinforce the message. 
(SO 2, AC 1)
Use body language in appropriate context and topic, and reinforces main ideas and attitudes. (SO 2, AC 2)
Plan formal communications in writing, and make sure plans are detailed, complete, and realistic with respect to time allocation and content. (SO 2, AC 3)
Understand techniques are used to maintain continuity and interaction. (SO 2, AC 4)
)
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2.1 INTRODUCTION
Speaking is an art. A good speaker always ties their audience with their speech. Knowing your audience is one of the basics in effective communisation. That's especially true in one-on-one situations, when personal interaction is even more important. But if you don't know the person to whom you are presenting, how should you go about tailoring your message? 

2.2 THE VOICE
Your voice often indicates whether you are nervous, which might affect how a listener sees you. Being able to control your voice and communicate in a pleasing way attracts and maintains listeners’ attention. There are four vocal characteristics you can control to become a more effective verbal communicator:

· Volume is a vocal characteristic you need to use in the right way depending on the environment. Room size, number of listeners, and external noise all influence the volume of your voice. Make sure your listeners can hear everything you say.

· Rate is the speed at which you speak. Every person has a different natural rate, so it is important to adapt your rate to the topic and listener. Nervous speakers tend to speak fast. If you feel anxious about your message, you should try to maintain a slow, even rate of speech, so that the listener hears the actual message instead of being distracted by your nervousness. Conversely, you should not let your speaking rate drop much below 120 words per minute, or you risk losing the listener's attention. Stay enthusiastic about your message to maintain an appropriate rate.


· Pitch is the highness or lowness of your voice. When your vocal muscles are tight, your voice has a high pitch; when your vocal muscles are relaxed, your voice has a low pitch. If you are nervous, your vocal muscles will tighten and your voice will rise above its natural pitch. Rate and volume also affect your pitch. When you speak rapidly, your muscles are tense, which causes your pitch to rise. Speaking loudly also causes your pitch to rise. Although pitch variations might be useful in emphasizing certain points, generally it is best to maintain an even and natural pitch in most situations.


	Effective Voice Usage
· Speak clearly, using intonation for emphasis. A constant monotone voice will cause your audience to lose interest and miss important points. Emotion is conveyed primarily by the tone of voice and volume used throughout a conversation. Specific words are also given emphasis by employing these tools. Tone and volume usually provide subconscious inflections, although they can be used on purpose.
· Words of anger are loud; secrecy is whispered; happiness is light and fast; words of grief are slow and drawn; surprise is silent; disgust is quick with pauses between syllables; hurt is high pitched. Did you find yourself reading these phrases in the tones they were describing?
· Speaking quickly can show a sense of urgency or importance. Including a pause between your words is also used to emphasise importance as the listener’s interest rises waiting for each following word. 
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We have looked at the way we use our voices to convey the appropriate message to our audience. Our gestures, facial expressions, mannerisms, and the way we hold ourselves convey a number of messages to our audience.

In this regard, you should always know that you are communicating with those around you all the time. In addition, it is also important to be able to recognize the nonverbal signals that others are communicating to you.

When meeting with someone, nonverbal communication gives each of you clues about the other’s personality, attitudes, and feelings. The three types of nonverbal communication that have the most impact on your conversations are:

1. Facial expression 
Facial expressions are a very clear indicator of a wide range of emotions. For example we can signal certain emotions by smiling to show happiness or pleasure, frowning to show anger or displeasure, raising our eyebrows to show disbelief or amazement, turning down the corners of our mouth to show disgust or disapproval, widening our eyes to show surprise.
[You can check how effectively you use these expressions by looking into a mirror and attempting to show as wide a range of emotions as possible.]
We can of course control our facial expressions in order either to not show any emotion or to show an emotion we are not feeling.

