
 
 
 
 
 

 

6.5.2 - The institution reviews its teaching learning process, structures 

& methodologies of operations and learning outcomes at periodic 

intervals through IQAC set up as per norms and recorded the 

incremental improvement in various activities 

 
 

Pages from 02 to 268 of this document are verified. 
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Evaluation Pattern 
 

First Year UG Semester 1 – Part II Communicative English 
              

   Internals (50 marks) | External University Examination (50 marks) 
------------------------------------------------------------------------------------------------------ 

INTERNALS (50 marks) 
 

i. Attendance                         –   5 marks 

ii. Continuous Assessment  – 10 marks 

iii. Internal Examination         -- 35 marks 
                                      Total  – 50 marks 

---------------------------------------------------------------------------------------------------------------- 
 
iii. Internal Examination       -   35 marks  
   (to be conducted by the respective institutions at the end of the semester) 
 

 Listening       - 15 marks  
 *Speaking     - 15 marks (*each student to be tested individually/in pairs ) 
  Study Skills  -   5 marks 

---------------------------------------------------------------------------------------------------------- 

 

Question Paper Pattern for Internal Examination  
I UG Semester 1 - Communicative English  

BP2-ENG01QP 
Marks : 35                                                                                Time: as required 

Listening  (15 marks) 

 

 

I. Listen to the following announcement and complete the activities that follow. (7 marks) 

 

AUDIO/VIDEO to be played  - ( an announcement followed by info – gap activities – Fill   

in the blanks/ complete the following/ match the following  [pronunciation]/       inferential 

– meaning) 

 

II. Listen to the following  story /speech and complete the questions that follow.  (8 marks) 

 

AUDIO/ VIDEO to be played  - ( a short speech / story followed by questions – factual,    

Inferential, pronunciation, reasoning) 

 

 

                                                     * Speaking (15 marks) 

                                  (*each student to be tested individually/in pairs) 

 

 III.  Individual Speaking activities (7 marks) 

         Introduction – Self and others (4 marks) 

          Pronunciation of commonly confusing words (3 marks) 

 

IV. Dialogue (in pairs)  ( 8 marks) 

       Asking and giving information (4 marks)  
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      Asking and Giving Directions (4 marks) 
 

                                                         

 

 

 

Study Skills (5 marks) 

 
V. ( Using a Dictionary / Thesaurus) 

      eg. Emission:  

                        Word Class / Part of Speech  - Noun 

                        Other Forms    - Emissions 

                        Spelling     - e-m-i-s-s-i-o-n 

                        Pronunciation   -  e-mi-ssion 

                        Meaning    -   The sending of light, heat, gas etc. 

                        Use    - We must control the emissions from the vehicles. 

 

---------------------------------------------------------------------------------------------------------------- 
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Part II - COMMUNICATIVE ENGLISH 
 

Question Paper Pattern for End Semester University Examination 
 

Marks: 50                                                                                         Time: 3 Hours 
---------------------------------------------------------------------------------------------------------------- 
 
                                                  PART – A (20 marks) 

 

I. Read the following passage and answer the questions that follow  (15 marks) 

 

[1 long passage – questions to include –  
 factual - 4 questions– 4 marks 

  Inferential – 2 question – 5 marks 

  Vocabulary – 4 questions –  4 marks 

(meaning for the given word; meaning given, find the word; synonym; antonym )   

  Reasoning  - True / False ( with reasons)  - 2 questions – 2 marks] 

 

II. Read the following graph and answer the questions that follow.   

                                                                                                      ( 5x1=5marks) 

 

(questions to include – factual, inferential, vocabulary, reasoning, extrapolation) 

 

                                                           PART – B (10 marks) 

 

III. Read the following passage. Each line contains an error. Identify the error and write 

the correct answer in the space given. (5 marks) 
(errors –  spelling / commonly confusing word (familiar words), articles, sub-verb agreement, 

punctuation, tense form.) 

IV. Rewrite  any one of the following passages: (5 marks) 

Present tense to past tense 

Active to passive 

Descriptive to dialogue 

                                                   PART C (20 marks) 

 

V. Answer any 4 out of 6                            (4x5=20marks) 

 

Diary writing (journal writing) 

Narrative writing 

Descriptive writing 

Giving directions 

Note making 

Compare and contrast (argumentative) 
 

***** 
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FIRST YEAR - SEMESTER I 
PAPER II –GENERAL ENGLISH 

 
Subject Code Catego

ry  
L T P S Credit

s  
Inst. 
Hours  

Marks  
CIA External Total 

100L1ZU Part II Y Y - - 3 6 25 75 100 
           

Learning Objectives 
LO1 To enable learners to acquireself awareness and positive thinking required in 

various life situations. 
LO2 To help them acquire the attribute of empathy 
LO3 To assist them in acquiring creative and critical  thinking abilities  
LO4 To enable them to learn the basic grammar 
LO5 To assist them in developing LSRW skills 

Unit No. Unit Title & Text No. of Periods for the 
Unit 

I SELF-AWARENESS(WHO)&POSITIVE 
THINKING(UNICEF) 
Life Story 
1.1 Chapter 1 from MalalaYousafzai, I am Malala 
1.2 An Autobiography or The Story of My 
       Experiments with Truth (Chapters 1, 2 & 3) 
M.K.Gandhi 
Poem 
1.3 Where the Mind is Without Fear – Gitanjali 35 
–  
Rabindranath Tagore 
1.4 Love Cycle – Chinua Achebe 

20 

II EMPATHY 
Poem 
2.1 Nine Gold Medals – David Roth 
2.2 Alice Fell or poverty – William Wordsworth 
Short Story 
2.3 The School for Sympathy – E.V. Lucas 
2.4 Barn Burning – William Faulkner 

20 

III CRITICAL & CREATIVE THINKING 
Poem 
3.1 The Things That Haven’t Been Done Before – 
        Edgar Guest 
3.2 Stopping by the Woods on a Snowy Evening –  
Robert Frost 

20 
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Readers Theatre 
3.3 The Magic Brocade – A Tale of China 
3.4 Stories on Stage – Aaron Shepard (Three 
Sideway Stories from Wayside School” by Louis   
Sachar) 

IV Part of Speech 
4.1 Articles 
4.2 Noun 
4.3  Pronoun 
4.4  Verb 
4.5 Adverb 
4.6 Adjective  
4.7 Preposition 

15 

V Paragraph and Essay Writing  
5.1 Descriptive 
5.2 Expository 
5.3 Persuasive  
5.4 Narrative 
Reading Comprehension 

15 

Course Outcomes 
Course Outcomes On completion of this course,students will:  

CO1 Acquire self awareness and positive thinking required in 
various life situations PO1,PO7 

CO2 Acquire the attribute of empathy. PO1,PO2,PO10 
CO3 Acquire creative and critical thinking abilities. PO4,PO6,PO9 

CO4 Learn basic grammar  PO4,PO5,PO6 
CO5 Development and integrate the use of four language 

skills i.e., listening, speaking, readingand writing. 
PO3,PO8 

 

 Text books (Latest Editions) 

1. MalalaYousafzai. I am Malala, Little, Brown and Company, 2013. 

2. M.K. Gandhi. An Autobiography or The Story of My Experiments with Truth 
(Chapter – I), Rupa Publications, 2011.   

3. 
Rabindranath Tagore. "Gitanjali 35" from Gitanjali (Song Offerings): A 
Collection of Prose Translations Made by the Author from the Original 
Bengali. MacMillan, 1913.  

4.  N.Krishnasamy. Modern English: A Book of Grammar, Usage and 
Composition Macmillan, 1975. 

5. Aaron Shepard. Stories on Stage, ShepardPublications, 2017. 

6. J.C. Nesfield. English Grammar Composition and Usage, Macmillan, 2019. 
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Web Resources 

1 MalalaYousafzai. I am Malala (Chapter 1) https://archive.org/details/i-am-malala 
2 M.K Gandhi. An Autobiography or The Story of My Experiments with 

Truth(Chapter-1)- 
Rupa Publication, 2011 https://www.indiastudychannel.com/resources/146521-Book-
Review-An-Autobiography-or-The-story-of-my-experiments-with-Truth.aspx 

3 Rabindranath Tagore. "Gitanjali 35" from Gitanjali (Song 
Offerings)https://www.poetryfoundation.org/poems/45668/gitanjali-35 

4 Aaron Shepard.Stories on Stage, Shepard Publications, 2017 
https://amzn.eu/d/9rVzlNv 

5 J C Nesfield. Manual of English Grammar and Composition. 
https://archive.org/details/in.ernet.dli.2015.44179 

 
Mapping with Programme Outcomes: 

 PO1 PO2 PO3 PO4 PO5 PO6 PO7 PO8 PO9 PO10 
CO1 3 3 3 3 3 3 3 2 3 2 
CO2 2 3 3 3 2 3 3 2 2 2 
CO3 3 3 3 2 3 3 3 2 3 2 
CO4 3 3 3 3 3 3 3 2 2 2 
CO5 3 2 3 3 3 3 3 2 2 3 

 
Mapping with Programme Specific Outcomes: 
 

CO /PO PSO1 PSO2 PSO3 PSO4 
CO1 3 3 3 3 
CO2 3 3 3 3 
CO3 3 3 3 3 
CO4 3 3 3 3 
CO5 3 3 3 3 

Weightage 15 15 15 15 
Weighted percentage of 
Course Contribution to POS 

3.0 3.0 3.0 3.0 

3 – Strong, 2 – Medium, 1 - Low 



 
 

 
 
 

 

 

Evidence of Teaching-Learning 

process 

1. OBE Course file 

2. CO/PO attainment 

3. Student centric Methods 

4. Attendance Tracking 

5. Continuous Internal Marks Assessment 

 
 

 

 

 



 
 

 

OBE PRACTICES 

 
144E1A – BUSINESS COMMUNICATION 

 

 

 

ACADEMIC YEAR: 2023-2024 DEPARTMENT: Accounting and Finance 

PROGRAMME: I B.Com AF    SEMESTER: 1st Semester 

COURSE TITLE: Business Communication                 COURSE CODE: CA31B 

TOTAL DURATION (HRS): 60 CREDITS: 4 

 

 

 

 

 
INSTRUCTOR 

Ms. K.Mathumathi & Ms. M. Ophelia Jenefer 

Assistant Professor Department of 

Accounting and Finance



 

 

 

Department of Accounting and Finance 

PROGRAMME EDUCATIONAL OUTCOMES 
 

PROGRAMME EDUCATIONAL OUTCOMES (PEO) – 

(to be achieved by the graduate after 4 to 5 years of graduation) 

PEO1. It helps the students to gain knowledge and apply innovative ideas in financial 

markets, Investment Management, Banking operations, Operations Research 

Techniques in business decision making and legal Environment in the Corporate 

World. 

PEO2. Students will be equipped to pursue higher education and build their professional 

qualification. 

PEO3. The graduate will be able to do consultancy in various investment forums and gain 

good returns as well and become a successful person in wealth creation. 

PEO4. The students will be able to take up responsibilities in various functional areas of an 

organisation. 

PEO5. It also grooms the graduate to work in team with enhanced communication and 

interpersonal skills. 

PEO6. The course will prepare students with knowledge and skill sets that will not only 

make them industry ready but also foster entrepreneurial and innovative thinking. 



 

Department of Accounting and Finance 

PROGRAMME OUTCOMES 
 

 

PO1 
Domain Knowledge: Apply the knowledge in the relevant areas of arts, science and 

Management fields. 

PO2 
Problem Analysis: Identify and analyze the complex problems using the knowledge acquired 

in various domains 

 
PO3 

Design/Development of solutions: Define solutions for complex problems with appropriate 

consideration for the public health and safety, and the cultural, societal, and environmental 

considerations 

PO4 
Conduct investigations of complex problems: Develop competency to carry out the research 

with their ability to design and execute the experiment 

PO5 
Society and ethics: Apply contextual knowledge for societal welfare and commit to 

professional ethics 

PO6 
Environment and sustainability: Understand the Environmental factors and focus towards 

sustainable development 

PO7 
Project management and team work: Demonstrate knowledge and understanding the 

principles of Project management in various domains to lead effectively and work as team 

PO8 
Communication: Demonstrate the effective communication skills for interaction with 

personnel as well as presentation in appropriate forums 

PO9 
Inculcate innovative thinking: To identify the sources of business opportunity and develop 

entrepreneurial skills for entrepreneurship development 

PO10 Lifelong learning: Recognize the needs to engage in lifelong learning with moral values 



 

Syllabus 

Unit – I Introduction to Business Communication Definition – Meaning – Importance of Effective 

Communication – Modern Communication Methods – Barriers to Communication – E-Communication - 

Business Letters: Need - Functions – Essentials of Effective Business Letters –Layout. 

Unit – II Trade Enquiries Trade Enquiries – Orders and their Execution – Credit and Status Enquiries – 

Complaints and Adjustments – Collection Letters – Sales Letters – Circulars 

Unit – III Banking & Insurance Correspondence Banking Correspondence – Types – Structure of 

Banking Correspondence – Elements of a Good Banking Correspondence – Insurance – Meaning and 

Types – Insurance Correspondence – Difference between Life and General Insurance – Meaning of Fire 

Insurance – Kinds – Correspondence Relating to Marine Insurance – Agency Correspondence – 

Introduction – Kinds – Stages of Agent Correspondence – Terms of Agency Correspondence 

Unit IV Secretarial Correspondence Company Secretarial Correspondence – Introduction – Duties of 

Secretary – Classification of Secretarial Correspondence – Specimen letters – Agenda and Minutes of 

Report writing – Introduction – Types of Reports – Preparation of Report Writing 

Unit V Interview Preparation Application Letters – Preparation of Resume – Interview: Meaning – 

Objectives and Techniques of Various Types of Interviews –Creating & maintaining Digital Profile 

 

 

 

 

 

 

 

 

 

 

 



 

 

 
 

 

 

COURSE DELIVERY PLAN 
 

The Bloom’s Taxonomy is to be followed in curriculum development, courseware development, planning and 

delivery of contents, Assessment, Mapping, Data Analysis and CQI (Continuous Quality Improvement) 

 

 

COURSE OUTCOMES (CO) 

CO – 1 
Acquire the basic concept of business communication.(k3) 

 
CO – 2 

Exposed to effective business letter(k4) 

CO – 3 Paraphrase the concept of various correspondences.(k4) 

CO – 4 
Prepare Secretarial Correspondence like agenda, minutes and various 

business reports.(k4) 

CO – 5 
Acquire the skill of preparing an effective resume(k5) 

 



 
 

MAPPING OF COs TO Pos 
 

 
PO

1 

PO

2 

PO

3 

PO

4 

PO

5 

PO

6 

PO

7 

PO

8 
PO9 

PO1

0 

CO1  3 2 3 2 2 2 2 2 
3 2 

CO2 3 2 3 2 2 2 2 2 
3 2 

CO3 3 2 3 2 3 2 2 2 
3 2 

CO4 3 1 3 2 3 2 2 2 
3 2 

CO5 3 3 3 2 3 2 2 2 
3 2 

TOTAL 15 11 15 10 13 10 10 10 
15 10 

AVERAG

E 
3 2.2 

3 
2 2.6 2 2 2 

3 2 

 

3 – Strong Contribution, 2 – Moderate Contribution, 1 – Weak Contribution



 

COURSE DELIVERY PLAN 
 

Period # Topic / Session  topic 

Pertaining 

CO/CLOs  

 

Teaching 

Learning 

Outcome(TLO) 

Instructional 

Methods / 

Activities 

Assessment Method 

for TLO 

1 

Introduction on 

business 

communication 

All - Lecture - 

2-4 

Definition – Meaning 

– Importance of 

Effective 

Communication 

Modern 

Communication 

Methods 

1 

To acquire basic 

knowledge on 

term business 

communication 

e- resource 

Internal test 1 5-7 

Barriers to 

Communication – E-

Communication 

1 

To understand 

the barriers to 

communication 

e- resource 

8-9 
Business Letters: 

Need - Functions 
1 

To know the 

needs and 

functions of 

business letter 

Lecture  

10-12 

Essentials of Effective 

Business Letters – 
Layout 

1 
To draft a letter 

on own 

Chalk and 

Talk method 

13-18 

Credit and Status 

Enquiries – 
Complaints and 

Adjustments 

2 

To draft letter 

on complaints 

and adjustments 

PPT 

Internal test 2 
19-22 

Collection Letters – 
Sales Letters 

2 

To draft letter 

regarding 

collection and 

sales 

PPT 

23-24 Circulars 2 

To define 

circular & its 

uses 

Lecture 

method 

25-26 

Banking 

Correspondence – 
Types – Structure of 

Banking 

Correspondence – 

Elements of a Good 

Banking 

Correspondence 

3 

To relate the 

banking 

correspondence 

and insurance 

correspondence   

PPT Assignment 



 

27-29 

Insurance – Meaning 

andTypes – Insurance 

Correspondence – 
Difference between 

Life and General 

Insurance 

3 

To relate the 

banking 

correspondence 

and insurance 

correspondence   
Lecture 

method 

30-32 

Meaning of Fire 

Insurance – Kinds – 
Correspondence 

Relating to 

3 

To draft 

diiferent 

insurance letters 

33-34 

Marine Insurance 

3 
To outline the 

marine letters 
PPT 

35-36 

Agency 

Correspondence – 
Introduction – Kinds – 

Stages 

of Agent 

Correspondence – 
Terms of Agency 

Correspondence 

3 

To apply 

knowledge on 

drafting agency 

letters 

Chalk and 

Talk method  
Assignment  

37-42 

Company Secretarial 

Correspondence – 
Introduction – Duties 

of Secretary 

4 

To know the 

duties of 

secretary 

Lecture, 

PPT  

Board Test 

43-48 

Classification of 

Secretarial 

Correspondence – 
Specimen letters 

4 

To understand 

the different 

letters drafted 

by company 

secretary 

Lecture, 

PPT  

49-52 

Agenda and 

Minutes of Report 

writing 

4 

To prepare 

company related 

documents 

Lecture, 

PPT  

53-55 

Introduction – Types 

of Reports – 
Preparation of 

Report Writing 

4 

To develop skill 

on drafting 

company reports 

Chalk and 

Talk 

method, 

Lecture and 

PPT 

56-58 

Application Letters – 
Preparation of 

Resume – Interview: 

Meaning – 

Objectives and 

Techniques of 

5 

To construct 

resume and skill 

on attending 

interviews 

ROLE 

PLAY 
Seminar 



 
Various Types of 

Interviews 

59-60 

Creating & 

maintaining Digital 

Profile 

5 

To construct 

resume and skill 

on attending 

interviews 

 

 

 

 

 

 
 



 

TIME TABLE 
 

TIME      

DAY ORDER 1 2 3 4 5 

I  I B (MO)    

II I B(KM)     

III     I B (MO) 

IV      

V    I B (MO)  

VI      



 

ASSESSMENT PLAN 
 
 

Ass 

ess 

me 

nt 
# 

 

Learning Outcome for 

Assessment 

 
 

Pertaining Cos 

 

Assessment 

Method / 

Activity 

 
Rubrics 

Followed 

 
Corrective 

Action 

 
 

Duration 

 
1 

Introduction to 

Communiaction 

CO 1 Written Test 

(CA 1) 

Analytic Retest 60 

minutes 

2 Trade Enquires CO2 Written 

Test(CA 2) 