How do we ensure that our facial expressions are appropriate to the context in which we are operating? We need to be sensitive to our context in order not to convey an inappropriate message through our facial expression. For example it would be extremely inappropriate to indicate great joy and happiness at a funeral. It would also be very inappropriate to convey through our facial expression that we found a worker's responses to our questions extremely amusing; it would be inappropriate for us to show pleasure if a colleague gets hurt. Always be aware of the context in which you are operating.

We also need to be aware of the topic which is being presented either by ourselves or someone else and ensure that our facial expressions are appropriate to this topic. If we are presenting a talk on the toll that HIV/AIDS is having in rural areas it would be extremely inappropriate to convey amusement. If we were required to negotiate a settlement between two colleagues it would be inappropriate to show anger and aggression.

When we are communicating orally we can use our facial expressions to help us convey our message effectively. We can also use gestures and body posture (the way we hold our body) in ways that help us to ensure our body language is appropriate to the context in which we are operating and to the topic we are presenting. Appropriate facial expressions, gestures and body posture can also help us reinforce the main ideas and attitudes we wish to convey to our audience.

	Note:
A friendly expression sends a message that you are open, honest, and enthusiastic. When coming into a meeting or conversation, smile and look into the eyes of the other person as you are introduced. These cues encourage the other person to relax and help open the lines of communication.



2. Effective Eye Contact
When conversing with someone, position your body to face theirs and hold your head up confidently. Look at them directly and maintain a high level of eye contact. Maintaining eye contact shows conviction and interest in the topic, whether you are speaking or listening. When talking to a group, distribute eye contact evenly to each person by looking around the group. 

· Eye contact is usually broken to pause or to gather your thoughts and maintain a level of comfort. 
· Making eye contact is not staring. A fixed unmoving look becomes uncomfortable for the listener who will try to break the stare by looking away. This will also cause them to remove their focus from the conversation and probably to put up subconscious defence mechanisms.

3. Proximity
Personal space is an important element to keep in mind when communicating. Typically, people of a higher status tend to keep more than the normal two meter between themselves and their subordinates. Close friends and romantic partners usually keep approximately 40 cm of distance. While you do not want to give the appearance of invading an acquaintance’s personal space, too great a distance will send a message that you are not totally involved in the conversation. One meter of distance will evoke feelings of closeness, trust, and parallel status between acquaintances.

4. Gestures and posture
Although most people are aware of the hand gestures that flow naturally throughout the course of communication, many people are less aware of the messages that hand, leg, and foot activity send. Restless hands or legs can suggest nervousness, which might make people question your honesty or integrity. Fidgeting might also indicate impatience and concealed anger. To ease nervousness, take deep, calming breaths and practice keeping your hands, feet, and legs still.

Similarly, your posture can affect the impression you make on someone. Standing and sitting straight signals that you are ready for open communication. Sitting or standing hunched over gives the impression that you are uninterested in conversation or contact.

[image: ]
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[bookmark: _Toc98487951]Formal oral communications are always planned in the written form first in order to ensure that they are effective.

You need not write out the entire oral presentation word for word but you need to have a very detailed plan of what you are going to say written down. This means you should plan what you are going to say in your introduction, in the main body of your oral communication, and how you are going to conclude.

The introduction is always important as this is how you capture the audience's attention from the start. A dull, boring introduction will cause the audience to loose interest and their attention may start wandering. You may want to briefly explain the purpose of your presentation and why you consider it important. You might want to use an amusing anecdote to put the audience at ease. You may want to use a startling example to grab everyone's attention.

	Illustration;

Which of these two examples do you think would be the most effective introduction?
Example 1: Rape is a bad thing. It is growing in South Africa. People are faced with a life sentence if they are found guilty of rape.

Example 2: Ladies and gentlemen, in the time it will take me to introduce this topic, another 5 women or children will have been raped. Think about that. This is the shocking nature of the enormous problem we all face in South Africa.




The plan for the main body of the presentation should be very detailed. You need to plan in terms of paragraphs, each one of which contains a separate important idea, or set of facts. You must ensure that there is a logical link between each of the ideas you wish to present.