Analytic Retest 60 

minutes 

3 Business 

Correspondence 
CO3 Assignment Holistic Redo 

30 

minutes 

4 Business Reports 

  

 

CO4 Board Test Holistic Offering 

corrective 

points 

1 Hour 

5 Interviews CO5 Seminar Holistic Oral test 3 hours 

 
6 

Business 

Communication 

All CO Model Exam 

(Written 

Exam) 

Holistic Written 

Test 

3 Hour 

 

 

Faculty Facilitator



 

RUBRICS ASSESSMENT 

 

 
Assessment # 

 
Criteria 

 
Weightage in % 

 
Max Marks 

 
Total 

Marks 

 

Written Test 

Excellent  20 – 25  

25 Good  10 – 19 

Poor  Less than 10 

 

Written test 

Excellent  20 – 25  

25 Good  10 – 19 

Poor  Less than 10 

 

 Content Knowledge 5 50% 
 

Assignment  
 

Creativity 2 20% 10 

 

Overall presentation 3 30% 
 

Board Test 
 

Spontaneity  6 60% 10 

 

Explanation 4 40% 
 

 

 Content Knowledge 5 50% 
 

 Group Seminar 
 

Performance 2 20% 10 

 

Team work 3 30% 
 

 
 

Model examination 

Excellent  60 – 75  
 

75 
Good  40 – 59 

Average  30 – 39 

Poor  Below 30 

 

 

 

 



 
 

 

 

 

 

 

 

 

 

INTERNAL ASSESSMENT CONVERSION 

 

 

CLUBBING OF 

ASSESSMENT

S 

ASSESSMEN

T TITLE 

MARK

S 

CONVERTE

D MARKS 

Assignment Assignment (A3) 20 5  

Seminar 

Seminar(A5) 10 

 5 

board Test(A4) 10 

Test (Best of 2) 

Written Test 

(A1) 
25 

 10 Written Test(A2) 25 

Written Test(A6) 75 

Attendance NA NA 5 

Total 25 

 

 

 
 



CO# Course Outcome Target (Class Average)

CO1 Acquire the basic concept of business communication.(k3)

CO2 Exposed to effective business letter(k4)
CO3 Paraphrase the concept of various correspondences.(k4)
CO4 Prepare Secretarial Correspondence like agenda, minutes and 
CO5 Acquire the skill of preparing an effective resume(k5)

Level 3: 60% Stud scoring >= 60% of max marks allocated to CO

Level 2 : 50% Stud scoring >= 60% of max marks allocated to CO

Level 1 : 40% Stud scoring >= 60% of max marks allocated to CO

Level 0 : Less than 40% Stud scoring >=60% of max marks allocated to CO

AGURCHAND MANMULL JAIN COLLEGE

Meenambakkam, Chennai

ACADEMIC YEAR: 2023 - 2024 ODD SEMESTER
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                  AGURCHAND MANMULL JAIN COLLEGE 

                 Meenambakkam, Chennai – 61 

 

INTERNAL ASSESSMENT TEST I 

Department AF Year I Section B 

Duration 60 Minutes Date  
Max 

Marks 
25 

    

Q 

NO.  

PART-A (5 X 2 MARKS = 8 MARKS) 
CO 

BT

L 

Mark

s MAX TIME: 10 MINUTES 

1 
Define Communication  

1 K1 2 

2 
List out principles of  Communication 

1 K1 2 

3 What is grapevine Communication ?  1 K1 2 

4 What is horizontal Communication ? 1 K2 2 

5 discuss the barriers to Communication 1 K2 2 

Q 

NO. 

PART-B (1 X 5 MARKS = 10 MARKS) 
CO 

BT

L 

Mark

s MAX TIME: 20 MINUTES 

6 Write importance of Communication 1 K2 5 

Q 

NO. 

PART C ( 1 X 10 MARKS = 10 MARKS)  

MAX TIME:  30 MINUTES 

Answer any one 

CO 
BT

L 

Mark

s 

10 Examine the process of Communication 1 K2 10 

 

 

 

Course Teacher         Facilitator 
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                  AGURCHAND MANMULL JAIN COLLEGE 

                 Meenambakkam, Chennai – 61 

 

INTERNAL ASSESSMENT TEST I 

Department 
ACCOUNTING 

& FINANCE 
Year I Section B 

Duration 60 Minutes Date 26.9.23 Max Marks 25 

 

 
  

Q NO.  
PART-A (5 X 2 MARKS = 8 MARKS) 

CO BTL Marks 

MAX TIME: 10 MINUTES 

1 Explain enquiry letter. 1 K1 2 

2 Write a note on unsolicited application. 1 K1 2 

3 Give any two significance of offer letter. 2 K2 2 

4 List out the components of business letter. 2 K1 2 

5 What is tender? 2 K1 2 

6 Discuss the importance of order letter. 2 K2 2 

7 Discuss the reasons for inability to execute order. 2 K2 2 

Q NO. 
PART-B (1 X 5 MARKS = 10 MARKS) 

CO BTL Marks 

MAX TIME: 20 MINUTES 

8 Discuss five differnces between Offer & Quotation 2 K2 5 

9 Explain the guidelines to prepare tender 2 K2 5 

Q NO. 

PART C ( 1 X 10 MARKS = 10 MARKS)  

MAX TIME:  30 MINUTES 

Answer any one 

CO BTL Marks 

10 
Draft an order letter to the sales manager of Ooty Chocolate factory who is a 

regular supplier for 50 varieties of chocolates which is to be delivered 

before 5
th
 of October,2023 on credit basis for a period of 1 month. 

3 K3 10 

11 

Zaamin Restaurant placed an order 1 month before to Natraj Coffee 

house for delivering 50 kg Coffee powder on 10
th

 of September, 

2023. Due to delay in the execution Zaamin restaurant decides to 

cancel the order. Draft a letter for this situtaion 

3 K3 10 

 

 

 

Course Teacher         Facilitator 

 

 



Total

Q.No 1 2 3 4 5 8 10

Max Marks 2 2 2 2 2 5 10 25

CO # 1 1 1 1 1 1 1

1 23P101 B. PURUSHOTHAMAN 2 2 2 3 2 11

2 23P102 MN. MIDHUN 2 2 2 4 6 16

3 23P103 K. KAMALESH 2 2 1 1 2 4 8 20

4 23P104 R. PRAVEEN KUMAR 2 2 4 6 14

5 23P105 K. SARAN 0

6 23P106 G. SANJAY 2 2 2 4 4 14

7 23P107 V. ANSHUMAN ARUN 2 2 2 2 2 4 8 22

8 23P108 S. SURYA RAJ 2 2 2 2 4 9 21

9 23P109 R. SUBASRI 0

10 23P110 P. SHREEJA 0

11 23P111 CV. NAVEEN 2 2 2 1 1 4 9 21

12 23P112 S M. VINISHA 2 2 2 2 1 4 9 22

13 23P113 N. ANIRUDH 2 2 2 2 2 4 8 22

14 23P114 S. LOKESH 0

15 23P116 J. JENISHA 0

16 23P117 R. PRIYAKANNAN 0

17 23P118 M D. SAMSON 2 2 2 2 2 4 6 20

18 23P119 S. RAMAMURTHY. 2 2 2 2 2 3 6 19

19 23P120 K. PRAJAN 2 2 2 2 3 6 17

20 23P122 V. KUKAN 0

21 23P123 G. GOWTHAM 2 2 1 2 4 11

22 23P124 D. MONISHA 0

23 23P125 B. JEROME AROCKIASAMY 2 2 2 3 4 13

AGURCHAND MANMULL JAIN COLLEGE

Meenambakkam, Chennai

ACADEMIC YEAR: 2023 - 2024 ODD SEMESTER

INTERNAL ASSESSMENT TEST - 1

B.com Accounting and Finance COURSE CODE: 144E1A

BUSINESS COMMUNICATION

DEPARTMENT:

FACULTY NAME:  MATHUMITHA. K ; OPHELIA JANEFER M COURSE NAME:

PART A PART B PART C

S. No Roll No Student Name



24 23P126 V. REKHA 0

25 23P127 J. AKASH 2 2 2 4 8 18

26 23P128 R. ARAVINTH 0

27 23P129 P. MATHAN 2 2 1 2 3 1 11

28 23P130 S. AJAI KUMAR 2 2 3 6 13

29 23P131 M. SANJAI KUMAR 0

30 23P132 R. EASHWAR 0

31 23P133 G. DEVADHARSHAN 2 2 2 3 2 11

32 23P134 S. SUJITHRA 0

33 23P135 M. MANOJ 2 2 2 2 3 4 15

34 23P136 G.SOURJYESH 2 2 2 3 9

35 23P137 SACHIN S 2 2 2 4 7 17

36 23P138 PRASANTH P 2 2 1 2 3 6 16

37 23P140 RISWANA J 0

38 23P143 DEEPA A 0

39 23P144 SANJAY J 0

40 23P145 YUVA GANDHI N 0

41 0

42 0

43 0

44 0

45 0

46 0

47 0

48 0

49 0

50 0

51 0

52 0

53 0

54 0

55 0

56 0

57 0

58 0



59 0

60 0

61 0

62 0

63 0

64 0

65 0

66 0

67 0

68 0

69 0

70 0

71 0

72 0

73

74

75

76

77

78

17 19 17 19 13 0 0 23 0 23

1.2 1.2 1.2 1.2 1.2 0 0 3 0 6

17 19 15 15 11 0 0 21 0 15

100 100 88.24 78.95 84.62 ##### ##### 91.3 ##### 65.22

3 3 3 3 3 ##### ##### 3 ##### 3

3

#####

#####

#####

#####

Attainment Level

CO1 Attainment

CO2 Attainment

CO3 Attainment

CO4 Attainment

CO5 Attainment

#Students > 0

Target Marks

#Students > Target Marks

%Students > Target Marks



Total

Q.No 1 2 3 4 5 6 7 8 9 10 11

Max Marks 2 2 2 2 2 2 2 5 5 10 10 30

CO # 2 2 3 3 2 2 3 2 3 2 3

1 23P101 B. PURUSHOTHAMAN 2 2 1 2 7

2 23P102 MN. MIDHUN 2 2 2 2 4 2 14

3 23P103 K. KAMALESH 2 2 2 2.5 6.5 15

4 23P104 R. PRAVEEN KUMAR 2 0.5 0.5 2 2.5 6.5 14

5 23P105 K. SARAN 2 1 2 1 3 9 18

6 23P106 G. SANJAY 2 1 1.5 2 2.5 5 14

7 23P107 V. ANSHUMAN ARUN 2 2 1 2 1 2 9 19

8 23P108 S. SURYA RAJ 1.5 2 2 2.5 8 16

9 23P109 R. SUBASRI 2 2 2 5 9 20

10 23P110 P. SHREEJA 2 2 0 2 2 5 9 22

11 23P111 CV. NAVEEN 2 2 2 2 2 4 8 22

12 23P112 S M. VINISHA 2 2 2 2 2 5 10 25

13 23P113 N. ANIRUDH 2 2 2 2 2 3 7 20

14 23P114 S. LOKESH 2 0 2 2 1.5 1.5 3 12

15 23P116 J. JENISHA 2 2 2 2 2 5 10 25

16 23P117 R. PRIYAKANNAN 0.5 0.5 0 5 5 11

17 23P118 M D. SAMSON 0

18 23P119 S. RAMAMURTHY. 2 2 0 1 1 5 8 19

19 23P120 K. PRAJAN 2 2 2 2 2 4 9 23

20 23P122 V. KUKAN 1 1.5 1 1.5 2 8 15

21 23P123 G. GOWTHAM 2 0 2 2 2 4 3 15

22 23P124 D. MONISHA 1.5 1 1.5 1 2 4 8 19

23 23P125 B. JEROME AROCKIASAMY 1 4 6 11
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Meenambakkam, Chennai

ACADEMIC YEAR: 2023 - 2024 ODD SEMESTER

INTERNAL ASSESSMENT TEST - 1

B.com Accounting and Finance COURSE CODE: 144E1A

BUSINESS COMMUNICATION

DEPARTMENT:

FACULTY NAME:  MATHUMITHA. K ; OPHELIA JANEFER M COURSE NAME:

PART A PART B PART C

S. No Roll No Student Name



24 23P126 V. REKHA 2 0.5 0 0.5 4 8 15

25 23P127 J. AKASH 0 0 0 2 4 6 12

26 23P128 R. ARAVINTH 1 1 1 0 0 4 6 13

27 23P129 P. MATHAN 1 0 1 1.5 0.5 6 10

28 23P130 S. AJAI KUMAR 0 0 2 1 2 4 5 14

29 23P131 M. SANJAI KUMAR 1.5 0 0.5 0.5 1.5 4 7 15

30 23P132 R. EASHWAR 1 0 2 0 0 3 6

31 23P133 G. DEVADHARSHAN 4 4 8

32 23P134 S. SUJITHRA 1 1 0 2 0 4 8 16

33 23P135 M. MANOJ 0

34 23P136 G.SOURJYESH 2 2 4 5 13

35 23P137 SACHIN S 2 0.5 0.5 2 4 6 15

36 23P138 PRASANTH P 2 2 0.5 2 0.5 8 15

37 23P140 RISWANA J 2 2 0 4 3 11

38 23P143 DEEPA A 0 2 1 4 7 14

39 23P144 SANJAY J 1.5 1 0.5 4 7

40 23P145 YUVA GANDHI N 0 0 1 3 1 5

41 0

42 0

43 0

44 0

45 0

46 0

47 0

48 0

49 0

50 0

51 0

52 0

53 0

54 0

55 0

56 0

57 0

58 0



59 0

60 0

61 0

62 0

63 0

64 0

65 0

66 0

67 0

68 0

69 0

70 0

71 0

72 0

73 0

74 0

75 0

76 0

77 0

78 0

30 7 10 16 24 25 15 32 4 20 16

1.2 1.2 1.2 1.2 1.2 1.2 1.2 3 3 6 6

23 6 7 10 13 19 11 27 1 14 11

76.67 85.71 70 62.5 54.17 76 73.33 84.38 25 70 68.75

3 3 3 3 2 3 3 3 0 3 3

#####

2.833

2.4

#####

#####

Attainment Level

CO1 Attainment

CO2 Attainment

CO3 Attainment

CO4 Attainment

CO5 Attainment

#Students > 0

Target Marks

#Students > Target Marks

%Students > Target Marks



Total

Q.No 1 2 3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20 21 22 23 24

Max Marks 2 2 2 2 2 2 2 2 2 2 2 2 5 5 5 5 5 5 5 10 10 10 10 10 50

CO # 1 1 2 2 3 3 4 4 5 5 3 2 1 1 2 3 3 4 5 1 2 3 4 5

1 23P101 B. 1 1 0.5 1 2 0.5 3 1 2 4 4 20

2 23P102 MN. MIDHUN 2 2 2 2 2 1.5 1.5 3 2 2 2 8 30

3 23P103 K. KAMALESH 2 2 1 1 1 1 1 1 2 2 3 3 2 2 2 7 6 5 44

4 23P104 R. PRAVEEN 2 2 2 2 1 1 1 2 2 2 4 5 4 30

5 23P105 K. SARAN 2 2 1.5 2 1.5 2 1.5 2 3 3 3 7 8 5 43

6 23P106 G. SANJAY 2 1 1 1 1.5 1 1 1.5 1 1 3 3 4 3 5 30

7 23P107 V. ANSHUMAN 2 1 2 1.5 1.5 1.5 1 1 1 2 1 6 4 5 30

8 23P108 S. SURYA RAJ 2 2 1.5 2 1.5 1 1 1 1 1.5 3 2 2 2 2 7 8 6 46

9 23P109 R. SUBASRI 2 2 1.5 2 1 1 1 1.5 1 1 4 4 7 6 5 40

10 23P110 P. SHREEJA 1 2 1 2 1.5 2 1.5 1.5 1 3 2.5 2 2 8.5 5 5 5 46

11 23P111 CV. NAVEEN 2 1 2 1 1 1 1 1 2 1 1 1 5 5 5 30

12 23P112 S M. VINISHA 2 2 1 1 2 2 2 1 2 2 4 4 4 3 3 7 8 8 58

13 23P113 N. ANIRUDH 1.5 1.5 2 2 2 2 2 2 2 2 3 3 2 2 2 8 5 5 49

14 23P114 S. LOKESH 1.5 1.5 2 2 2 1 1 1 1.5 0.5 3 2 2 3 5 5 34

15 23P116 J. JENISHA 2 2 2 2 1.5 1 2 2 2 2 3.5 2.5 2 2.5 2.5 7 7 8 53

16 23P117 R. 2 2 1 2 1 1 2 1 2 3 5 3 5 30

17 23P118 M D. SAMSON 2 2 1.5 2 2 2 1.5 0.5 1 2 3 3 5 6 5 38

18 23P119 S. 2 1.5 1.5 2 1.5 2 2 1 2 2 3 3 2 8 5 6 44

19 23P120 K. PRAJAN 2 2 1 2 2 2 1.5 1.5 1 1 3 2 2 2 2 6 6 7 46

20 23P122 V. KUKAN 0

21 23P123 G. GOWTHAM 2 1.5 1.5 1.5 2 1.5 1.5 0.5 1.5 3.5 4.5 7 7 6 41

22 23P124 D. MONISHA 0

23 23P125 B. JEROME 2 1.5 2 1 1 4 2.5 3.5 17

24 23P126 V. REKHA 0

25 23P127 J. AKASH 2 1.5 1 1 1.5 0.5 0.5 0.5 1 1 4 1 0.5 4 5 5 30

26 23P128 R. ARAVINTH 2 2 1 2 4 5 16

27 23P129 P. MATHAN 2 1.5 1.5 1 1 1 1 1 1 1 2 14

28 23P130 S. AJAI KUMAR 2 2 1.5 2 1 1.5 1.5 1.5 1.5 0.5 1 2 3.5 2 1 1 5 4 4 38

29 23P131 M. SANJAI 2 1.5 2 0.5 0.5 1 1.5 1 3.5 3 1 17

30 23P132 R. EASHWAR 2 1 0.5 0.5 2 1 1 2 3 1 14

31 23P133 G. 2 2 2 1 2 1 2 2 1 1 4 4 6 30

32 23P134 S. SUJITHRA 2 2 1.5 2 1 1 1 1 1 4 1 1 6 6 30

33 23P135 M. MANOJ 2 2 1 2 1 2 0.5 1.5 1 3 2 2 5 5 30

34 23P136 G.SOURJYESH 2 2 2 1.5 1.5 1 1 1.5 1 1 1 1 3 19

35 23P137 SACHIN S 2 2 1 1 1 1 1 1 1 2 1 2 2 6 6 30

36 23P138 PRASANTH P 1.5 1.5 1.5 1 1 1 1.5 1 1.5 0.5 1 1 1 5 5 5 30

37 23P140 RISWANA J 0

38 23P143 DEEPA A 2 1.5 1.5 2 1.5 1.5 4 3 2 6 7 5 37

39 23P144 SANJAY J 2 2 2 2 2 2 4 2 5 7 30
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40 23P145 YUVA GANDHI 1.5 1.5 1 1 1 3 1 3 1 6 10 30

41 0

42 0

43 0

44 0

45 0

46 0

47 0

48 0

49 0

50 0

51 0

52 0

53 0

54 0

55 0

56 0

57 0

58 0

59 0

60 0

61 0

62 0

63 0

64 0

65 0

66 0

67 0

68 0

69 0

70 0

71 0

72 0

73 0

74 0

75 0

76 0

77 0

78 0

36 33 5 30 32 32 26 19 19 10 34 27 33 17 21 7 3 17 19 29 25 13 4 16

1.2 1.2 1.2 1.2 1 1.2 1.2 1.2 1.2 1.2 1.2 1.2 3 3 3 3 3 3 3 6 6 6 6 6

34 30 3 17 25 19 12 4 8 7 17 11 24 5 8 2 0 5 5 19 8 4 1 6

94.44 90.91 60 56.67 78 59 46.15 21.05 42.11 70 50 40.74 72.73 29.41 38.1 28.57 0 29.41 26 65.52 32 31 25 38

3 3 3 2 3 2 1 0 1 3 2 1 3 0 0 0 0 0 0 3 0 0 0 0

2.4

2.4

2.4

2.4

2.4

Attainment Level

CO1 Attainment

CO2 Attainment

CO3 Attainment

CO4 Attainment

CO5 Attainment

#Students > 0

Target Marks

#Students > Target Marks

%Students > Target Marks



Course Code #VALUE! CIA 1 CIA 2 MODEL SEMINAR & Internal END SEMESTER

CO 1 3 0 2.4 0 1.35 0

CO 2 0 2.833333 2.4 0 1.308333333 0

CO 3 0 2.4 2.4 0 1.2 0

CO 4 0 0 2.4 2 1.1 0

CO 5 0 0 2.4 3 1.35 0

1.261666667 0

25% 75%

0.315416667 0

0.315416667

Internal / External Attainments

Weightage

CO Attainment of the subject

Final CO Attainment



Unit 1 
REVIEW QUESTIONS 
 
Part A 
 
1. Define communication 
2. What is meant by feedback? 
3. Give the meaning of 'encoding and decoding 
4. What do you mean by channels of communication? 
5. What is verbal communication? 
6. Give examples of written communication in an organisation 
7. What are non-verbal communication? 
8. What are kinesics? 
9. What do you mean by 'paralanguage"? 
10. What do you mean by proxemics? 
11. What is meant by body language? 
12. What is upward communication? 
13. What is diagonal communication? 
14. What is meant by downward communication. 
15. What is a gesture? 
16. What is formal communication? 
17. What is informal communication? 
18. What is inward communication? 
19. What is an outward communication? 
20. What is a single strand chain in grapevine communication? 
21. What is a gossip chain in grapevine? 
22. What is a cluster chain in a grapevine? 
 