	Illustration;
Which of these two examples do you think shows the most logical and meaningful sequence of ideas to be covered in the main body of a presentation on modern music?

Example 1:
• Rap music;
• House music;
• An overview of modern music;
• The future direction of modern music;
• Well known rap stars;
• Some examples of modern music
• Well known house music DJs;
• Why youth respond to modern music;

Example 2:
• An overview of modern music;
• Why youth respond to modern music;
• Some examples of modern music
• Rap music;
• Well known rap stars;
• House music;
• Well known house music DJs;
• The future direction of modern music



The conclusion to an oral presentation represents your closing comments. It is the last impression you will leave with your audience. You may want to briefly summarise what you have covered in the main body of your presentation or you may wish to pose questions for the audience to think about. Always try to end on a high note and to create a good lasting impression. Plan your concluding remarks carefully.

When planning an oral presentation you need to be prepared to practise it out loud in order to check how long it takes to present. You need to be very clear about what the time constraints for any oral presentation are and ensure that you stick to these. If an audience is expecting a 15 minute address on something and get either a 4 minute presentation or a 30 minute one they will feel dissatisfied and your communication will not have been effective.

You also need to make sure that the content of your oral presentation is relevant to the context in which you are presenting and to the needs of your audience. Let us say you have been asked to present a talk on "The issues surrounding genetic modification of plants." There is a great difference for example in how you would choose content for this presentation if it was for fellow learners or if it was for a meeting of gardeners who work in Stellenbosch residential area.

	Preparing and Presenting a Talk (Individual and Group)

Your peers for this Activity will assess you.
1. Write a detailed plan for an oral presentation.
· Decide on the topic you wish to talk about; (you should choose a topic which would
· assist your plant production studies)
· Decide on the context in which you will be doing your presentation;
· Decide on exactly who your audience is going to be;
· Decide how long your talk is going to be. (It should be at least 8 minutes).
2. When you have written your plan, read through it carefully.
· Now present your talk to your "audience" (peers), using your plan.
· Tell them to imagine they are members of the audience whom you had in mind when you planned your oral communication.
· Time the talk.
3. When you have finished, you and your "audience" should answer the following questions as honestly as possible.

	QUESTIONS: Did your presentation show that you:
	Yes
	No

	Planned your presentation and that you planned an attention getting introduction?
	
	

	Planned the main body of your presentation in a way that was logical and flowing?
	
	

	Planned a good conclusion?
	
	

	Planned with the needs of the audience in mind?
	
	

	Planned so that your time allocation was accurate?
	
	

	Planned to present content that was relevant to the topic?
	
	



If you and your audience can answer "yes" to the questions above then you have successfully completed the Activity. If the answer is "no" to any of the questions, look carefully at your plan and see where you could change it to improve your presentation.



2.5 VISUAL AIDS
A visual aid can be defined as a visible instructional or educational aid; something such as a model, chart, film or video, that is looked at as a complement (addition) to a lesson or presentation.

When you communicate orally with an audience by doing a presentation or a talk, it is often helpful to use visual aids, as these will enhance your presentation and make it more effective. One of the most important benefits of visual aids is that they make a presentation easier for the audience to understand. Visual aids can be helpful in clearly displaying statistics, percentages, processes, and abstract ideas. For example, a line graph would be helpful in showing an increase or decrease in the number of sales of a particular product over a span of years.
In addition, visual aids can be used to help the audience comprehend your ideas. If your presentation is very complex, you could use a visual aid that outlines the structure of your speech to help the audience follow along.

Visually displaying some of the information in your presentation is more interesting for the audience. Therefore, they’ll pay more attention. Providing a visual aid for the audience to look at adds variety to a presentation.

Audience members often view presenters who use visual aids as more credible than presenters who do not incorporate visual aids into their presentations. A presenter who uses visual aids often appears prepared and professional. This benefit can help you have a more persuasive impact on your audience.