Part-B 
 
1. Point out the characteristics of communication. 
2. Bring out the components of the communication process. 
3. Explain the working of the communication process. 
4. Briefly mention the objectives of downward communication. 
5. Point out the types of grapevine. 
6. Mention the merits of grapevine communication. 
7. Suggest measures to streamline informal communication. 
8. Write a note on mechanical barriers. 
9. What are the physical barriers to communication? 
10. What are the interpersonal barrier to communication? 
11. Write an explanatory note on cross cultural communication barriers. 
12. What are organisational barriers to communication? 
 

Part-C 
 
1. Emphasize the need for communication in an organization. 
2. Bring out the significance of effective business communication. 
3. Elaborate the principles of communication or seven C's of communication 
4. Discuss the advantages and disadvantages of paralanguage. 
5. What do you mean by downward communication and elaborate on it's merits and 
demerits? 
6. Discuss the merits and demerits of formal communication. 
7. What are the prychological barriers to communication? 



8. What are the semantic barriers to communication 
 

Unit 2  
 
REVIEW QUESTIONS 
 
Part A 
 

1. What is a status enquiry? 
2. What are dunning letters? 
3. What are circular letters? 
4. What is an order letter? 
5. What is a confirmation letter? 
6. What is a defective order? 
7. What is a cancellation letter? 
8. What is an execution letter? 
9. What is an enquiry letter? 
10. What is solicited enquiry? 
11.What is an unsolicited enquiry? 
12. What is a status enquiry letter? 
13. What is a trade reference? 
14. What is a quotation? 
15. What is a tender? 
16. What is a review letter? 
17. What is meant by Loco or Ex-factory price? 
18. What is FOR? 
19. What is COD? 
20. Explain franco or rendu. 
21. What is a confirmation letter? 
22. What is a defective order? 
23. What is a cancellation letter? 
24. What is an execution letter? 
25. What is a complaint letter? 
26. What is an adjustment letter? 
27. What is a complaint? 
28. What is a firm offer? 
29.What is an adjustment letter? 
28.What is a collection letter? 
29. How would you classify the customers? 
30. State the guiding principles of collection. 
31. What is a sales letter? 
32. What is wear-out series? 
33. What is sales series? 
34.What is a circular letter? 
 
 

Part B 
 
1. What points should be borne in mind while drafting a status enquiry letter? 
2. What is the purpose of sending a letter of enquiry? 
3. What are the points to be remembered while writing replies to letters of enquiry? 
4. State the types of enquiry letters. 



5. Distinguish between offer and quotation. 
6. State the guidelines for preparing a tender notice. 
7. Highlight the points to be noted while writing a letter of offer. 
8. State the points to be borne in mind while writing a revival letter? 
9. Distinguish between carriage paid and carriage forward. 
10. State the points to be noted while writing an order letter. 
11. What are the points that should be kept in mind while writing a confirmation letter? 
12. What are the points to be considered while writing a letter pointing to the defects? 
13. State the circumstances leading to cancellation of orders placed. 
14. What are the points to be highlighted while explaining the delay execution of an order? 
15. State the circumstances under which an order may not be executed. 
16. Specify the occasions that give rise to complaints or what are the causes of complaint 
letters? 
17.What are the points to be borne in mind while writing a complaint letter? 
18. What are the points to be borne in mind while writing an adjustment letter? 
19.Spell out the collection strategy for different types of customers. 
20. Enumerate the points to be kept in mind while drafting a collections letter. 
21. Specify the occasions that gives rise to complaints or what are the causes of complaint 
letters? 
22. What are the points to be borne in mind while writing a complaint letter?  
23. What are the points to be borne in mind while writing an adjustment letter? 
24. What are the purposes of a sales letter? 
25. State the advantages of a sales letter? 
26. State the occasions when circular letters are drafted. 
27. Point out the objectives of a circular letter. 
 
 
 
 
 

Part C 
1. Write a letter of enquiry to a sunglasses dealer asking for a catalogue. 
 
2. Write a letter to National Textiles asking for quotations for knitwears. 
 
3. Write a letter to Canara Bank Manager from State Bank of India (SBI). Tambaram asking 
for details of Mohan Kumar, a current account holder. 
 
Syndicate Bank has received a letter of enquiry from one of its customers seeking details of 
credit-worthiness of another person holding an account in Canara Bank. Write a letter of 
enquiry as a branch manager of Syndicate Bank to the branch manager of Canara Bank. 
 
5. You have received an enquiry regarding whether credit for ₹2,00,000 can be granted to a 
firm in your locality. Draft a favourable reply. 
 
6. Draft an unfavourable reply on the ground of delayed payment and poor resources on 
behalf of Indian Porcelain Works to M/S Shah Brothers of Pune. 
 
7. Draft an unfavourable reply with a suggestion to reduce credit limit for the Indian porcelain 
Works to M/S Shah Brothers of Pune. 
 
8. Write a letter for Aravind Mills, Ahmedabad to Aruvi City Centers, Chidambaram. Giving 
Quotation for 100 sets of kids wear, 110 sets of women's wear. 



 
9. Draft a letter informing one of your customers that you are forced to raise the price due to 
an increase in government duty without reducing the quality of your product. 
 
10. Write a revival letter to Saravana Brothers, who ceased to do business with you, 
ascertaining the reasons for stopping trade relations and offering him concessions to regain 
their patronage. 
11. Write a letter regretting your inability to supply the pens your customer wants and 
inducing him to buy the ones you can supply. 
 
12. You have received an order for goods which you no longer stock. Write a tactful reply 
trying to get the customer interested in a substitute. 
 
13. Draft a letter expressing inability to book orders on account of heavy orders on hand. 
 
14. Draft a letter intimating inability to supply as the order arrives safe expiration of firm offer. 
 
15. Write a letter refusing the order on technical grounds. 
 
16. Complaints are not routine letters. The writing of a complaint letter requires tact. Do you 
agree with the statement? If so, give your reasons. 
 
17. What should be the attitude of a businessman when a complaint letter is received? 
18. Outline the characteristics of a collection letter. 
 
19. Elaborate on the guiding principles for drafting a collection letter. 
20.Bring out the various stages involved in writing a collection letter. 
 
21. What points should be noted in drafting a sales letter? 
 
22. What is the structure of a sales letter? 
 
23. Draft a sales letter introducing a T.V. Set. 
 
24. Draft a sales letter introducing a new electronic typewriter. 
 
25. Draft a sales letter introducing a new scooter. 
 
26. Draft a sales letter introducing a Mixer Grinder. 
 
27. Draft a sales letter introducing 'Sufloil' (sun flower oil) stressing its value for preventing 
heart trouble. Let your sales letter appeal to health benefits. 
 
28. What are the general characteristics of a circular letter? 
 
29. What characteristics must a circular letter announcing the starting of a new business 
contain? 
 
30. What points should be included while drafting a circular letter intimating the opening of a 
new branch? 
 
31. What points are to be included while drafting a circular letter announcing 
 



a. Shifting of business to a new premises. 
 
b. Adding a new department. 
 
32. What points must be stressed while drafting a circular letter intimating the death or 
retirement of a partner? 
 
33. What points must a circular letter, announcing the conversion of partnership into a 
private company, contain? 
 
34. What point must a circular letter announcing the obtaining of an agency contain? 
 
 
 
 
 

Unit 3  
REVIEW QUESTIONS 
 
Part A 
1. What is business correspondence? 
2. What is bank correspondence? 
3. What is overdraft? 
4. What is countermanding of payment? 
5. What are collaterals? 
6. What is advance? 
7. What is insurance? 
8. What is life insurance? 
9. What is fire insurance? 
10. What is marine insurance? 
11. What are the various types of insurance? 
12. What is surrender? 
13. What is revival?  
14. What is nomination? 
15.  What is premium? 
16. Who is a secretary? 
17. What is secretarial correspondence? 
18. List any four occasions when the secretary has to correspond with the Registrar of Joint 
Stock Companies 
 
 

Part B 
 
1. What are the functions of business correspondence? 
 
2. Write about the importance of business correspondence. 
 

Part C 
1. What are the characteristics of a business letter? 
2. What are the different kinds of business letters? 



1. Highlight the characteristics of bank correspondence. 
3. What are the points a banker should keep in mind while writing a letter rejecting a loan 
application of a customer? 
4. What are the different types of bank correspondence? 
5. State the occasions when a secretary has to correspond with the directors. 
6. What are the circumstances necessitating correspondence between shareholders and the 
secretary? 
 
7. Highlight the points to be kept in mind while corresponding with the directors. 
8. What are the points to be noted while corresponding with the shareholders? 
9. As a customer, draft a letter to your banker giving standing instruction for paying your life 
insurance premium periodically. 
10. You have received intimation about the loss of a draft issued to K. Somasundaram & 
Co., and a request from him for the issue of a duplicate draft in its place. As the Manager of 
the Bank, draft the reply explaining your stand in such a situation. 
11. As the Manager of a bank, draft a reply to a customer's letter in which the customer had 
complained about the item 'Bank Charges' appearing in his passbook at the end of the last 
half year. 
12. Ask your bankers to explain why they have dishonoured a cheque you had drawn, 
inspite of the fact that the last cheque for ₹15,000 paid inn your account should have raised 
your balance sufficiently to cover the dishonoured cheque. 
13. You have received a complaint from your customer that a cheque was returned 
dishonoured, even though a cheque deposited by him earlier into his account would have 
been sufficient to pay for it. As a Manager of a bank, draft a suitable reply. 
14. As a Manager of a bank, write a letter to your customer stating the action taken on his 
advice to stop payment of the cheque. 
15. Write to your bankers for an advance against your Life Insurance Policy. stating the 
amount you require and the period for which you require it 
16. Draft a reply from the bankers stating that a loan up to the surrender value of the policy 
will be considered, provided he assigns the policy to the bank by way of mortgage. 
17. As the secretary of a company, write a letter to a director requesting him to attend an 
important board meeting. 
18. Reply of the company secretary to a complaint received from a shareholder. 
19. Letter to a director on the inclusion of an item in the agenda. 
20. A letter from the company secretary to the director who could not attend a board 
meeting. 
21. As the secretary of a company, draft a circular letter to shareholders offering new shares 
for subscription pro rata to their holdings. 
22. A shareholder complains that a larger dividend than that recommended by the directors 
is justified by the profits for the year. Draft the secretary's reply. 
 
 
 
 
 
 

Unit 4 
 

Part A 
 
1. What is meant by a report? 
2. What is a feasibility report? 



3. What is a periodic report? 
4. What is F.I.R? 
5. What is a project report? 
6. What is a technical report? 
7. What is a long report? 
8. What is a short report? 
9. What is a statutory report? 
10. What is a market report? 
11. What is a press report? 
12. What is an agenda of a meeting? 
13. What are minutes? 
14. What is inside address? 
15. What is salutation? 
16. What is complimentary close? 
17.What is testimonial? 
18. What is reference? 
 
 

Part B 
 
1. Highlight the importance of a report. 
2. How would you plan the business report? 
3. State the three methods of presenting the report. 
4. State the structure of a press report. 
5. State the characteristics of a press report. 
6. State the purpose of a report. 
7. What are the different types of meetings conducted in a company? 
8. State the contents of a notice. 
9. State the mechanics of writing a notice. 
10. How would you draft a notice and for what? 
11. What points are to be covered in an application for a situation? 
 
Part C 
 
1. Highlight the features of a good report. 
2. Explain the body of the report or layout/structure of a report. 
3. How would you organise the report? 
4. How would you classify reports 
5. Enumerate the hallmarks of good minutes. 
6. Wanted an experienced accounts officer. Apply stating previous experience, age and 
minimum salary expected to Box No. 999, The Indian Express, Anna Salai, Chennai - 2. 
7. Ashok Software Company, Velacherry requires a system analyst with knowledge of 
Oracle. Salary ₹50,000 per month. Apply giving age, education, experience and references. 
8. Draft an application in response to the following advertisement: Wanted a sales 
representative willing to travel extensively in South India to distribute cosmetic powder. 
Salary will be commensurate with qualification & experience. Apply within five days to Box 
No. 9876, The Times of India, Mumbai. 
9. Draft an application for the post of Assistant Professor of Commerce to the Management 
Committee, Kovalan Science College, Chennai. 
 
 
 



 
 

Unit 5  
REVIEW QUESTIONS 

 
Part A 
1. What is an interview? 
 
2. What is a panel interview? 
 
3. What is a stress interview? 
 
4. What is a one-to-one interview? 
 
5. What is a group interview? 
 
6. What is an in-depth interview? 
 
7. What is a patterned interview? 
 
8. What is a direct interview? 
 
9. What is an orientation interview? 
 
10. What is a counselling interview? 
 
11. What is a performance review interview? 
 
12. What is a grievance interview? 
 
13. What is a correctional interview? 
 
14. What is an exit interview? 
 
15. What is an information gathering interview? 
 
Part B 
 
1. Specify the qualities of an interview. 
 
2. What factors make the interview ineffective? 
 
3. What are the various types of interviews? 
 
4. What are the steps an interviewer has to take in pre-interview stage? 
 
Part C 
 
1. List out the various stages involved in an interview. 
 
2. Explain the different types of interviews conducted in the selection process. 



 
3. Write how a candidate has to conduct himself at the interview? 
 



Total

75

1 23P101 B. PURUSHOTHAMAN 32

2 23P102 MN. MIDHUN 45

3 23P103 K. KAMALESH 39

4 23P104 R. PRAVEEN KUMAR 43

5 23P105 K. SARAN 43

6 23P106 G. SANJAY 59

7 23P107 V. ANSHUMAN ARUN 33

8 23P108 S. SURYA RAJ 39

9 23P109 R. SUBASRI 56

10 23P110 P. SHREEJA 53

11 23P111 CV. NAVEEN 51

12 23P112 S M. VINISHA 56

13 23P113 N. ANIRUDH 52

14 23P114 S. LOKESH 37

15 23P116 J. JENISHA 43

16 23P117 R. PRIYAKANNAN 31

17 23P118 M D. SAMSON ARPUTHARAJ 34

18 23P119 S. RAMAMURTHY. 40

19 23P120 K. PRAJAN 47

20 23P122 V. KUKAN 34

21 23P123 G. GOWTHAM 38

22 23P124 D. MONISHA 32

23 23P125 B. JEROME AROCKIASAMY 40

24 23P126 V. REKHA 48

25 23P127 J. AKASH 46

26 23P128 R. ARAVINTH 34

27 23P129 P. MATHAN 13

28 23P130 S. AJAI KUMAR 35

29 23P131 M. SANJAI KUMAR 32

30 23P132 R. EASHWAR 16

31 23P133 G. DEVADHARSHAN 30

32 23P134 S. SUJITHRA 54

33 23P135 M. MANOJ 40

34 23P136 G.SOURJYESH 30

35 23P137 SACHIN S 39

36 23P138 PRASANTH P 42

37 23P140 RISWANA J 34

38 23P143 DEEPA A 36

39 23P144 SANJAY J 19
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4 23P104 R. PRAVEEN KUMAR 5 2 7

5 23P105 K. SARAN 5 4 9

6 23P106 G. SANJAY 5 3 8

7 23P107 V. ANSHUMAN ARUN 5 2 7

8 23P108 S. SURYA RAJ 5 4 9

9 23P109 R. SUBASRI 5 4 9

10 23P110 P. SHREEJA 5 4 9

11 23P111 CV. NAVEEN 5 4 9

12 23P112 S M. VINISHA 5 4 9

13 23P113 N. ANIRUDH 5 2 7

14 23P114 S. LOKESH 5 2 7

15 23P116 J. JENISHA 5 5 10

16 23P117 R. PRIYAKANNAN 5 2 7

17 23P118 M D. SAMSON ARPUTHARAJ 5 3 8

18 23P119 S. RAMAMURTHY. 5 4 9

19 23P120 K. PRAJAN 5 4 9

20 23P122 V. KUKAN 5 2 7

21 23P123 G. GOWTHAM 5 3 8

22 23P124 D. MONISHA 5 2 7

23 23P125 B. JEROME AROCKIASAMY 5 4 9

24 23P126 V. REKHA 5 2 7

25 23P127 J. AKASH 5 4 9

26 23P128 R. ARAVINTH 5 4 9

27 23P129 P. MATHAN 5 2 7

28 23P130 S. AJAI KUMAR 5 4 9

29 23P131 M. SANJAI KUMAR 5 4 9

30 23P132 R. EASHWAR 5 2 7

31 23P133 G. DEVADHARSHAN 5 2 7

32 23P134 S. SUJITHRA 5 2 7

33 23P135 M. MANOJ 5 4 9

34 23P136 G.SOURJYESH 5 2 7

35 23P137 SACHIN S 5 4 9

36 23P138 PRASANTH P 5 4 9

37 23P140 RISWANA J 5 2 7

38 23P143 DEEPA A 5 2 7

39 23P144 SANJAY J 5 4 9
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UNIT I 
  

   



 

Meaning The word communication originates from the Latin word <communis=, which 

means <common= and the word business stands for any economic activity which is 

undertaken with a view to earn profit and the communication undertaken in the process of 

this activity is termed as "business communication  

  

 

DEFINITION  

  

Communication is a process of passing information and understanding from one person to 

another.  

  

Keith Devis  

  

Communication is generally defined as the activity of conveying information. Communication 

has been derived from the  

  

Latin word "communis", meaning to share.  

  

Wikipedia  

  

Communication is something people do. To understand human communication process, one must 

understand how people relate to each other.  

Wilbur Schramm MEANING  

  

  

Communication is defined as ―The flow of material information perception, understanding and 

imagination among various parties‖.  

Business includes those organizations, which are engaged in the production and distribution  

  

of goods and services to earn profit. Therefore Business communication means, ―Flow of 
information,  

  

perception etc. either within a business organization or outside the organization among different 

parties‖.  
  

1. Communication is a source of information to the organizational members for decision-making 

process as it helps identifying and assessing alternative course of actions.  



 

2. Communication also  plays a crucial role in altering individual?s attitudes, i.e., a well informed 

individual will have better attitude than a less-informed individual. Organizational magazines, 

journals, meetings and various other forms of oral and written communication help in moulding 

emp loyee7s attitudes.  

3. Communication also helps in socializing. In todays life the only presence of another individual 

fosters communication. It is also said that one cannot survive without communication.  

4. Communication assists in controlling process. It helps controlling organizational member7s 

behaviour in various ways. There are various levels of hierarchy and certain principles and 

guidelines that employees must follow in an organization. They must comply with organizational 

policies, perform their job role efficiently and communicate any work problem and grievance to 

their superiors. Thus, communication helps in controlling function of management.  

  

OBJECTIVES OF COMMUNICATION:  

  

1. Stronger Decision Making: Your ability to communicate effectively increases productivity , 

both yours and your organization.  

2. Increased  Productivity:  With good  communication skills ,  you  can anticipate problems ,  

make decisions , co-ordinate work flow , supervise others , develop relationships and promote 

products and services.  

3. Steadier Work Flow: Communication acts as tool for the effective work related flow of 
information.  

  

4. Strong Business Relationships & Enhanced Professional Image: You can shape the 

impressions you and your company make on colleagues , employees ,supervisors , investors ,and 

customers in addition to perceiving and responding to the needs of these stakeholders(the various 

group you interact with ) without effective communication , people misunderstand each other and 

misinterpret information. Ideas misfire or fail to gain attention and people and companies 

flounder.  

5. Clearer Promotional Materials: Your organizations need for effective reach of company name 

and public promotions are based on effective promotional material such as advertisements , bill 

boards , online add , posters etc are all communicated for effective message delivery and 

meaning.  



 

6. Provide Advice: Giving advice is based on individual-oriented and work-oriented ,advice should 

not given to the person for pinpointing his mistakes rather it should be helpful for his 

improvement. Effective advice promotes understanding and it can be a two way process if the 

subordinate staff given freedom.  

7. Provide Order: Order is an authoritative communication pattern and it is directive to somebody 

always a subordinate to do something. Orders will be written and oral orders , general and 

specific orders  

,procedural and operational orders , mandatory and discretionary order. Order should be clear 

and complete ,execution should be possible and given in a friendly way.  

8. Suggestion: Suggestion is supposed to be very mild and subtle form of communication.   

Suggestions are welcomed for it is not obligatory to accept them , it can be voluntary and 

anonymous and submitted through suggestion boxes.  

9. Persuasion: Persuasion may be defined as an effort ‗ to influence the attitudes , feelings ,or 

beliefs of others , or to influence actions based on those attitudes , feelings , or beliefs. 

Persuasion can be done to others if you are convinced , you do not impose , you are not rigid are 

prepared to meet half-way and you can look at the situation from the other person7s angle also.  

10. Education: Education is a very conscious process of communication ,it involves both teaching 

and learning by which organizations provide to their employees in the form of training. 

Education is given for management  employees and outside public.  

11. Warning:  If the employees do  not  abide by the norms of the organization warning  is a power 

communication tool and it can be general and specific. Specific warning should be administered 

in private and after thorough investigation. The aim of the warning should be the organization 

betterment.  

12. Raising Morale and Motivation: Morale stands for mental health and it is a sum of several 

qualities like courage , resolution , confidence .High  morale and  effective performance go  hand  

to  hand. Motivation is a process that account for an individual intensity, direction , and 

persistence of effort towards attaining a goal.  

13. To Give and Receive Information:  Communication7s main idea is to give and receive 

information because managers need complete , accurate and precise information to plan and 

organize employee need it to translate planning in to reality. Information will cover all aspects of 

the business.  



 

14. To Provide Counselling: Counseling is given to solve employees mental stress and improve the 

employees productivity.  

15. To Improve Discipline: Finally discipline is the foremost part of any business communication. 

The various disciplinary codes are effectively communicated to employees through disciplinary 

codes.  

  

NATURE OF COMMUNICATION:  

  

Communication has the following features:  

  

1. Two-way process: Communication is a two-way process of understanding between two or more 

persons 3 sender and receiver. A person cannot communicate with himself.  

2. Continuous process: Exchange of ideas and opinion amongst people is an ongoing process in 

business and non-business organizations. Continuous interaction promotes understanding and 

exchange of information relevant for decision-making.  

3. Dynamic process: Communication between sender and receiver takes different forms and 

medium depending upon their moods and behaviour. It is, thus, a dynamic process that keeps 

changing in different situations.  

4. Pervasive:  Communication is a pervasive activity. It takes place at all levels (top, middle, low) 

in all functional areas (production, finance, personnel, sales) of a business organiz ation.  

5. Two people: A minimum of two persons 4 sender and receiver 4 must be present for 

communication to take place. It may be between superiors, subordinates and peer group, intra or 

inter se.  

6. Exchange: Communication involves exchange of ideas and opinions. People interact and develop 

understanding for each other.  

7. Means of unifying organizational activities: Communication unifies internal organizational 

environment with its external environment. It also integrates the human and physical resources 

and converts them into organizational output.  

Verbal and non-verbal:   Though words are active carriers of information, gestures can 

sometimes be more powerful than words. Facial expressions, sounds, signs and symbols are the 

non-verbal Principles of Communication  

1. Principle of Clarity:  



 

  

The idea or message to be communicated should be clearly spelt out. It should be worded in such 

a way that the receiver understands the same thing which the sender wants to convey. There 

should be no ambiguity in the message. It should be kept in mind that the words do not speak 

themselves, but the speaker gives them the meaning. A clear message will evoke the same 

response from the other party. It is also essential that the receiver is conversant with the 

language, inherent assumpt ions, and the mechanics of communication.  

2. Principle of Attention:  

  

In order to make communication effective, the receiver7s attention should be drawn towards 

message. People are different in behaviour, attention, emotions etc. so they may respond 

differently to the message. Subordinates should act similarly as per the contents of the message. 

The acts of a superior also draw the attention of subordinates and they may follow what they 

observe. For example, if a superior is very punctual in coming to the office then subordinates 

will also develop such habits. It is said that ‗actions speak louder than words.  

3. Principle of Feedback:  

  

The principle of feedback is very important to make the communication effective. There should 

be a feedback information from the recipient to know whether he has understood the message in 

the same sense in which the sender has meant it.  

4. Principle of Informality:  

  

Formal communication is generally used for transmitting messages and other information. 

Sometimes formal communication may not achieve the desired results, informal communication 

may prove effective in such situations. Management should use informal communication for 

assessing the reaction of employees towards various policies. Senior management may 

informally convey certain decisions to the employees for getting their feedback.  

So this principle states that informal communication is as important as formal communication.  

5. Principle of Consistency:  

  

This principle states that communication should always be consistent with the policies, plans, 

programmes and objectives of the organization and not in conflict with them. If the messages 

and communications are in conflict with the policies and programmes, then there will be 



 

confusion in the minds of subordinates and they may  not  implement  them properly.  Such a 

situation will  be detrimental to the interests of the organization.  

6. Principle of Timeliness:  

  

This principle states that communication should be done at proper time so that it helps in 

implementing plans. Any delay in communication may not serve any purpose rather decisions 

become of historical importance only.  

7. Principle of Adequacy:  

  

The information communicated should be adequate and complete in all respects. Inadequate 

information may delay action and create confusion. Inadequate information also affects 

efficiency of the receiver. So adequate information is essential for taking proper decisions and 

making action plans.  

8. of communication.  

9. Mutual understanding: Communication is effective when sender and receiver develop mutual 
understanding of the subject. Messages conveyed should be understood by the receiver in the 

desired sense.  

10. Goal-oriented: Communication is goal-oriented. Unless the receiver and sender know the 

purpose they intend to achieve through communication, it has little practical utility.  

11. Foundation of management:  Though communication is a directing function, it is important 

for other managerial functions also. Designing plans and organization structures, motivating 

people to accomplish goals and controlling organizational activities; all require 

communication amongst managers at various levels.  

12. A means, not an end: communication is not an end. Effective communication is a means 

towards achieving the end, that is, goal accomplishment. It smoothens managerial operations 

by facilitating planning, organizing, staffing, directing and controlling functions.  

13. Human activity: Since communication makes accomplishment of organizational goals 

possible, it is essential that  people understand and  like each other.  If people do not  

understand each others7 viewpoint, there cannot be effective communication.  

14. Inter-disciplinary: Communication is the art of how communicators use knowledge of 

different fields of study like anthropology, psychology and sociology. Making best use of 

these disciplines makes communication effective. It is, thus, an inter-disciplinary area of 

management.  



 

  

   

The Seven Cs of Communication help overcome barriers:  

  

1. Consideration: consideration states that every message should be prepared keeping in mind the 

person who will be the receiver of the message. Receiver's interest should be kept in mind while 

drafting the message.  

2. Clarity: Clarity is most important characteristic of communication especially in case or oral 

Communication/Presentation. Clarity in words, language of expression is very important to 

ensure proper presentation of ideas, message one wants to communicate during conversation.  

3. Completeness: Complete message is very important to communicate the main idea or 

information behind the message. Oral presentations should be as far as possible planned on 

restructured and all the information related to message should be properly communicated.  

4. Conciseness: Conciseness is the essential requirement of oral communication. Concise message 

saves time on expense for both sender on receiver concise means brief, short on informative 

message which is able to explain the idea of message with minimum words. Words in message 

should not be repetitive in nature & only relevant information should be communicated in 

message.  

5. Correctness: In oral communication grammatical errors should be avoided. Right level of 

language should be used both in formal & informal communication. Use of accurate words and 

spellings should be considered.  

6. Concreteness: it means specific, definite on valid use of information than vague or general. 

Concrete facts on figures should be used to make the receivers know exactly what is required or 

desired. Concrete languageon information helps in interpreting the message in same way as 

communicate intend to communicate the message.  

7. Courtesy: A proper decorum of speaking should be maintained while making oral 

communication/ presentation. One should say things with force of assertive without being rude. 

Polite or humble language shall be used which should not be insulting, against the religious, 

social as personal values of listener. Discriminatory language based, on gender, race, age, colour, 

cost creed, religion etc should be avoided.  

  

  



 

PROCESS OF COMMUNICATION  

  

   

  Sender:  

Someone who is sending the message to someone lese. For example, in ad the brand being 

advertised  
 is ‗Pantaloons7. Naturally, the maker of this brand is the sender of the advertising 
message.  

  

  Encoding:  

When we address someone, we use language, visuals, body gestures, etc. to communicate. All 

these are called symbols. The process of putting our thought into symbolic forms is called 

encoding. In a following Ad, you see a face full of wrinkles. Then you read the headlines which 

simply say:  

―Wrinkle free.‖ This process of communication is called encoding.  
  

  

  Message:  

The symbols themselves constitute the message. Hence, the visuals, headlines body copy, tag 

line, brand name, logo, etc., are all parts of the message. If you have already heard the name of 

‗Pantaloons7, then the message being given to you is that are dealing with a known company.  

  Media:  

The channels used for sending the message across to the receiver (customer) is called medium 

(or media; note that media is also singular). This Ad has appeared in the print media (just for the 

sake of knowledge, TV is an audio-visual medium, radio is an audio medium, etc. You will learn 

more about media in the second year). An individual member of the medium is called a vehicle. 

Here, India Today is the vehicle. A vehicle is the carrier of the message.  

  Decoding:  

Once we receive the message, we start interpreting it. For example, when you look at the 

wrinkled face shown in the Ad, you realize how bad it looks. The implication is that your clothes 

will also look as bad if they were not wrinkle free. Likewise, there are visuals of a shirt and a 



 

pair of trouser. These immediately give you the message that the Ad is perhaps for readymade 

clothes.  

At the bottom, the message given is that the brand is available at various cities and Pantaloon 

Shoppes.  

  Receiver:  

A receiver is one who reads/listen hears the message of the communicator. For example, any 

reader of India Today who is likely to see this Ad, is the receiver of the message. It may be 

noted, however, that the communicator (in our example, the manufacturer of Pantaloons) is not 

interested in just any receiver (i.e. any reader of India Today) but only those who would be 

interested in using his product. Thus, if never wear trousers, then the company will not be 

interested in me.  

  Response:  

After having read the ad, I will react to the message. My reaction (alternatively known as 

response) could be objective (if I accept what the sender of the message is saying) or negative (If 

I don7t accept the message). For example, the body copy in the Ad says: ―Pantaloons presents T 

2000….‖ I may get impressed by the fact that the range has T 2000 choices available! But I may 

also reject the claims made in the body copy in case I find them unbelievable.  

  Feedback:  

Every communicator waits to know whether the message (a) has reached the target audience or 

not, and (b0 whether it has been accepted or not. In other words, one waits for feedback from the 

audience. The most desirable form of feedback from the marketer7s point of view, of course, 

would be the purchase of the product by the customers. Thus, after this Ad is released in the 

media, if the sale of such trousers goes up significantly, the feedback is said to be positive. 

Similarly, if the company conducts a surveys and questions about the intention to buy; and 

customers say that they will buy the brand, again, the feedback is positive. 



 

 
   

COMMUNICATION PROCESS  

  

   

TYPES OF COMMUNICATION  

  

   

  Verbal communication  

 Non – verbal communication  

  

  

Verbal communication:  

  

  

When messages or information is exchanged or communicated through words is called verbal 

communication. Verbal communication may be two types: written and oral communication. 

Verbal communication takes place through face-to-face conversations, group discussions, 

counseling, interview, radio, television, calls, memos, letters, reports, notes, email etc.  

  

  

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 nteraction is required. 

Face to face communication (meetings, lectures, conferences, interviews, etc.) is significant so as 

to build a rapport and trust. Advantages of Oral Communication  

  

There is high level of understanding and transparency in oral communication as it is  

interpersonal.  

  

 There is no element of rigidity in oral communication. There is flexibility for allowing changes in 

the decisions previously taken.  

 The feedback is spontaneous in case of oral communication. Thus, decisions can be made quickly 

without any delay.  

 Oral communication is not only time saving, but it also saves upon money and efforts.  

 Oral  communication  is  best  in  case  of  problem  resolution.  The  conflicts,  disputes  and  

many issues/differences can be put to an end by talking them over.   Oral communication 

is an essential for teamwork and group energy.  

 Oral communication promotes a receptive and encouraging morale among organizational 
employees.  

  

 Oral communication can be best used to transfer private and confidential  

information/matter.  

  

   

Disadvantages/Limitations of Oral Communication  

  

 Relying only on oral communication may not be sufficient as business communication is formal 

and very organized.  

 Oral communication is less authentic than written communication as they are informal and not as 

organized as written communication.  



 

 Oral communication is time-saving as far as daily interactions are concerned, but in case of 

meetings, long speeches consume lot of time and are unproductive at times.   Oral 

communications are not easy to maintain and thus they are unsteady.  

 There may be misunderstandings as the information is not complete and may lack  

essentials.  

  

  It requires attentiveness and great receptivity on part of the receivers/audience.  

 Oral communication (such as speeches) is not frequently used as legal records except in 

investigation work.  

  

WRITTEN COMMUNICATION  

  

A ―Written Communication7 means the sending of messages, orders or instructions in writing 

through letters, circulars, manuals, reports, telegrams, office memos, bulletins, etc. It is a formal 

method of communication and is less flexible. A written document preserved properly becomes a 

permanent record for future reference. It can also be used as legal evidence. It is timeconsuming, 

costly and unsuitable for confidential and emergent communication. Written communication, to 

be effective, should be clear, complete, concise, correct, and courteous.  

  

  

ADVAN TAGES O F WRI TTE N COM M UNICA TIO N:  

  

  

 Easy to preserve: The documents of written communication are easy to preserve. Oral and non-

verbal communication cannot be preserved. If it is needed, important information can be 

collected from the preserved documents.  

 Easy presentation of complex matter: Written communication is the best way to represent any 

complex matter easily and attractively.  

 Permanent record: The documents of written communication act as a permanent record. When it 

is needed, important information can be easily collected from the preserved documents.  

 Prevention of wastage of time and money: Written communication prevents the waste of money 

and time. Without meeting with each other the communicator and communicate can exchange 

their views.  



 

 Accurate presentation: Through the documents of the written communication top executive can 

present the information more accurately and clearly. As it is a legal document everybody takes 

much care does draft it.  

  Use as a reference: If it is needed, written communication can be used as future 

reference.  

 Delegation of authority: Written communication can help the authority to delegate the power and 

authority to the subordinate. It is quite impossible to delegate power without a written document.  

 Longevity: Written document can be preserved for a long time easily. That is why; all the 

important issues of an organization should be back and white.  

 Effective communication: Written communication helps to make communication effective. It is 

more dependable and effective than those of other forms of communication.  

 Maintaining image: Written communication helps to maintain the images of both the person and 

the organization. It also protects the images of the company or organization.  

 Proper information: It is a proper and complete communication system. There is no opportunity 

to include any unnecessary information in a written document.  

 Less distortion possibility: In this communication system information is recorded permanently. 

So, there is less possibility of distortion and alteration of the information.  

 No opportunity to misinterpret: there is any opportunity to misinterpret the information or 

messages of written communication.  

 Controlling tool: Written communication can help to control the organizational activity. The 

written document may be used as a tool for controlling.  

 Easy to verify: The information and messages that are preserved can be verified easily. If there 

arises any misunderstanding any party can easily verify the information.  

 Others: Clear understanding, Legal document, Acceptability, Reduction of risk, Creating 

confidence, Easy circulation, Wide access or coverage etc.  

  

DISADVANTAGES OF WRITTEN COMMUNICATION  

  

  

 Expensive: Written communication is comparatively expensive. For this communication paper, 

pen, ink, typewriter, computer and a large number of employees are needed.  



 

 Time consuming: Written communication takes time to communicate with others. It is a time 

consuming media. It costs the valuable time of both the writer and the reader.  

 Red-Taoism: Red-Taoism is one of the most disadvantages of written communication. It means to 

take time for approval of a project.  

 Useless  for  illiterate  person: It  messages  receiver  is  illiterate,  written  communication  is  

quite impossible. This is major disadvantage written communication.  

 Difficult to maintain secrecy: It is an unexpected medium to keep business secrecy. Secrecy is 

not always possible to maintain through written communication. Because here needs to discuss 

everything in black and white.  

 Lack of flexibility: Since writing documents cannot be changed easily at any time. Lack of 

flexibility is one of the most important limitations of written communication.  