There are many types of visual aids that can benefit your presentation, such as:
· Objects and models - Objects are helpful when you need to show the audience what something looks like, how it functions, or how to operate it. However, if the real object is too costly, too fragile or unavailable, models are a good alternative. Depending on the object you want to display, the model might be the same size, larger, or smaller than the real object. In addition, cross-section models can be used when you need to display the inside of the object.

· Photographs - Photographs in a presentation can provide examples of real people in real situations. This human element will add interest and will make the topic more relevant to the audience. Photographs of places and things also add realism to your presentation. They can be used when an object or a model is not available. If you use photographs, you’ll need to enlarge them, so the audience will be able to view them clearly from a distance. Posters might also be used instead of photographs.

· Tables - Tables are visual aids consisting only of text. Tables are useful for organising words or numbers in a manner that is easy for the audience to understand. The information in tables frequently is arranged in rows and columns to help categorise the information. However, the information might also be arranged as a list. Lists can be used to present information you want the audience to write down, such as your main points.

Whether you use rows and columns or a list in your table, the information shown should be limited to short phrases, so the table is easy to read. You should use colour to highlight certain items in a list or to identify the rows or the columns in a table with categories. It is important not to use too much colour or add too much detail, so that the table does not appear cluttered.
· Diagrams - Diagrams, such as maps and drawings, use graphics or a combination of text and graphics to communicate information to the audience.
Maps can be used to show a location, to describe a specific area, or to show a travel route. They can enhance a presentation but they should only include the details you want to communicate. A map showing too much information would be difficult for the audience to read.
Drawings can be used to show how something looks or operates. For example, drawings can show the outer design of a building or its floor plan before the building even exists. Drawings can also be used to demonstrate how something works when you cannot show the object itself or a model of it. In addition, a drawing can be used to show the inner workings of an object, which can be helpful if a cross-section model is not available.

· Charts - Charts convey information about the relationship between items using a combination of text and graphics. Some charts might illustrate different processes for completing a project, or they might show the time needed to complete activities necessary for finishing a project. More common types of charts include flowcharts and organisational charts.
Flowcharts show the successive steps needed to complete a process, or they might depict a series of events. In a flowchart, each step or event is represented with a geometric shape. Arrows leading to the next step or event accompany the shapes. These arrows and shapes create paths that guide the audience through the process or series of events.
 (
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Organisational charts show the hierarchy of positions within an organisation. These charts might show the positions' responsibilities and company divisions. Typically, boxes represent the positions, while lines connecting the boxes show the relationships between the positions.


· Graphs - Graphs are beneficial for translating statistics, showing trends and patterns, and comparing sets of numbers. There are several common types of graphs:
· Bar graph: This shows specific values at specific times, as shown below. Bar graphs might be created horizontally or vertically. You can use paired or clustered bars to examine more than one item at each point in time. For example, you could illustrate the level of sales of two products over time. When using bar graphs, you should not show more than five bars or sets of bars. Another good practice is to colour code paired or clustered bars to make them easier to identify.
[image: ] [image: ]
· [image: ]Line graph: This illustrates patterns or trends over time, as shown below. Because the line graph is easy for your audience to understand, you can display multiple sets of data by showing several lines. The lines allow the audience to make comparisons between the sets of data. To differentiate the lines, you should make them different colours or styles. For example, the lines can be solid or made of dashes or dots.

· Pie graph: This depicts parts of a whole, as shown below. It can show distribution patterns and percentages. You should limit the number of ''slices'' you use in a pie graph; five to eight sections should be the maximum. Usually, the largest section starts at the twelve o'clock position and the other sections follow in order of largest to smallest.
[image: ]

· Handouts are another useful addition to ensuring the effectiveness of an oral communication. A handout contains the most important elements of your presentation and are handed out to the audience; either to look at as you present - in which case you can refer them to particular points on the handout; or to keep as a useful summary for their own benefit after the presentation.
Prepare a handout which you think would enhance or add to the audience's understanding of your presentation.
Here are a few points to bear in mind when preparing handouts:-
􀁸 They should be neatly presented
􀁸 They should contain the main points of your presentation
􀁸 They should be complete enough to make sense as a document on their own.