 Delay in response: It takes much time to get a response from the message receiver; prompt 

response is not possible in case of written communication that is possible in oral communication.  

 Delay in decision making: Written communication takes much time to communicate with all the 

parties concerned. So the decision maker cannot take decisions quickly.  

 Cost  in  record  keeping: It  is  very  difficult  and  expensive  to  keep  all  the  records  in  

written communication.  

 Complex words: Sometimes the writer uses complex words in writing a message. It becomes 

difficult to meaning out to the reader. So the objectives of the communication may lose.  

 Lack  of  direct  relation: If  there  is  no  direct  relation  between  the  writer  and  the  reader,  

writer communication cannot help to establish a direct relation between them.  

 Other: Prompt feedback is impossible, Slowness, Bureaucratic attitude, Understanding problem 

between boos and subordinates, lack in quick clarification and correction, formality problem, 

lack of personal intimacy, etc.  

  

NON – VERBAL COMMUNICATION  

  

  

Behavior and elements of speech aside from the words themselves that transmit meaning. 

Nonverbal communication includes pitch, speed, tone and volume of voice, gestures and facial 

expressions, body posture, stance,   and   proximity   to   the   listener,   eye   movements   and   

contact,   and   dress   and   appearance. Research suggests that only 5 percent effect is produced 



 

by the spoken word, 45 percent by the tone, inflexion, and other elements of voice, and 50 

percent by body language, movements, eye contact,etc.,.  

  

  

A. B ODY LANGUAGE  

  

Some parts of our body can express many indications without any sound. Message can be 

transmitted with the help of our body movements which is called body language. Body language 

is a form of non-verbal communication, which consists of posture, gestures, facial expressions, 

eye movements etc.  

  

  

1. Facial expression: A facial expression is one or more motions or positions of the muscles in the 

skin of face. These movements convey the emotional state of the individual to observers. Facial 

expressions for happiness, sadness, anger and fear are similar throughout the world.A proverb 

says, ―Face is the index of mind.‖Example: By waving our hands we express ‗good-bye7; by 

shaking our head from side to side we express ―we do not know‖.  

2. Gestures: Gestures refers to visible bodily actions communicate particular messages which 

include movement of the hands, face, eyes, head or other parts of the body. Common gestures 

include waving, pointing, and using fingers to indicate numeric amounts. Culture-specific 

gestures that can be used as replacement for words, such as the hand wave used in western 

cultures for ―hello‖ and ―goodbye‖.  

3. Posture: Posture indicates the position in which we hold the body when standing or sitting. It 

can help to communicate non-verbally. Consider the following actions and note cultural 

differences:  

  Bowing not done criticized or affected in US; shows rank in Japan.  

 Slouching rude in most Northern European 

areas.   Hands in pocket-disrespectful in Turkey.  

  Sitting with legs crossed-offensive in Ghana, Turkey.  

  Showing soles of feet-offensive in Thailand, Saudi Arabia.  

4. Eye Gaze or Eye contact: Eye contact indicates looking, staring and blinking etc. which is 

important in nonverbal behaviors. Looking at another person can indicate a range of emotions, 



 

including hostility, attention, interest, and attraction, defines power and status and has a central 

role in managing impressions of others.  

5. Appearance and dress: External appearances also play a vital role to communicate others. Our 

clothes dress provide a good visual signal to our interest, age, personality, taste, and sex. Our 

choice of color, clothing, hairstyles and other factors affecting appearance are also considered a 

means of nonverbal can evoke different moods. Consider differing cultural standards on what is 

attractive in dress and on what constitutes modesty. For example, seeing the dress of army 

officers, we can easily determine the job status.  

6. Touch: Touch is culturally determined. But each culture has a clear concept of what parts of the 

body one may not touch. Basic message of touch is to affect or control-protect, support and 

disapprove (i.e. hug, kiss, hit, kick)  

 USA-Handshake is common (even for strangers), hugs and kisses for those of opposite gender or 

of family (usually) on an increasingly more intimate basis.  

 Islamic and Hindu- Typically don7t touch with the left hand. Left hand is for toilet 
functions.  

  

 Islamic cultures generally don7t approve of any touching to opposite genders (even  
handshakes).  

  

But consider such touching (including hand holding, hugs) between same sexes to be 

appropriate.  

  

7. Silence: Silence is another form of non-verbal communication which expresses the positive or 

negative meanings of particular messages. In a classroom, silence indicates that students are 

listening carefully and attentively.  

  

B . SPACE OR PROXIM I T Y  

  

People often refer to their need for ―personal space‖, which are also important types of 

nonverbal communication. The physical distance between you and others signals your level of 

intimacy and comfort. If someone you don7t know stand too close or touches too often, you will 

probably begin to feel uncomfortable.  

C. TIME:  

  



 

Another type of non-verbal communication involves time. Thant is how we give meaning to time 

communicates to other. For example, begin late in work everybody a worker can be considered 

as a man of carelessness but if a manager does it; we say it is a symbol of power. We know, time 

can play a vital role to reduce tension, conflict among groups. It is said that- ―Kill the time to 

delay the justice‖.  

  

  

D. PARAL INGU IS T IC ( T ON E AND VOL UM E OF VO ICE)  

  

Paralinguistic refers to vocal communication that is separate from actual language. Paralanguage 

also include s such vocal characteristics as rate (speed of speaking), pitch (highness or lowness 

of tone), inflection, volume (loudness) and quality (pleasing or unpleasant sound).  

  

  

 Vocal characterizers (laugh, cry, yell, moan, whine, belch and yawn). These send different message 

in different cultures (Japan- giggling indicates embarrassment; India- belch indicates satisfaction)  

  

 Vocal qualifiers (volume, pitch, rhythm, tempo, and tone). Loudness indicates strength in Arabic 

cultures and softness indicates weakness; indicates confidence and authority to the Germans; 

indicates impoliteness to the Thai; indicates loss of control to the Japanese. (Generally, one 

learns not to ―shout‖ in Asia for nearly any reason). Gender-based as well women tend to speak 

higher and more softly than men.  

 Vocal segregates (UN-huh, shh, uh, ooh, mmmh, hummm, eh mah, lah). Segretates indicate 

formality, acceptance, assent, uncertainty.  

E. VIS UAL COM M UNICA T IO N  

  

When communication takes place by means of any visual aid, it is known as  visual 

communication. Such as facial expression, gesture, eye contact, signals, map, chart, poster, slide, 

sign etc. for example, to indicate  

‗danger7, we use red sign, to indicate ‗no smoking7, we use an image showing a lighted cigarette 
with across  
 mark on it 
etc.  

  



 

BARRIERS TO COMMUNICATION  

  

1. Mechanical Barriers:  

  

A communication is a two-way process, distance between the sender and the receiver of the 

message is an important barrier to communication. Noise and environmental factors also block 

communication. 2. Personal Barriers:  

  

Personal factors like difference in judgment, social values, inferiority complex, bias, attitude, 

pressure of time, inability to communicate, etc. widen the psychological distance between the 

communicator and the communicate. Credibility gap i.e., inconsistency between what one says 

and what one does, also, acts as a barrier to communication.  

3. Semantic or Language Barriers:  

  

Semantic is the science of meaning. The same words and symbols carry different meanings to 

different people. Difficulties in communication arise when the sender and the receiver of the 

message use words or symbols in different senses. The meaning intended by the sender may be 

quite different from the meaning followed by the receiver. People interpret the message in terms 

of their own behaviour and experience. Sometimes, the language used by the sender may not at 

all be followed by the receiver.  

4. Status Barriers (Superior-Subordinate Relationship): 

  

Status or position in the hierarchy of an organization is one of the fundamental barriers that 

obstructs free flow of information. A superior may give only selected information to his 

subordinates so as to maintain status differences. Subordinates, usually, tend to convey only 

those things which the superiors would appreciate.  

This creates distortion in upward communication. Such selective communication is also known 

as filtering. Sometimes, ―the superior feels that he cannot fully admit to his subordinates those 

problems, conditions or results which may affect adversely on his ability and judgment. To do so 

would undermine his position as a superior being in the formal organization.‖ This causes 

distortion in downward communication. A subordinate may also feel reluctant to report his 

shortcomings or may not seek clarification on instructions which are subject to different 

interpretations for fear of loss of prestige in the eyes of the superior.  



 

5. Organizational Structure Barriers:  

  

Effective communication largely depends upon sound organizational structure. If the structure is 

complex involving several layers of management, the breakdown or distortion in communication 

wall arise. It is an established fact that every layer cuts off a bit of information. In the words of  

W.C. Bennis, ―Communication gets distorted particularly as it goes up the hierarchy.‖  

Moreover, information travelling through formal structure introduces rigidity and causes-delay 

because of long lines of communication. Similarly, lack of instructions for further conveying 

information to the subordinates and heavy pressure of work at certain levels of authority also act 

as barriers to effective communication.  

6. Barriers Due to Inadequate Attention:  

  

Inadequate attention to the message makes communication less effective and the message is 

likely to be misunderstood. Inattention may arise because of over business of the communicate 

or because of the message being contrary to his expectations and beliefs. The simple failure to 

read notices, minutes and reports is also a common feature.  

Whatever be the reason, communication remains only a one-way process and there is no 

understanding of the message, if the receiver pays little attention to the message. In the words of 

Joseph Dooher. ―Listening is the most neglected skill of communication.‖ ―half listening is 

like racing your engine with the gears in neutral. You use gasoline, but you get nowhere.‖  

  

7. Premature Evaluation:  

  

Some people have the tendency to form a judgment before listening to the entire message. This is 

known as premature evaluation. As discussed in the previous point, ―half-listening is like racing 

your engine with the gears in neutral. You use gasoline but you get nowhere.‖ Premature 

evaluation distorts understanding and acts as a barrier to effective communication.  

8. Emotional Attitude:  

  

Barriers may also arise due to emotional attitude because when emotions are strong, it is difficult 

to know the frame of mind of another person or group. Emotional attitudes of both, the 

communicator as well as the communicate, obstruct free flow of transmission and understanding 

of messages.  



 

9. Resistance to Change:  

  

It is a general tendency of human beings to stick to old and customary patterns of life. They may 

resist change to maintain status quo. Thus, when new ideas are being communicated to introduce 

a change, it is likely to be overlooked or even opposed. This resistance to change creates an 

important obstacle to effective communication.  

10. Barriers Due to Lack of Mutual Trust:  

  

Communication means sharing of ideas in common. ―When we communicate, we are trying to 

establish a commonness.‖ Thus, one will freely transfer information and understanding with 

another only when there is mutual trust between the two. When there is a lack of mutual trust 

between the communicator and the communicate, the message is not followed. Credibility gaps, 

i.e., inconsistency in saying and doing, also causes lack of mutual trust which acts as a basic 

obstacle to effective communication.  

11. Other Barriers:  

  

There may be many other barriers, such as un-clarified assumptions, lack of ability to 

communicate, mirage of too much knowledge of closed minds, communication overload, 

shortage of time, etc., which cause distortion or obstruction in the free flow of communication 

and thus make it ineffective. Failure to retain or store information for future use becomes a 

barrier to communication when the information is needed in future.  

  

  The use of jargon. Over-complicated, unfamiliar and/or technical terms.  

 taboos. Some people may find it difficult to express their emotions and some topics may  

be completely  

  

'off-limits' or taboo. Taboo or difficult topics may include, but are not limited to, politics, 

religion, disabilities (mental and physical), sexuality and sex, racism and any opinion that may 

be seen as unpopular.  

 Physical barriers to non-verbal communication. Not being able to see the non-verbal cues, 

gestures, posture and general body language can make communication less effective. Phone 



 

calls, text messages and other communication methods that rely on technology are often less 

effective than face-to-face communication.  

 Expectations and prejudices which may lead to false assumptions or stereotyping.  People 

often hear what they expect to hear rather than what is actually said and jump to incorrect 

conclusions.  

 Cultural differences.  The norms of social interaction vary greatly in different cultures, as do the 

way in which emotions are expressed. For example, the concept of personal space varies between 

cultures and between different social settings.  

  Lack of attention, interest, distractions, or irrelevance to the receiver.  

  Differences in perception and viewpoint.  

  Physical disabilities such as hearing problems or speech difficulties.  

Language differences and the difficulty in understanding unfamiliar accents.  

  

CHANNELS OF COMMUNICATION  

  

Formal communication:  If refers to  interchange  of information officially.  The  flow  of 

communication is controlled and is a deliberate effort. This makes it possible for the information 

to reach the desired place without any hindrance, at a little cost and in a proper way.  

  

 Example: Requests, commands, orders, reports etc.  

  

Informal communication: The communication which does not follow any pre-defined channel for 

the transmission of information is known as informal communication. This type of 

communication moves freely in all directions, and thus, it is very quick and rapid. In any 

organization, this type of communication is very natural as people interact with each other about 

their professional life, personal life, and other matter.  

  

 Example:  Sharing  of  feelings,  casual  discussion,  gossips,  etc. 

UPWARD COMMUNICATION:  

  



 

Upward Communication is the process of information flowing from the lower levels of a 

hierarchy to the upper levels.  This  type  of communication is  becoming  more  popular  in  

organizations  as  traditional  forms  of communication are becoming less popular. The more 

traditional organization types such as a hierarchy, places people into separate ranks. Upward 

communication helps employees to express their requirements, ideas, and feelings. For the top 

management, upward communication is an important source of information for business 

decisions. It helps in alerting top management about the requirement of changes in an 

organisations. Upward contribution is the core contributor of business process re-engineering in 

many organisations.  

  

DOWNWARD COMMUNICATION: Downward communication is that communication in 

which information flows form superior to subordinates. Through downward communication, 

managers communicate organizational goals, policies, procedures, orders, instructions, decisions 

etc. to their subordinates.  

  

In the process of downward communication, messages of the top executive reach to the lower 

levels moving through the chain of hierarchy. Downward communication can be of written or 

oral. Written forms of downward communication are manuals, handbook, notices, electronic 

news displays etc. whereas, face-to-face conversation, telephonic conversations, speeches, 

meetings etc. are the oral media of downward communication.  

  

  

HORIZONTAL COMMUNICATION: The term lateral communication can be used 

interchangeably as horizontal communication. Horizontal communication is a communication 

among people at the parallel or same level, position, rank or statues people of the organization. 

Horizontal communication is the communication that flows laterally within the organization, 

involves persons at the same level of the organization.  Horizontal communication normally 

involves coordinating information and allows people with the same or similar rank in an 

organization to cooperate or collaborate.  

  

DIAGONAL COMMUNICATION:  

  

  



 

Diagonal Communication is the communication held between different structures of a business 

firm. It is the communication between the higher and lower sectors of a business firm. It is also 

known as cross-functional communication.  

GRAPEVINE COMMUNICATION:   If communication is done without maintaining the 

formalities prescribed by the organization, it is called informal communication. The basis of 

informal communication is personal or informal relationship between the members of a group. It 

is also known as grapevine that takes place when the people of an organization or group, 

especially of same level or rank gather or meet tighter and discuss informally. It has no definite 

pattern or direction though it is largely horizontal in nature. It is a complex web of oral 

information flow linking all the members of the organization.  

  

  

TYPES:  

  

  

 Single Strand Chain: The single strand chain involves the passing of information through a line 

of persons to the ultimate recipient. In the figure, the person A tells B, who tells C, who tells D, 

and so on, till the information       has       reached       most       of       the       persons       involved       

or       concerned.  

 
   

 Gossip Chain: In the gossip chain, one person seeks and tells the information to everyone. This 

chain is just like the wheel where one person stays at the centre and the information passes along 

the spokes of the wheel to others stationed on the rim. In the following figure, A is at the center 

and passes the information to others staying on the rim of the wheel.  

 Probability Chain: The probability chain is a random process in which someone transmits the 

information to others in accordance with the laws of probability and then these others tell still  

others in a similar way. This              chain              may              also              be              called             

random              process.  



 

  

 Cluster Chain: In the cluster chain, a person tells the information to the selected persons who may 

in turn relay (pass) the information to other selected persons. Most of the information 

communication follows this chain. Cluster chain is shown in the following figure-  

  

  

   
   

LISTENING SKILLS  

  

Listening is the ability to accurately receive and interpret messages in the communication 

process. Listening is key to all effective communication. Without the ability to listen effectively, 

messages are easily misunderstood. As a result, communication breaks down and the sender of 

the message can easily become frustrated or irritated.  

Listening:  

  

Listening is the ability to accurately receive and interpret messages in the communication 

process. Listening is key to all effective communication. Without the ability to listen effectively, 

messages are easily misunderstood. Improper listening leads to communication breaks down  

Listening is not same as hearing.  

  



 

  

Hearing:  

  

Hearing refers to the sounds that enter your ears. It is a physical process that, provided you do 

not have any hearing problems, happens automatically. Listening, however, requires more than 

that: it requires focus and concentrated effort, both mental and sometimes physical as well.  

Need or purpose of listening skills  

  

1. To specifically focus on the messages being communicated, avoiding distractions and 

preconceptions.  

  

2. To gain a full and accurate understanding into the speakers point of view and ideas.  

  

3. To critically assess what is being said. (See our page on Critical Thinking for more).  

  

4. To observe the non-verbal signals accompanying what is being said to enhance 

understanding.  

5. To show interest, concern and concentration.  

  

6. To encourage the speaker to communicate fully, openly and honestly.  

  

7. To develop an selflessness approach, putting the speaker first.  

  

8. To arrive at a shared and agreed understanding and acceptance of both sides views.  

  

Characteristics of Good and Effective Listener  

  

  

Good  and  effective  listener  tries  to  give  maximum  amount  of  thought  to  the  speaker7s  
ideas  being  

  

communicated, leaving a minimum amount of time for mental exercises to go off track. A good 

listener:  

  

  

1. Is attentive- Good listener must pay attention to the key points. He should be alert. He should 

avoid any kind of distraction.  



 

2. Do not assume- Good listener does not ignore the information he considers is unnecessary. He 

should always summarize the speaker7s ideas so that there is no misunderstanding of thoughts of 

speakers. He avoids premature judgements about the speakers message.  

3. Listen  for feelings and  facts- Good listener  deliberately listens  for the feelings of the speaker.  

He concentrates totally on the facts. He evaluates the facts objectively. His listening is 

sympathetic, active and alert. He keenly observes the gestures, facial expression and body 

language of the speaker. In short, a good listener should be projective (i.e. one who tries to 

understand the views of the speaker) and empathic (i.e. one who concentrates not only on the 

surface meaning of the message but tries to probe the feelings and emotions of the speaker).  

4. Concentrate on the other speakers kindly and generously- A good listener makes deliberate 

efforts to give a chance to other speakers also to express their thoughts and views. He tries to 

learn from every speaker. He evaluates the speaker7s ideas in spare time. He focuses on the 

content of the speaker7s message and not on the speaker7s personality and looks.  

5. Opportunizes- A good listener tries to take benefit from the opportunities arising. He asks 

―What7s in it for me.  
  

STAGES OF LISTENING PROCESS: Hearing  

It refers to the response caused by sound waves stimulating the sensory receptors of the ear; it is 

physical response; hearing is perception of sound waves; you must hear to listen, but you need 

not listen to hear (perception necessary for listening depends on attention  

Attention  

  

Brain screens stimuli and permits only a select few to come into focus- these selective perception 

is known as attention, an important requirement for effective listening; strong stimuli like bright 

lights, sudden noise…are attention getters; attention to  more commonplace or less striking 

stimuli requires special effort; postural adjustments are aided by physical changes in sensory 

receptor organs; receptor adjustments might include tensing of the ear´s tympanic muscle for 

better response to weak sounds  

Understanding-  

  

To understand symbols we have seen and heard, we must analyze the meaning of the stimuli we 

have perceived; symbolic stimuli are not only words but also sounds like applause… and sights 

like blue uniform…that have symbolic meanings as well; the meanings attached to these symbols 



 

are a function of our past associations and of the context in which the symbols occur; for 

successful interpersonal communication, t he listener must understand the intended meaning and 

the context assumed by the sender.  

Remembering-  

  

it is important listening process because it means that an individual has not only received and 

interpreted a message but has also added it to the mind‖s storage bank; but just as our attention is 

selective, so too is our memory- what is remembered may be quite different from what was 

originally seen or heard.  

  

  

  

Evaluating  

  

it is a stage in which active listeners participate; it is at these point that the act ive listener 

weighs evidence, sorts fact from opinion, and determines the presence or absence of bias or 

prejudice in a message; the effective listener makes sure that he or she doesn7t begin this activity 

too soon ; beginning this stage of the process before a message is completed requires that we no 

longer hear and attend to the incoming message-as a result, the listening process ceases  

Responding  

  

this stage requires that the receiver complete the process through verbal and/or nonverbal 

feedback; because the speaker has no other way to determine if a message has been received , 

this stage becomes the only overt means by which the sender may determine the degree of 

success in transmitting the message.  

TEN PRINCIPLES FOR EFFECTIVE LISTENING  

  

1.Stop Talking- Don't talk, listen.  

  

When somebody else is talking listen to what they are saying, do not interrupt, talk over them or 

finish their sentences for them. Stop, just listen. When the other person has finished talking you 

may need to clarify to ensure you have received their message accurately.  

 

 



 

2. Prepare Yourself to Listen- Relax.  

  

Focus on the speaker.  Put other things out of mind.  The human mind is easily distracted by 

other thoughts 3 what7s for lunch, what time do I need to leave to catch my train, is it going to 

rain 3 try to put other thoughts out of mind and concentrate on the messages that are being 

communicated.  

3. Put the Speaker at Ease - Help the speaker to feel free to speak.  

  

Remember their needs and concerns. Nod or use other gestures or words to encourage them to 

continue.  

  

Maintain eye contact but don7t stare 3 show you are listening and understanding what is being 

said.  

  

4. Remove Distractions- Focus on what is being said.  

  

Don7t  doodle, shuffle papers, look out the window, pick  your fingernails  or similar. Avoid 

unnecessary interruptions. These behaviours disrupt the listening process and send messages to 

the speaker that you are bored or distracted.  

  

  

5.Empathise  

  

Try to understand the other person7s point of view .Look at issues from their perspective. Let go 

of preconceived ideas. By having an open mind we can more fully empathise with the speaker. If 

the speaker says something that you disagree with then wait and construct an argument to 

counter what is said but keep an open mind to the views and opinions of others.  

6.   Be Patient  

  

A pause, even a long pause, does not necessarily mean that the speaker has finished.Be patient 

and let the speaker continue in their own time, sometimes it takes time to formulate what to say 

and how to say it. Never interrupt or finish a sentence for someone.  

7.Avoid Personal Prejudice –  

  



 

Try to be impartial.Don't become irritated and don't let the person7s habits or mannerisms distract 

you from what the speaker is really saying.Everybody has a different way of speaking - some 

people are for example more nervous or shy than others, some have regional accents or make 

excessive arm movements, some people like to pace whilst talking - others like to sit still.  

Focus on what is being said and try to ignore styles of delivery.  

8. Listen to the Tone  

  

Volume and tone both add to what someone is saying.A good speaker will use both volume and 

tone to their advantage to keep an audience attentive; everybody will use pitch, tone and volume 

of voice in certain situations  

3 let these help you to understand the emphasis of what is being said.  

  

9. Listen for Ideas – Not Just Words  

  

You need to get the whole picture, not just isolated bits and pieces.Maybe one of the most 

difficult aspects of listening  is the ability to  link  together  pieces of information to  reveal the  

ideas of others. With proper concentration, letting go of distractions, and focus this becomes 

easier.  

10.Wait and Watch for Non-Verbal Communication:  

  

Gestures, facial expressions, and eye-movements can all be important.We don7t just listen with 
our ears but also  

  

with our eyes 3 watch and pick up the additional information being transmitted via non-verbal 

communication.  

  

  

  

  

STRATEGIES TO IMPROVE YOUR LISTENING SKILLS:  

  

  

Be Attentive: Successful listeners hear it the first time. They are focused on the speaker and in 

the moment. Have you ever had someone tell you something and then ask you a question 

afterwards and not have any idea what to answer? You probably thought you were listening, but 

it is very easy for our minds to stray. Practice mindfulness by consciously eliminating 



 

distractions from your mind and body. Shut off your smartphone, close your door, and move 

away from the computer screen.  

  

Ask Questions: One of the ways you can stay in the moment is to ask clarifying questions. 

Repeat what you think the speaker was saying to gain clarity and understanding: ―What I think 

you7re saying is…‖ Often people7s comments are open to interpretation, so show your desire to 

understand while reinforcing you are listening.  

  

Don?t Interrupt Unnecessarily. Use the acronym WAIT, Why Am I Talking? to keep your 

comments relative to the speaker7s thoughts. Often I observe people ask questions just to 

transition the conversation in another direction. Interject your questions, or thoughts, at 

appropriate intervals so not to throw the speaker off track.  

  

Use Body Language: Face-to-face you can convey you are listening by nodding, smiling, and 

maintaining eye contact. Public speakers are taught to actively engage an audience by making 

eye contact with one person, at a time. You can pick up subtle non-verbal cues from watching 

the speaker7s body language. Are they leaning away from you, or leaning in? Do they have their 

arms crossed? Sounds basic, but 55% of communication is conveyed without even saying a 

word.  

Empathize: Steven Covey coined the phrase ―Seek first to understand, then be understood‖ 

which is my goal when listening. In order to effectively hear what the speaker is saying, try to 

look at it from their perspective. It is easy to jump to conclusions and judge when we don7t put 

ourselves in the other person7s shoes4and it is difficult to withhold judgment. Good listeners do 

this. Set aside filters and just listen.  

  

Take notes: Muscle memory works. Note taking can be done in person or on the phone. Not 

only will note taking reinforce what7s being said, but also it provides you with a permanent 

record to refer back to. People are flattered when you take notes; ask if it is okay before doing so.  

  

  

Listening enables you to acquire facts so that you can make decisions that benefit your business.  

  



 

To Gain Information  

  

Listening enables you to acquire facts so that you can make decisions that benefit your business. 

By listening to a job applicant in an interview, for example, you might discover his attitudes 

toward the profession, performance in previous jobs and information not detailed on his resume. 

This additional insight can help you decide whether the applicant is a good fit for your company. 

A super visor who listens to an employee7s complaint about a health risk on the job might reduce 

injuries and enhance job performance.  

Developing and Building Trust  

  

Listening is essential to building trust. If one member of a team doesn7t listen to instructions, an 

entire project might fail. To develop trust, pay attention to verbal instructions and deadlines. 

Listen for statements a coworker might make regarding his own strengths and weaknesses as it 

relates to a project, so that you can collaborate in a way that maximizes each other7s strengths.  

Maintaining Your Reputation  

  

The reputation of a business depends upon listening skills. If you fail to listen to a customer, for 

example, the customer might not receive the service or product she expected. When this occurs 

repeatedly, it can tarnish the company7s reputation. A company develops relationships with other 

businesses through verbal communication, too. Talking on the phone and working on a task at 

the same time can result in misunderstandings.  

Listening Can Reduce Conflict  

  

Listening can reduce conflict. A conflict can arise when an individual feels misunderstood or 

mistreated. For example, if you fail to listen to instructions and your coworker does the task you 

were supposed to perform,  

the coworker might be unhappy with you. Pay attention to nonverbal cues, as well. If an 

individual7s facial expressions, gestures or behavior contradict her words, ask questions to find 

out what she really means. Motivating Employees Through Listening  

  

A manager can improve morale and productivity by understanding what motivates each 

employee. Listen to employees to discover what aspects of the job they find most rewarding and 

challenging. Don7t expect to understand an employee7s needs from a single conversation. 



 

Continue to be an at tentive listener so that the employee knows you are sincerely interested in 

what she has to say.  



0  

  

  



 

UNIT II 
 

Written Communication  

  

A 5Written Communication8 means the sending of messages, orders or instructions in writing 

through letters, circulars, manuals, reports, telegrams, office memos, bulletins, etc. It is a formal 

method of communication and is less flexible. A written document preserved properly becomes 

a permanent  record  for  future  reference.  It  can  also  be  used  as  legal  evidence.  It  is  

time- consuming, costly and unsuitable for confidential and emergent communication. Written 

communication, to be effective, should be clear, complete, concise, correct, and courteous.  

  

Examples of written communications generally used with clients or other businesses 

include:  

  

 Email.  

 Internet websites.  

 Letters.  

 Proposals.  

 Telegrams.  

 Faxes.  

 Postcards.  

 Contracts  

  

  

 Types of Written Communication  

 Letters - A letter is a written message that can be handwritten or printed on paper. It is 

usually sent to the recipient via mail or post in an envelope,  although this is not a 

requirement as such. Any such message that is transferred via post is a letter, a written 

conversation between two parties.  

 Memoranda - a document recording the terms of a contract or other legal details.  

 Reports - A report is a document that presents information in an organized format for a 
specific audience and purpose. Although summaries of reports may be delivered orally, 

complete reports are almost always in the form of written documents.  

 Notices - Notices are a means of formal communication targetted at a particular person or 

a group of persons. It is like a news item informing such person or persons of some 
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important event. This can be an invitation to a meeting, an announcement of any event, 

to issue certain instructions,etc.  

            Advantages of Written Communication:  

 Easy to preserve: The documents of written communication are easy to preserve. Oral 

and  non-verbal  communication  cannot  be  preserved.   If  it  is  needed,  important 

information can be collected from the preserved documents.  

 Easy  presentation  of  complex  matter:  Written  communication  is  the  best  way  to 

represent any complex matter easily and attractively.  

 Permanent record: The documents of written communication act as a permanent  

record.  

When it is needed, important information can be easily collected from the preserved 

documents.  

 Prevention of wastage of time and money: Written communication prevents the waste 

of   money  and   time.   Without   meeting   with   each   other   the   communicator   

and 0communicate can exchange their views.  

 Accurate  presentation:  Through  the  documents  of  the  written  communication  top 

executive can present the information more accurately and clearly. As it is a legal 

document everybody takes much care does draft it.  

 Use  as  a  reference:  If  it  is  needed,  written  communication  can  be  used  as  future 

reference.  

 Delegation of authority: Written communication can help the authority to delegate the 

power and authority to the subordinate. It is quite impossible to delegate power without 

a written document.  

 Longevity: Written document can be preserved for a long time easily. That is why; all the 

important issues of an organization should be back and white.  

 Effective  communication:  Written  communication  helps  to  make   

communication effective.   It   is   more   dependable   and   effective   than   those   of   

other   forms   of communication.  
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 Maintaining image: Written communication helps to maintain the images of both the 

person and the organization. It also protects the images of the company or organization.  

 Proper information: It is a proper and complete communication system. There is no 

opportunity to include any unnecessary information in a written document.  

 Less  distortion  possibility:  In  this  communication  system  information  is  recorded 

permanently. So, there is less possibility of distortion and alteration of the information.  

 No opportunity to misinterpret: there is any opportunity to misinterpret the information 

or messages of written communication.  

 Controlling tool: Written communication can help to control the organizational  

activity.  

   The written document may be used as a tool for controlling  

 Easy to verify: The information and messages that are preserved can be verified  

easily.  

If there arises any misunderstanding any party can easily verify the information.  

  

 Others: Clear understanding, Legal document, Acceptability, Reduction of risk, Creating 

confidence, Easy circulation, Wide access or coverage etc.  

   Disadvantages of Written Communication  

  Expensive: Written communication is comparatively expensive. For this communication 

paper, pen, ink, typewriter, computer and a large number of employees are needed.  

  Time consuming: Written communication takes time to communicate with others. It is a 

time consuming media. It costs the valuable time of both the writer and the reader.  

  Red-Taoism: Red-Taoism is one of the most disadvantages of written communication.  

It means to take time for approval of a project.  

  Useless for illiterate person: It messages receiver is illiterate, written communication is 

quite impossible. This is major disadvantage written communication.  

 Difficult to maintain secrecy: It is an unexpected medium to keep business  

secrecy.  
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Secrecy is not always possible to maintain through written communication. Because here 

needs to discuss everything in black and white.  

          Lack of flexibility: Since writing documents cannot be changed easily at any       time. 

Lack of flexibility is one of the most important limitations of written communication.  

  Delay in response: It takes much time to get a response from the message receiver; 

prompt response is not possible in case of written communication that is possible in oral 

communication.  

  Delay in decision making: Written communication takes much time to communicate 

with all the parties concerned. So the decision maker cannot take decisions quickly.  

  Cost in record keeping: It is very difficult and expensive to keep all the records in written 

communication.  

 Complex words: Sometimes the writer uses complex words in writing a message. It 

becomes difficult to meaning out to the reader. So the objectives of the communication 

may lose.  

  Lack of direct relation: If there is no direct relation between the writer and the reader, 

writer communication cannot help to establish a direct relation between them.  

 Other: Prompt feedback is impossible, Slowness, Bureaucratic attitude, Understanding 

problem between boos and subordinates, lack in quick clarification and correction, 

formality problem, lack of personal intimacy, etc.  

  

BUSINESS LETTERS  

  

Business letters are the life-breath of business. Despite the availability of telephone, fax etc. 

which are very fast, conventional mail is still very popular. People like the feel of a good old 

5letter6 in hand. It also increases the reach of a business house.  

  

A letter is written to reach where you cannot reach yourself, and say what you cannot say 

yourself personally. Thus a letter plays the role of your representative or ambassador. All the 

qualities of a good ambassador 3 the polish and the courtesy, the knowledge and the convincing 

power 3 have to be there in a good business letter.  
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Types of letters  

  

1. Personal (to a friend or within a family)  

2. Social (invitations, death notices, etc.)  

3. Official (from government or its corporations, etc.)  

4. Business (trade enquiries, orders, complaints, import-export correspondence, etc.)  

5. Miscellaneous (letters to the editor etc.)  

  

   

1. Personal letters: These being letters to friends and family, express emotions or give 

news in an informal manner. They are often handwritten and have little restriction of 

style and format. Sometimes one uses a card with a printed message or greeting and 

adds something of one8s own.  

2. Social letters: these are in the form of invitations (to a wedding, a dinner, etc.) and 

follow a certain format, sometimes with ample use of the imagination. Death notices 

are also sent in a standardized format.  

3. Official letter 3 They originate from government offices, corporations etc. and 

move within the narrow restrictions of law. Hence they sound very formal. A distinct 

and limited vocabulary is used in such letters.  

4. Business letters 3 These are letters from business houses to their customers or other 

business houses or to statutory bodies; they are also from individuals to business 

houses. The aim of these letters is to increase one8s business prospects, and hence 

tact and persuasive power is used in writing them. A classification of business letter 

are  

    Enquiries and replies  

    Quotations, estimates and tender notices  

    Orders and letters informing their fulfilment  

    Circular letters  

    Letter requesting payments  
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    Sales letters  

    Complaints and replies  

    Goodwill letters  

    Credit and status enquiries  

5. Miscellaneous letters 3 These include letters to the editor, open letter to famous 

persons, letter by non- government organization etc  

  

Importance / advantages of business letters  

  

 Drafting at convenience  

  Reaches far and wide  

  A record for purpose of law  

  A record for reference  

  Solidifies business brand  

  Helps to expand business  

  Saves money in communication  

  Convenient for giving unpleasant news  

 Essentials of a good business letter  

 i.      Correctness ii.      

Completeness  iii.     Clarity  

iv. Conciseness  v. 

Courtesy  

vi.      Consideration  

vii.     Concreteness  

viii.     Convincing power  

  

  

The layout of BUSINESS LETTERS  
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The Business letters are a sort of company visiting card. The most frequently used layout of 

business letters is the block style, where all elements are aligned with the left-hand margin, 

except the heading, which is usually centred.  

   

The Heading  

  

The heading is the part of a business letter that contains the name of the firm sending the letter, 

it is usually printed on the letter paper and contains information about the firm, logo, name, 

style, full address, telephone, telex, fax numbers, e-mail addresses and web site.  

  

The Date  

  

The date states the day when the letter was written and is usually placed just under the heading, 

either on the right or on the left. In British English, the standard date is formed by the ordinal 

number of the day, the name of the month, a comma and the full year in numerals. so the date 

on the left.  

 
Uses this form:   9

th 
December, 1902    =   the ninth of December, nineteen - o - two  

  

In American English, the standard date is formed by the month written out in full, the cardinal 

number of the day, a comma and the full year in numerals.  

 Uses this form:   December 9, 1902   =  December the ninth, nineteen - o - two  

  

  

The Reference Line  

  

This is not always present in business letter. Its most common form is represented by the initials 

of the person who wrote the letter in capital letters, and the initials of the person who typed the 

letter in small letters.  

  

 

The Inside Address  

  

The inside address is always present in a business letter, as it states the name and address of the 

company you are writing to. There are three cases:  
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1. the name of the firm is made up of proper names, or the letter is addressed to a single 

person;  

  

2. the name of the firm does not include  proper names;  

  

3. the firm is a company limited by shares.  

  

  

1. In the first case, you will use a courtesy title:  

  

- Mr., if the addressee is a man;  

  

- Mrs., if the addressee is a married woman;  

  

- Miss, if the addressee is an unmarried woman;  

  

- Ms., if the addressee is a woman, whose marital status is not known. If the company name 

is made of two or more proper names, you will use:  

- Messrs, it is used as the plural form of Mr.  

2. In the second case you will use The in front of the name. Examples:  The chamber of 

Commerce  

3. In the third case you will simply copy the name of the company. Examples: Brookstone Co.  

Ltd  

The Attention Line  

  

This is not always present in a business letter and you will place it just below the inside address.  

  

  

The Salutation  

  

The salutation is always present is business letters and it is placed under the inside address.  

The salutation differs according to whom the letter is addressed and has different forms in 

British English and American English. All the words forming the salutation are written with an 

initial  

capital letter.  
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Addressee  

  

British English  

  

 American  

English  

  

The letter is addressed to a single person, whose name 

is not know.  

  

Dear Sir/Madame  

  

 Dear  

Sir/Madame  

  

The letter is addressed to a single person, whose name 

is know.  

 Dear Mr. Brown  
  

  

Dear Miss Brown  

 Dear Mr. Brown  
  

  

 Dear           Miss  

Brown  

  

The letter is addressed to more than one person, a 

company, an authority/agency.  

  

Dear Sir  

  

Gentlemen  

  

The body of the letter  

 The body of the letter contains the reason for the letter. The body usually consist of three parts:  

  

1. (first): introduction; 2. (second): object; 3. conclusion.  

2. The complimentary close  

  

Is always present in a business letter, as it is a form of courtesy to end the letter.  

  

  

The signature  

  

Is always present in a business letter, as is states the person who wrote, or dictated.  