· Multi-media aids refer to the use of more than one medium in your presentation, for example a video is an example of a multi media aid as it can be both an audio and a visual aid. You could also use CD's combined with slide shows, or tapes combined with a series of graphs presented on a flipchart.

Make sure however that you do not overwhelm your audience and end up distracting them with too much technology! You must ensure that you are confident about the way to use the visual aids you have chosen, otherwise your audience will get distracted and instead of enhancing your oral presentation you will have detracted from it.

2.5.1 Creating visual aids
The following guidelines should assist you when creating visual aids:
· Keep it simple - A visual aid will be ineffective if you include too much detail. Always keep the design simple to ensure that it is easy to read, and make sure the visual aid communicates the correct message.
· Make it large enough - You do not want to put time and effort into a visual aid that the audience cannot see clearly. Be sure the visual aid is appropriate, for the room and audience size.
· Use keywords and phrases - Using only small amounts of text will help ensure that your overall design is simple. Audiences can grasp the information faster if it is provided in small amounts.
· Use colour appropriately - Colour is beneficial for almost all visual aids. Besides adding interest, colour can clarify your visual aids by highlighting and organising information.
[bookmark: _Toc98487952]
2.5.2 Practice using visual aids
It is extremely important for you to practice using your visual aids before you deliver the presentation. By practicing, you can incorporate your visual aids smoothly and gain more confidence.

Practicing is especially important for some of the more complicated methods you can use to display your visual aids. A practice run might alert you to any potential problems. For example, you might discover an upside-down slide, or there might be a timing problem in your computerised presentation. This practice session can also help you feel confident about operating all the necessary equipment. It is much better to make your mistakes in a practice session than in front of an audience.
The simpler methods of visual display should be practiced as well. Even distributing handouts can cause problems if you have not thought through the way you’ll do it.
Using visual aids can be an effective addition to your presentation, but they must always be prepared ahead of time. There are several general guidelines you should follow when using your visual aids:
· Display as you discuss - You should display your visual aids, only when you are ready to discuss them. Leaving them on display throughout your presentation might tempt your audience to focus on the visual aids instead of listening to what you have to say. Therefore, you should remove them from view before and after you talk about them.
· For example, if you are using slides or overhead transparencies, you can leave the projector off until you are ready to discuss the visual aid. Then, after you have finished displaying the slides or transparencies, turn the projector off. For flipcharts, you can use a blank page to cover any information you have already put on the chart.
· Refer to the visual aid - You should point to the specific parts of the visual aid as you talk about them. If you do not refer to the visual aid, the audience might not understand it, and the visual aid might simply become a distraction.
· While discussing the visual aid, you might want to increase your volume because your audience will be concentrating on the visual aid as well as what you are saying. You should also be careful that you do not block any of the audience members' views of the visual aid as you talk about it.
· Maintain focus on the audience - To use your visual aid successfully, you should maintain your focus on the audience even while you are discussing the visual aid. Naturally, you might need to look at the visual aid as you point out certain items, but always remember to return your focus to the audience. If you turn away from the audience for extended periods of time, you might lose their attention. In addition, by maintaining eye contact with them, you can watch for feedback about whether they understand what you are explaining.


	Activity
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2.6 AUDIENCE INTERACTION & CONTINUITY
We have looked at a range of techniques you can use in order to make your oral presentation as effective as possible. Now we need to move on to look at what happens in an actual presentation. 

How, while you are presenting, do you maintain continuity and interaction? Continuity refers to the flow of your presentation and interaction refers to what happens between you and members of the audience. Continuity needs to be maintained at all times and interaction is to be encouraged between you and your audience.

Here are some of the elements you need to be aware of. How do you respond to queries? Responding to queries in a positive way is critical. Members of the audience might ask you to tell them more about something you have said; may want to know where to go for more information; may query some of your opinions, and so on. Always try to respond positively to a query. Thank the person for asking the question. Attempt to answer the question as clearly and as concisely as you can. 

If you are not sure of the answer do not pretend that you are - rather tell the questioner where he or she could find the answer or tell them you will get back to them with the correct answer. If you are not sure that you have understood the question that has been put to you then reword it and check whether you have clearly understood what you are being asked. This is in order to ensure clear effective oral communication. 

You may also try and reword information that is quite complex so that all members of the audience can follow. An example of this might be "HIV attacks the immune system. In other words it stops the body from being able to fight off disease effectively."

The way you time your speech or presentation is also important. Make sure that if you have two main points to put across, in order to be effective, you should allocate more or less equal time to both issues. Think back to the planned speech you gave. Were you aware of the timing issue? Timing techniques in your actual presentation are also critical. Never give the impression you are rushing over a point or are not prepared to give enough time to audience queries. This will lead to ineffective audience interaction. 

	Activity
Example 1:
Imagine that you have been asked to present a talk on how organisations can enhance employee rights. You have been asked to speak for 40 minutes in total.
You might allocate your time as follows:-
· 15 minutes on introduction to the presentation;
· 15 minutes on improving workers' rights;
· 10 minutes on audience questions.



Now let us look at how you should respond when you believe that audience contact is being lost. Let us think back to the section on body language.

Remember that body language gives us clues to how people are feeling. You must, when presenting an oral communication, be responsive to your audience. Study their body language.
Here are some clues that contact is being lost:-
􀁸 Members of the audience are restless;
􀁸 People are looking at their watches;
􀁸 People are not maintaining eye contact with you;
􀁸 People are yawning;
􀁸 People are whispering to one another;
􀁸 People are scribbling on their papers, and so on. 

SECTION 3:  IDENTIFY AND RESPOND TO MANIPULATIVE USE OF LANGUAGE. 
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Specific Outcome 
On completion of this section you will be able to 
identify and respond to manipulative use of language. 
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Assessment 
C
riteria 
On completion of this section you will be able to:
Identify and distinguish facts and opinions
 (SO 3, AC 1)
Note and address omission of necessary information
 (SO 3, AC 2)
Explain the implications of how the choice of language structures and features, specifically tone, style and point of view affect audience's interpretations of spoken texts
 
(SO 3, AC 3)
Distortion of a contributor's position on a given issue is explored with specific reference to what has been selected and omitted. (SO 3, AC 4)
)






















3.1 INTRODUCTION

Manipulative means being skilful in influencing or controlling others to your own advantage. Every day of our lives we are confronted by a number of verbal messages encouraging us to make certain choices or believe certain things. We need to look carefully at how advertisers, reporters and politicians, to name a few, use language in such a way as to influence and manipulate us.

	What do we mean by "manipulate" and "manipulative"?

In the context of language use, to manipulate means to control or influence somebody or something in a clever or devious way. It can also mean to change or present something in a way that is false but personally advantageous. Some examples of where we find manipulative language being used are news clips, political speeches, marketing material, and advertisements. Of course in our daily interaction with friends, our peers and family, we can also experience manipulation, and may even at times attempt to manipulate others.



3.2 FACTS AND OPINIONS.
Being able to differentiate between a fact and an opinion is a very important skill inorder to understand manipulation. You need to know the difference between what people think and what people know; between what people believe to be true and what has been proven to be true.
· A fact is a statement that can be proven true or false. 
· An opinion is an expression of a person’s feelings that cannot be proven. Opinions can be based on facts or emotions and sometimes they are meant to deliberately mislead others. 