  

  

Sample format of business letter  

  

Contact Information  

  

Your Name  

  

Your Address  

  

Your City, State Zip Code  
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Your Phone Number Your Email Address (space)  

Date  

  

(space)  

  

  

Contact Information  

  

Name Title Company Address  

City, State Zip Code  

  

(space) Salutation (space)  

Dear Mr./Ms. Last Name:  

  

(space)  

  

  

Body of Business Letter  

  

The first paragraph of your business letter should provide an introduction to why you are writing.  

  

  

(space between paragraphs)  

  

Then, in the following paragraphs provide more information and details about your request.  

  

(space between paragraphs)  

  

The  final  paragraph  should  reiterate  the  reason  you  are  writing  and  thank  the  reader  for 

reviewing your request.  

  

Closing: (space) Respectfully yours, (double space) Signature:  

Handwritten Signature (for a mailed letter) (double space)  

Typed Signature  
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ENQUIRIES  

  

A letter of enquiry is written to ask about goods or services that you may require. In this, you state 

your purpose and ask for the price list, quotation, sample etc. It is a letter from a prospective buyer to 

a seller.  

  

Types of enquiry letter  

  

1. Unsolicited enquiries : These are made at the buyer8s initiative  
  

2. Solicited enquiries : These are made when the seller solicits that is asks for enquiries 

through an advertisement or otherwise 3. Request for special terms or concession  

  

4. Routine enquiries by existing customers in continuation of the business process  

  

  

Guidelines for drafting a letter of Enquiry  

1. State clearly and briefly what you wish to buy and whether you want general information, 

a price list, a catalogue or a quotation.  

2. If there is a limit up to which you can pay the price, do NOT mention that in the letter, 

otherwise the seller may be inclined to hike the price to that limit.  

3. Most suppliers state their terms of payment and delivery, so this need not be asked for 

unless you want a special mode.  

  

Specimen Enquiries  

  

   1.   Enquiry about water heaters advertised in the papers  

   Dear Sir/Madam,  

I am interested in buying your solar water heater advertised in the papers. Could you 

please send me your price list and any descriptive leaflet that you may have?  

Yours faithfully  
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   2.   Enquiry about readymade garments  

   Dear Sir/Madam,  

We are a large department store in Nagpur and would like to know more about the 

readymade garments that you manufacture. Could you tell us the brand names that you 

deal in, the range of clothes that you market, and something about their quality? Please 

send us your price list as well.  

Yours faithfully,  

  

   

A.  K. Sinha  

  

Manager  

   

QUOTATIONS (Replies to enquiries)  

  

A quotation is an offer to sell goods at a given price and upon the stated conditions. That enables 

the prospective buyer to know where the seller stands in the deal.  

  

Guidelines for drafting a quotation  

  

1. Thank the enquirer for his interest.  

2. Give details of price, discounts and terms of payment.  

3. Indicate whether the price includes packing, insurance, freight etc. or they are to be charged 

for separately.  

4. State the date of delivery  

5. Give the date upto which the quotation is valid.  

6. Solicit business by expressing the hope for an order. Some of the common terms used in 

quotations :  

 The prices are ex-factory/ex-warehouse 3 that means the buyer has to pay for the 

movement of the goods from that point onwards  

    FOR 3 this is a standard expression meaning 5free on rail/road  
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 FOB(free on board) 3 this means the goods will be loaded on board a ship free of 

cost.  

 Ex ship 3 This means the quoted price includes delivery over the side of the  

 ship.  

    Carriage paid 3 the quoted price includes delivery to the buyer8s premises.  

 Carriage forward 3 The buyer has to pay the delivery charges. Some opening  

lines for replying to enquiries are  

    Thanks for your letter of enquiry dated….. As requested, we enclose…….  

    In reply to your enquiry of  ….. we are pleased to send, by separate post….  

    We are happy to know that you are interested in ………  

 Some closing lines are  

    We hope to hear from you soon and shall attend your orders promptly.  

    You may contact us over phone or by email for any further details.  

 I hope the samples reach you soon and look forward to receive your order. 

Specimen Quotations  

  1.   Reply to enquiry about readymade garments 

Dear Sir/Madam,  

 
  

Thanks  for  your  enquiry  dated  10
th    

March  about  our  readymade  garments.   

We manufacture jeans and t-shirts under the brand name of Tike.  

We would like to draw your attention to the trade and quantity discounts you can 

enjoy printed on the back of the enclosed price list. Our terms of sale are also 

stated there in.  

We shall be happy to do business with you. Yours faithfully,  

  

  

   2.   Reply to enquiry about air-conditioning  

   Dear Sir/Madam,  
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As requested by you, we have got our engineers to survey your office for airconditioning 

and we are pleased to quote for the job as follows :  

Rs. 65,500 for installation of air-conditioners including cost of materials.(Offer valid  

   for  

15 days).  

  

   

We feel you will find this a competitive offer. We take this opportunity to enclose a list 

of our satisfied customers.  

Yours faithfully,  

  

   

B.  K. Sinha  

  

Manager  

  

  

ORDER  

  

A letter of order is a legally binding contract; hence it is to be written with proper caution. If an 

order is sent over the telephone, it is desirable to confirm it in writing.  

  

  

  

  

  

Guidelines for placing an order  

i.      You should place an order in a simple and clear language.ii. Even if stated in earlier 

correspondence, give a detailed, exact and full description of what goods or services you wish 

to have. iii. Mention the quantity you wish to buy and give a reference of the price list or state 

the price at which you wish to buy.  iv.      Clarify the mode of payment.  

v.  If the mode of transport (rail, road, courier etc) 3 is settled with the quotation or 

price list the you will have to accept it.   vi.      The time period of delivery needs to be 

clarified.  vii.     State the address where you want the delivery of goods.  

viii.     Make sure of your position as regards transit insurance of the consignment.  
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Specimen Orders  

  

   1. Orders for TV sets  

   Dear Sir/ madam  

   We hereby conform the order placed over the phone today and request you to supply:  

   10 Luxem TV sets E-125 @ 21,500 each.  

5 Luxem TV sets A-23 @ 18,900 each. Please bill with your 20% trade discount. 

The TV sets are required for the forthcoming Dashehra-Diwali season and we look 

forward to their early delivery as agreed. Yours faithfully  

  

    

FULFILMENT OF ORDERS  

  

An order may be promptly acknowledged, especially if the fulfilment is going to take sometime. 

This may be done by writing a letter or by sending printed acknowledgement.  

  

  

  

  

  

  

  

  

Guidelines for responding to an order  

i.      Thanking the customer and building goodwill ii.      Legal acceptance of the terms of the  

order  

  iii.     Reference to the date of receipt of the order iv.      Stating when the 

order will be fulfilled and the likely date of delivery.  

v. Putting  in  a  clause  about  getting  further  business  and  continued  support  from  the 

customers.  

  

Specimen replies to orders  
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  1. Acknowledgement of an order 

Dear Sir/Madam  

 
  

Thanks for your order no E-297 dated 8
th 

August for steel almirahs.  

  

We confirm the supply at the price stated in your letter and are arranging to despatch the 

goods by rail early next week. Please be sure that the goods will be upto their reputation 

and your satisfaction. We hope to have continued orders from you in the future.  

Yours faithfully  

  

    

COMPLAINT / CLAIM LETTER  

  

A Complaint letter is to be written as the receiver would like to receive it. It should not be an 

angry or emotional outburst. Hence, it is to be written calmly, with the assumption that the 

complaint is going to be corrected. It is written tactfully, with due consideration for the feelings 

of the receiving party.  

  

Thus we need to avoid expressions like 3  

 I regret to report that….  
  

We’re quite surprised to find that….  
  

 It appears that enough care was not taken…..  
  

  

Guidelines for writing complaints  

  

 Write a complaint letter immediately. If time is lost, the party at the other end may have 

difficulty in investigating.  

 Do not assume that the supplier was to blame. The true cause of the complaint may be 

elsewhere.  

 Make a thorough enquiry and investigation at your end and make sure you have a valid 

ground for complaint.  

 Ask for a specific remedy or adjustment to solve the complaint  
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 Address  the  complaint  to  the  department  designated  for  the  purpose.  Eg:   

   Customer  

   Relations Department  

Specimen Complaints  
    

  

1. Complaint concerning goods  

  

Dear Sir/Madam  

  

Subject : Wrong goods supplied.  

On 3
rd  

March 2019 I ordered one dozen triple edge shavers of your company under my 

order no. A-113. On opening the parcel it was found that I had received double edge 

shavers. They will not serve my purpose, hence I have to ask for a replacement or 

refund.  

  

  

Please advise how the goods may be sent back to you and a replacement obtained. Yours  

faithfully  

  

   ADJUSTMENT LETTER (Replies to complaints)  

An adjustment letter is written in response to a complaint. It explains how the complaint will 

be remedied.  The  first  step  towards  solving  a  complaint  is  to  investigate  the  causes  of  

the complaint and to assess your responsibility in the matter. Thereafter you may either grant 

an adjustment or refuse it.  

   Guidelines for writing adjustment letters  

i.      A customer is satisfied when the seller takes the stand that the customer is always  

right. ii.     Acknowledge the complaint promptly.  

iii. If the complaint is not valid, point this out without causing offense to the party.  

iv. If you notice an error on your part, acknowledge it and set the correction in   motion.  
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   Inform the customer of this, with due apologies.  

v. Explain the circumstances in which things went wrong, and state the company policy in 

such cases. vi.      Do not name the person who is responsible for the wrong. It is your 

internal matter.  

 
  

Accept the error on behalf of the company.  

  

   vii.     Thank the customer for bringing the error to your notice.  

  

Specimen Adjustment letters  

  

    

Reply to specimen complaint  

  

Dear Sir  

  

We are sorry to hear from your letter that a mistake has occurred in despatching goods to you. 

Our despatch section is under heavy pressure due to an unprecedented demand of our goods. 

All the same, we request you to get in touch with M/S Krishna Medical Stores, Favvara 

Chowk, Indore and obtain your replacement locally. For the inconvenience to you, please 

accept and extra product as a gift.  

We thank you for bringing this to your notice and asure you of your order attention to your 

orders in the future.  

  

    

Yours faithfully  
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        UNIT III   
SECTION A   

   

1. What is meant by bank correspondence?   

 Any letter drafted by a customer to a banker or by a banker to a customer or between bank8s head 
office and other branches is called bank correspondence.   

   

2. Give the meaning of insurance correspondence.   

 Any correspondence including enquiring policy details, surrender value, revival of a lapsed policy, 

notification of loss etc. refers to insurance correspondence.   

   

3. What is a surrender value?   

 The amount which the insurance company undertakes to pay on the discontinuance of premium by the 

policy holder is called surrender value.   

   

4. What is an agency letter?   

  Agency letter is written to request the manufactures to sell their goods   

   

5. What is >Trade Reference??   

 Trade reference refers to names and address of individual firms which can be contacted to get 

information about the credit standing of the applicant   

   

6. What are the various types of insurance?   

  Life insurance, Fire insurance, Marine insurance and General insurance   

   

7. What is nomination?   

 Practice of designating a person for receiving the benefit of policy in the event of death is called 

nomination.    

   

8. What is meant by joint life policy?   

  Policy covering more than one life is called joint life policy.   

   

9. What is an assignment?   
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  Transferring the right to receive the policy amount is assignment.   

   

10. What is meant by whole life policy?   

  The sum assured is paid to the nominee on the death of the life policy holder.   

   

11. What is Claim?   

  Demand made by the policy holder or his legal heir in case of risk is claim.   

12. Who is an agent?   

  A person employed to do an act for another is called agent.   

   

13. What is Del credere commission?   

 The additional commission given to a factor to be responsible for bad-debts is called Del credere 

commission.   

   

14. What is an agency letter?   

 Agency letter is the correspondence between the principal and the agent. The application for an 

agency, the appointment of an agency, its tenure and renewal etc., form the subject matter of 

correspondence.   

   

   

SECTION B   

   

1. What are the points to be remembered while drafting an agency letter?   

Hints for developing an agency letter   

A letter offering an agency should contain the following points:   

a. An expression of thanks for the offer of agency and acceptance.   

b. The area of agency operation.   

c. If the agent himself has offered certain terms, agreement with the terms of offer or 

modification of certain terms.   

d. In case the agent8s application seeks to know the terms and conditions the offer letter by 
the principal should specify all the terms and conditions like   

o commission on sales effected   

o del credere commission if such a responsibility is entrusted   

o period of agency   

o the share of advertising expenses to be borne by the principal    

o settlement of accounts    

o maintenance of stock registers   

e. An expression of hope that this will result in the development of a mutually profitable 

trade relations.   

   

2. What are the essential features (or) characteristics of bank correspondence?   

Essential features of bank correspondence: 

a)  Clarity:   

      A letter written to a bank or written by a banker to his customer should have clarity as its main 

feature. What is required should be stated without being vague. All information should be given 

without any scope for confusion. b)  Completeness:   
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     A letter written to a bank or written by a banker should provide the name, address and other 

relevant details completely. No information should be withheld on assumption. Unless the letter is 

complete in all details, no financial transactions can take place successfully with credibility. 

c)  Correctness:   

Since letter written by banks or written to banks are mostly on financial matter it is necessary to be 

exact precise. Providing incorrect information may be taken to be a fraudulent practice moreover all 

correspondence has legal validity. Extra caution should be taken to provide only correct information.   

d. Courteousness:   

Letters from banks may contain favourable or unfavourable news. But the policy of the bank 

should be to maintain goodwill and good public relations. So, letters should be written with tact and 

politeness.   

e. Confidentiality:   

All bank correspondence between bank client and others should be treated as confidential 

correspondence.   

   

3. Write short notes on (a) Commission Agents and (b) Broker   

 On the basis of the nature of work performed the agents may be classified as mercantile and non-

mercantile agents. The mercantile agent is also called as commercial agent. The mercantile agents are 

as follows   

 Commission agents   

 Brokers   

 Factor    

 Auctioneer and    

 Del credere agent    

a) Commission agents   

 A commission agent is one who secures buyers for a seller of goods and sellers for a buyer of goods in 

return for a commission on the sale. If he is a selling agent, his duty does not stop with the procurement 

of buyer. If he gets a better offer, he has a duty to inform the principal. This duty continues until the 

sale is finalised. b) Broker   

 Broker is an agent who is employed to buy or sell goods on behalf of another. He cannot contract in 

his own name and is not entrusted with the possession of the goods. Hence he has no right of lien. He 

is not liable on the contract entered into by him, but he may be made liable if there is a custom or an 

agreement to that effect.   

   

SECTION -C   

   

1. Draft a specimen reply to an unsolicited enquiry letter.   

REPLY TO AN UNSOLICITED ENQUIRY LETTER   

The National Handloom House Ltd.   

51, Prakasam Street,   

Tambaram, Chennai-45   

12
th 

September 2016 M/S 

Maria Doss Cycle Traders,   

167, Ponappan Road,   

Pondicherry-605007   

Dear Sir,   
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We are delighted to learn from your enquiry of August 31, 2016 that you are arranging for export of 

handloom shirts and lunges.   

As requested in your letter, we have sent today under a separate cover, patters of shirts and lunges in 

different shades.   

Medium                 Fine 

RS.                         RS.   

Shirts 3 85 comes                   75                          90   

              90 comes                    85                         100   

              95 comes                    95                         110   

Lunges 3 100x80                     95                         120   

                80x60                        40                           50   

Trade discount @ 20% is normally allowed for an order above Rest. 1, 00,000. In view of the bulkiness 

of order, we are pleased to allow T.D. @ 25%.   

We require a period of 3 months from the date of receipt of order to complete execution.   

You are aware of how fast our 5Handmade6 shirts and lunges sell. We are receiving many enquiries 
from different parts of the country providing beyond doubt the superior quality and the unfading color 

quality of our handloom products.   

We believe you will find our terms quite competitive. We enclose an order form for your 

convenience.   

Yours faithfully,   

S. Selvanathan   

Sales Manager   

   

2. Draft a specimen D.O. letter.   

D.O. LETTER   

Dr. R. Mushin, M.Com, Ph.D. Principal    

Office of the principal   

Pericarp arts college   

Cuddalore 3 607 004   

10
th

 June 2016   

D.O. No. 208/70/1   

Dear Mr. Parthiban,   

Please refer to this office letter no. 470/p/86 dated 30
th

 April and 27
th

 May, regarding the salary details 

of Thiru c. Ragavan, Professor of Mathematics during the period he was in your college. As refixation 

of his pay is pending for a long time, please let me have these particulars at an early date. With kind 

regards,   

Yours sincerely,   

R. Mushin To    

Prof. S. Parthiban   

Principal,   

Government Arts College,   

Chidambaram 3 608 001   

   

   

3. Draft a specimen general insurance letter.   
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GENERAL INSURANCE LETTER   

212, Whites Road,   

Anna Nagar,   

Chennai 3 600008   

August 10, 2016 The 

Branch Manager,   

Kaur Visa Bank Ltd.,   

23 Cross Road,   

Anna Nagar,   

Chennai 3 600008   

Dear Sir,   

   

Sub: Burglary of house article notified   

Ref: Household policy no. YP72105436   

I regret to inform you that my house located at the above address was burgled on August 7, 2016, when 

I was out of station for a few days.   

The following articles were stolen:   

1. Gold jewelry worth 50 sovereigns   

2. Two pairs of platinum ear-studs   

3. 1 kg of sliver   

4. Electronic items   

a. Sound system   

b. Digital camera   

All the aforesaid items were covered under the burglary policy mentioned in the reference. I have 

lodged a police complaint at Anna Nagar police station. I am enclosing a copy of FIR filed, along with 

the complaint letter for your perusal and speedy action.   

Yours faithfully,   

Krishnan   

   

Enclosed:   

1. Copy of policy YP72105436   

2. Copy of FIR   

3. Complaint letter   

   

4. Draft a specimen memo.   

   

MEMO   

Government of India   

Ministry of Finance No. 2345   

New Delhi 3 110 010   

8
th

 August 2016   

Memorandum   

Attention is invited to the Memo of this Ministry of number 2240 dated 5
th

 January 2016 banning 

purchase of costly furniture. It has come to the notice of the Ministry that this is being observed in 

many cases. Any violation of this order will, therefore, be viewed very seriously and the officers 

concerned will be held personally liable.    
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For Deputy Secretary,   

Kamal Gupta   

(Finance)   

   

5.  Draft a specimen letter for opening an account with a bank.   

   

OPENING OF AN ACCOUNT   

Paid Electronics & Co.   

212, Whites Road,   

Anna Nagar,   

Chennai 3 600008   

August 10, 2016 The 

Branch Manager,   

Kaur Visa Bank Ltd.,   

23 Cross Road,   

Anna Nagar,   

Chennai 3 600008   

Sir,   

Sub: Account Opening   

We are dealers in electronics goods both imported and locally manufactured. We are functioning in the 

name of Paid Electronics & Co., a partnership firm. The average annual turnover of our firm is      Rs. 

50, 00,000. We would like to open a current account with an overdraft facility in your bank and agree 

to maintain the minimum balance insisted and also to other terms and conditions. I am enclosing a 

filled-application form and all other documents required in their regard. Mr. R. Elango will be the 

person authorized to operate the account. We are sending Rs. 1, 00,000 through our messenger Mr.   

Rathinam to deposit the account to be opened.   