The following is an example of a fact:
· With fewer cars on the road, there would be less air pollution and traffic noise; therefore, the use of mass transportation should be encouraged. Sometimes a person may use descriptive language to appeal to your emotions and sway your thinking. 
The following is an example of an opinion:
· Do you like looking at a smoggy view from a congested highway? How do you feel about fighting road hugs and bumper to bumper traffic every day? Mass transportation is the solution to all these problems.
Emotional language is neither right nor wrong, but the way in which it is used can be positive or negative; it is up to you to make reasonable judgement about the material you are reading or listening to and to draw your own conclusion. Therefore, when you read or listen, it is important to judge facts and opinions carefully in order to come to the right conclusion. Ask yourself, “are the facts reliable?” or “are the opinions based on the facts?” Once you answer these questions, you may be on the right track for finding and sticking to the facts; you be the judge.

Advertisers and politicians may often state opinions in such a way that they appear to be facts. Sometimes people have such strongly held beliefs that they think they are facts. Clever politicians and people who are trying to persuade us about something often use a blend or combination of fact and opinion. In order to avoid being manipulated we need to be clear about the difference between the two.

3.3. OMISSION OF IMPORTANT INFORMATION
Sometimes we are presented with messages or pieces of information which are incomplete.

Omission is leaving something out. It is not giving out information on something that is usually expected to from a reasonable person. In this context, an act of omission means not doing                                                                               something that you should do. For example, if you were walking down the street, and saw someone get hit by a car, but just walked on by without calling 911, that would be an act of omission. You didn't hit the person, but your problem was that you did nothing when you could have helped
Omitting a fact that could hurt someone, if not important could be done in their favour.  The feelings of one could be saved my the non importance of certain facts.

In order to avoid being manipulated and in order to form our own independent opinions about certain events or products we need as detailed a picture as possible. We need to be alert to what is not being said in the same way as we need to be alert to what is being said. Sometimes information is deliberately omitted in order to present a certain point of view.

	Learning task
In old history textbooks during the Apartheid era we were given an incomplete picture of the role black people played in the wars for example. This was done in order to minimise the important contribution black people had made to our history.

Look at this example from a summary of a speech, where facts have been omitted. See what questions you could ask in order to get the whole picture, or at least a more complete one.  "During the Anglo-Boer War (1899 - 1902) thousands of white Afrikaner or Boer women and children were imprisoned in concentration camps in South Africa. Conditions were very bad, the diet was limited, hygiene was neglected, health resources were lacking, and many people died. This led to great bitterness on the part of the Boers towards the British. There were also black concentration camps."

Remember any questions you thought of that lead to you getting more information on the role of black people in the Anglo - Boer War are appropriate. Ensure that your questions are appropriate by checking whether the answer would lead to greater understanding and less chance of being manipulated.




	Activity
Omission of information
1. Listen to three advertisements on the radio or on TV.
Make notes on what information you are given in the advert. Now make a list of what other information you would need to know in order to ensure that you had sufficient information to avoid being manipulated by the advertisers. Make up questions to which you need the answers to ensure that you have all the information.

2. Tape a radio news report, or video a TV news report. Listen to it carefully. Choose one of the news clips (short reports) that you think is a good example of information being left out. Now compile a list of questions you would want answered in order to address the omissions.

3. If you have the opportunity, go to a political rally or talk and listen to the speakers. Make a note of when you think they are omitting necessary information. Compose a question the answer to which would show that you have noted the omission and know how it should be addressed.



3.4 DISTORTION OF SPOKEN WORDS
Let us now look at the idea of distortion of the spoken word. Distortion in this context can be defined as misleading alteration; the altering (changing) of information in such a way that the audience is misinformed or misled. e.g. "When she gave her talk on World War II she distorted the facts by leaving out the role played by black soldiers."; "When he spoke about Jan van Riebeek's arrival at the Cape he distorted the facts by neglecting to mention that there were already people living in the Cape."
We can see from these examples that one way of distorting a presentation is to omit (leave out) certain key facts; another way is to only select information that reflects a particular point of view.
[image: ]
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