Yours faithfully,   

R. Selvan   

Managing Partner 

Enclosed:   

1. Certificate of Registration   

2. Partnership deed   

3. Certificate of the proposal of the firm for opening current a/c   

4. Two references   

5. Specimen signature of R. Elango   

6. Filled-in application form   

   

6.  Draft a specimen order letter.   

   

ORDER LETTER   

Ramanan and Co.   

51, Prakasam Street,   

Tambaram, Chennai-45   

   

12
th 

September 2016 The 

National Nutriments Co.,   
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167, Ponappan Road,   

Pondicherry-605007 Dear sir,   

Please send us by passenger train, carriage forward the following itmes listed in your latest catalogue.   

500 x 500 tins of condensed milk          @ Rs. 50.00   

500 x 1kg tins of condensed milk          @ Rs. 90.00   

500 x 1kg tins of Vitbon                          @ Rs. 100.00 500 x 

1kg tins of Nucafe                         @ Rs. 90.00   

Goods may be packed as usual and the R/R sent through Indian Bank, Chennai.   

Please see that goods reach us not later than 25
th

 September 2016.   

Yours faithfully   

For the National Nutriments Co.,   

S. Charles   

Proprietor   

   

7.  Draft a specimen quotation.   

   

QUOTATION   

Punitham Hardwares Ltd.   

51, Prakasam Street,   

Tambaram, Chennai-45   

   

12
th 

September 2016   

Your ref: saq/MAS/12 dated September 1
st
, 2016   

Our ref: 3x/756   

Kajal hardwares,   

167, Ponappan Road,   

Pondicherry-605007 Dear sir,   

We thank you for your enquiry cited above. We are pleased to submit the quotation for the motors we 

sell. This quotation is subject to general and specific conditions printed below.   

   

   

Model     Horse Power   Price per piece Rs.   

Suguna 100 X   10 H.P     25,000   

Suguna 200 X   15 H.P     30,000   

Maxmuller XXX   20 H.P     40,000   

   

Yours faithfully,   

A. Kumara Raj,   

Manager   

   

   

8. What are the importance of  business correspondance ?   

1. To cope with increased volume of business    

It has increased multifold . business letter are required to keep close and 

uninterrputed  business relation  with customers spread world wide.   

2. Business correspondance expand market .   
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It open up new market and creat valuedcustomer event in distant land .   

3. A weapon to combat competition   

To face the stiff competition an effective business letter is strong weapon .   

4. Lifeblood of modern business    

A variety of business letter like enquiries ,circular ,collection letters ,complaints and 

adjustments and all type of business letters is viewed as the lifeblood of modern commerce .   

5. Easy access to all    

It have the advantages of waiting untill the reade is in a position to devote time to time ,   

6. Evidence of business correspondance    

They can be furnished as effective proof of contract which have been agreed upon earlier.   

7. Prevents unpleasant misundestanding    

8. Avoid unpleasantness of misscommunication    

9. Avoid annoyance    

10. Dispenses with personal interview  11. Dispenses with personal interviews    

12. Low cost of sales promotion.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Unit IV 
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 MEETINGS  

A meeting is an event in which a group of people come together to discuss things or make 

decisions. Meeting is a formal deliberative assembly of individuals called to debate certain 

issues and problems, and to take decisions. Formal meetings are held at definite times, at a 

definite place, and usually for a definite duration to follow an agreed upon agenda. In a corporate 

setting, they are divided into two main groups  

(1) Organizational meeting: normally a regular meeting involving stockholders (shareholders) 

and management, such as a board meeting and annual general meeting (AGM).  

(2) Operational meeting: regular or ad hoc meeting involving management and employees, such 

as a committee meeting, planning meeting, and sales meeting.  

 Importance of meeting  1.Conflicts are resolved  

Problems and issues are always evident within the team, and they can negatively affect the way 

employees do their daily tasks. Properly managed meetings can be a venue for team members to 

share their side of the story. Once a resolution is reached, employees can apply it to other similar 

situations to avoid repeating the problem.  

  

 2. Better decisions are made  

A good leader realizes that employees should be included in the decision-making process. A 

major decision will not work unless company members understand why it is being made. 

Through meetings, members can ask about issues concerning the change and have them 

clarified.  

 3. Team members realize their importance  

Project goals are always discussed in meetings. As a team leader, you can explain to your team 

members how their tasks contribute to the overall goal. When tasks and goals are clear, 

employees are more motivated to work because they realize their importance in the company.  

4. Time, effort, and money are well spent  

As decisions are made faster and employees are more engaged in their work, important company 

resources are put to good use. You don8t have to conduct more meetings just to resolve an issue 

or re-explain project goals. Managers can help direct your team toward the right goal by 

conducting effective and clear meetings. Set them up in conducive areas, like those offered by 

Connecticut Business Centers.  
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 Strategies to conduct Effective Meetings  

To stay on track, consider the following strategies to make a meeting efficient and effective  

meeting:  

1. Send out the last meeting8s minutes one week before the next meeting.  

2. Send out the agenda for the current meeting at least one week in advance.  

  

3. Send out reminders for the meeting the day before and the day of the meeting.  

4. Schedule the meeting in Outlook or a similar program so everyone receives a reminder.  

5. Start and end your meetings on time.  

6. Make sure the participants know their role and requirements prior to the meeting.  

  

7. Make sure all participants know one another before discussion starts.  

8. Formal communication styles and reference to the agenda can help reinforce the time  frame 

and tasks.  

9. Follow Robert8s Rules of Order when applicable, or at least be familiar with them.  

10. Make sure notes taken at the meeting are legible and can be converted to minutes for  

distribution later.  

11. Keep the discussion on track, and if you are the chair, or leader of a meeting, don8t hesitate  to 

restate a  point to interject and redirect the attention back to the next agenda point.  

12. If you are the chair, draw a clear distinction between on-topic discussions and those that are 

more personal, individual, or off topic.  

13. communicate your respect and appreciation for everyone8s time and effort..  

14. Clearly communicate the time, date, and location or means of contact for the next meeting.  

  

   

 Preconditions of A Valid Meeting  

 A valid meeting should have the following elements:  

1. Legal objectives: Any meeting must have legal objectives. Meetings on illegal or 

unethical purposes cannot be valid in the eye of law.  
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2. Convened by proper authority: A valid meeting should be contended by the proper 

authority of the company.  

3. Serving proper notice in proper time: Notice of a meeting must be served timely by 

maintaining rules and regulations of the companies act.  

4. Presence of authorized persons: To make a meeting valid person who is entitled to 

present in a particular type of meeting should be present at the meeting.  

5. Presided over by a chairman: A valid meeting should be presided over by a chairman 

who will be selected by the members.  

6. Specific agenda: A detail agenda should be prepared before the meeting and the meeting 

should be operated by following agenda.  

7. Quorum: Quorum is the minimum number of persons that must be present at the meeting 

to make it valid.  

  

  

 Advantages of Meetings  

In the business organizations meetings are used for a variety of purpose. There are some 

advantages of meeting which are stated below:  

1. Democratic process: Meeting is a democratic process of taking decision. None can 

blame other for the decision because it is taken in presence of all the members.  

2. Improve decision: Improve decision can be taken through meeting. Because every 

matter is discussed pros and cons and nothing is left over unconsidered. Proverb says 

6Two heads are better than one.6  

3. Participative management: Participative management can be materialized through 

meeting. Al the departmental heads and supervisors may sit together for taking decision.  

4. Help in co-ordination: Meeting can help for co-coordinating the work as a whole 

because all the parties or members are presented in the meeting.  

5. Covey information to a large gathering: Meeting can convey information for all  

 departments.  

Besides the presented members exchange their views, idea, opinion and feeling at a large  

 gathering.  
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6. Others: Provide necessary information to a group of people, report on some incidents or 

activities, create involvement and interest, formulate policies etc.  

  

  

 Disadvantages of Meetings:  

There are some limitations and disadvantages of meeting. These limitations and disadvantages 

are discussed below:  

1. Time-consuming: Meeting takes much time to take decision. We know that to hold a 

meeting is very time-consuming.  

2. Costly: It is too much expensive. Because the company has to decorate the conference 

room, pay the  

  

   T.A. and D. A. to the members, pay for cards etc.  

3. Formalities: There are many formalities to hold on a meeting. Agenda, minutes, 

regulations are needed for a valid meeting.  

4. Difficult to control: Sometimes it becomes very difficult for the speaker or chairman to 

control over the meeting because proverb says, 5Many men many minds.6  

  

 

AGENDA  

  

Agenda is a document that outlines the contents of a forthcoming meeting. It is usually sent 

along with the notice of the meeting. It comes from the Latin word 5agendum6 (singular) 

which means 7a thing to be done.8 It is the route map of the meeting. The specimen notices 

above already contain a hint of how it is written. The agenda may be a part of the notice or 

may be attached as an annexure. The conveyor/secretary prepares it in consultation with the 

chairperson and gets his approval. Features or characteristics of agenda  

  

The features of agenda can be state as follows:  

  

• Generally, agenda is sent along with the notice of the meeting.  
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• It is written at the end but before or after the signature of the convener of the meeting.  

  

• It is arranged according to the importance of the end.  

  

• Controversial topics should be written at the end.  

  

•The topics are determined by the secretary with consulting the higher authority or the 

convener of the meeting.  

• It written in brief but explicit manner. Importance:  

  

Agenda is the explicit topics to be discussed in a meeting the members. No one can ignore 

the importance of an  

  

Agenda. The necessity or importance8s of an agenda are as follows:  

  

•As it is circulated in advance, the members of the committee or meeting can take 

preparation to discuss the topics accurately.  

• It helps to take prompt decision.  

  

• Since it has a set of order, it helps the chairperson to conduct the meeting smoothly.  

  

• It can ensure covering all the topics that will be discussed in a meeting.  

  

• It helps to control the unnecessary talking in the meeting.  

  

• It is helps to write the minutes and resolution of the meeting.  

  

•As it is served earlier, the members of the meeting can exchange their thought and ideas 

informally before holding the meeting.  

Agenda Advantages  
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1. Agendas   convey   important   information   to   meeting   participants,   including   

goals,   attendee responsibilities and topics of discussion.  

2. When distributed ahead of the meeting, the agenda lets participants plan ahead in 

preparing materials or ideas on topics.  

3. This helps ensure that meeting discussions focus on the most important issues and ideas.  

  

4. Agendas also help meeting leaders maintain structure and keep the meeting from running 

long, which is valuable for participants who need to return to other important projects as 

soon as the meeting is over.  

Agenda Disadvantages  

  

1. One potential disadvantage of a structured agenda is that it often prevents 

conversations from evolving on a topic that participants deem important.  

2. If a meeting goes off the agenda topic -- even if what's being discussed is of great 

value -- leaders often cut the conversation short so the meeting goes back on topic.  

A strict agenda may also minimize opportunities to initiate on-the-spot, spontaneous topics during the 

meeting. This hampers the free flow of ideas that often result in favorable results. 
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UNIT V  

RESUME WRITING 

  

A resume is a short document used to summarize a job seeker8s experience and qualifications 

for a  prospective  employer.  A  resume  includes  the  job  seeker8s  contact  information,  

work experience, education, and relevant skills in support of a job application.  
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H O W  T O  W R I T E  A  R E S U M E  

  

  

1. Pick a resume format with the sections you need  

2. Always include contact information, work experience, and education  

3. Use traditional headings for maximum compatibility  

4. Include applicable skills directly from the job description  

5. Replace basic job duties with impactful accomplishments  

  

6. Don8t include an outdated objective statement or references section  

7. Proofread and double-check what you8ve written  

8. Save the resume as a DOCX file (preferred) or PDF.  

  

   

SAMPLE RESUME  

  

Anand  

C/VI/24 Railway Colony  

Jabalpur  

Tel xxxxx  

Email :  anands244@hotmail.com  

  

OBJECTIVE  

To employ my proven skills as a sales driver to be an asset to a progressive company8s 
marketing department and achieve career satisfaction. To develop strong bonds with 

colleagues and clients  

  

EDUCATION  

1. Post Graduate Diploma in Marketing from BVM Institute of Management  

Science, Chandigarh, 2002 3 81%  

2. B.Com from Kurukshetra University, 2001 3 83%  

  

AWARDS  

1. Was given the best student award at Jain Intenational School, New Delhi at 1999 

2. Spitz Sports Scholarship at school for outstanding performance as a swimmer.  

  

STRENGTHS  

Balanced group behaviour with leadership qualities, sound health.  
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REFERENCE  

 Prof R.Saxena  

HOD, School of Management Studies  

Lions College  

Mumbai  

  

   

   Tips to write a good Resume  

1. Mention the latest education qualification first and go backward in time.  

2. List out your scholarships, awards, titles etc.  

3. Mention your interests and strength8s.  

4. Give all information under suitable headings.  

5. Make biodata sheet attractive and balance its layout  

6. Avoid handwritten additions to a typed sheet.  

7. If you have held various kinds of jobs, you may state the responsibilities you carried out.  

8. Referenced may be added at the end.  

   JOB APPLICATION LETTER / COVERING LETTER  

A job application is a sales letter as its best; through it, you offer to sell your services. Tips for 

writing an application letter  

 i.      Make it near and attractive using good quality paper and near clear typing ii.     

Address it to the correct authority 3 Personnel Manager / Managing Director /  

 Principal/ Director etc iii. It responding to an advertisement, study the ad and suit your 

application to the wording of the ad.  

iv. Keep the letter short  

v. Do not presume that you will get the job ot that you will find it suitable for you until 

you have known the employer well enough.  

vi. Make sure that you have all the necessary qualifications for the job. vii.     Ask for an  

interview.  

viii.     Enclose all testimonials that are required to make up your case. ix.     Some don8ts  
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    Don8t beg for a job  

    Don8t exaggerate or make false claims  

    Don8t write on both sides of the paper.  
    Don8t blame your existing employer not show your weakness  

 Don8t ask for a job on account of financial need but on merits.  
  

Job Application – Covering letter specimen  
   

  

Ms. Salini Gupta                                                                  10
th 

August, 2006  

125, Old agra road, nashik 

Tel xxxxxx  

  

The Director  

ABC computer institute 

Nashik  

  

Madam,  

  

Sub : Application for the post of Instructor  

  

I understand that you have openings for training personnel and I offer myself as a 

candidate for the post of an Instructor in you Institute. I possess the necessary 

qualifications with an MS(Computer) degree and fair degree of fluency in English, 

Hindi. Other particulars of my background are enclosed in the biodata.  

  

Would you please call me for an interview where you may judge my personality and 

knowledge for the post? I may add that I love teaching and would do my best in the 

position applied for.  

  

Thanks   

Yours truly  

 (Shalini Gupta)  

 Encl : biodata  



 

  

   

 

 M a k e s  t h e   W o r l d   a   S m a l l e r P l ac e   
  

 I n crea s e s   Bus i n e ss   O pp o rt u ni t i e s   
  

 I m p r o v e s   Cul t u ral  E d u ca t i on   
  

 R e move  c ul t u ra l ba r ri e rs   
  

 D e v e lop a   g lobal vi l l a g e   
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UNIT II

• Business Letters

• Meaning – Kinds of Business Letters –
• Application for a situation - Interview -

• Appointment letter –
• Acknowledgement –
• Promotion - Enquiries - Reply Letter to Enquiries –
• Orders - Sales Letter - Circular Letter –
• Complaints Letter.



Business letter

A written communication passes 
between Individuals, 

Firms or Companies 

who have business contact



PARTS OF A BUSINESS LETTER

❑Heading

❑Date

❑Reference

❑Inside Address

❑Subject

❑Salutation

❑Body of the letter

❑Complimentary close

❑Signature

❑ Enclosures



Qualities Of A Good Business Letter
•

Inner Qualities; and Outer Qualities

A) Inner Qualities                                                 B) Outer Qualities –
(i) Simplicity i) Quality of paper

(ii) Clarity ii) Colourof the paper

(iii) Accuracy iii) Size of the paper

(iv) Completeness – (iv) Folding of letter

(v) Relevance –
(vi) Courtesy –
vii) Neatness



KINDS/TYPES of business letter

•
❖Enquiries and reply : 

❖Offer and quotation : 

❖Order and their execution : 

❖Status enquiries : 

❖Complaints: 

❖Circular letter: 

❖Letter relating to agency : 

❖Collection letter : Bank correspondence: 

❖Letters relating to import and export 

❖https://youtu.be/h0CC1TCzDv0



ENQUIRY letter
•
❖Sent by a potential customer, 

❖Letter should clearly state the information required.

❖The details regarding the product, its quality, price, quantity 
that can be supplied, the mode of dispatch, its cost etc., 
should be enquired clearly.



CIRCULAR LETTER

❖A circular letter is addressed to a large number of customers conveying the 
same message. 

❖The letters are photocopied or printed, as multiple copies are required.

WHEN IT ISWRRITEN

When a new  branch is opened

When a new department is added

When a new business is set up

When new goods are introduced

When business is moved to a new premises



MODEL CIRCULAR LETTER

• Kalpana Cloth Centre

• 30, Nehru Street,

• Pondicherry – 605007

• 26th May 2020

• Dear sir/ madam,

• It gives us great pleasure to inform you that we are opening a high 
class cloth centre on June 06, 2020, in the above address under the 
name of 8Kalpana Cloth Centre9. Mr. Balu who was formerly 
associated with the big cloth merchants like S.V. Tex, Chitra Mills 
Cloth House and Alankar will be our Purchase Manager. His wide and 
varied experience in the line will help us a great deal in selecting the 
excellent and the most fashionable textiles and in running the 
business most efficiently. The capital at our disposal is sufficient to 
enable us to stock large varieties of textiles from popular mills.

• (CONT.)



CONTINUED

• Since we recognize the sovereignty of the consumers, we adopt 
a pricing policy which aims at realizing a low margin of profit. 
Our prices are most competitive. Our shop is fully air-
conditioned and our courteousness will make shopping a 
pleasant affair. We trust your visit will convince you of this. May 
we have the pleasure of meeting you soon.

• Yours faithfully,

• For Kalpana Cloth Centre,

• R. Alalasundaram



INTERVIEW

Direct face-to-face observation method to evaluate a candidate 
is interview

• TYPES OF INTERVIEW

• 1. Structured Interview

• 2. Unstructured Interview 

• 3. Group Interview

• 4. Depth Interview

• 5. Stress Interview

• 6. Panel Interview
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UNIT III

• Bank Correspondence 

Insurance Correspondence 

• AgencyCorrespondence

• Correspondence with Share Holders & Directors.



BANK CORRESPONDENCE

• Any letter drafted by a customer to a banker or by a banker to a customer 
or between bank’s head office and other branches is called bank 
correspondence

• Essential features of bank correspondence:

• Clarity:

• Completeness:

• Correctness:

• Courteousness:

• Confidentiality

• Bank Letter.docx



Essential features of bank correspondence

▪ Clarity:

▪ It should have clarity as its main feature..

▪ Completeness:

▪ It provide the name, address and other relevant details completely 

▪ Correctness:
▪ It is necessary to be exact precise. 

▪ Courteousness:

▪ letters should be written with tact and politeness.

▪ Confidentiality:
▪ All bank correspondence should be treated as confidential correspondence.

•



INSURANCE CORRESPONDENCE

• Any correspondence including enquiring policy details, surrender 
value, revival of a lapsed policy, notification of loss etc. refers to 
insurance correspondence.

Various Types Of Insurance

Life insurance

Fire insurance

Marine insurance 

General insurance

Insurance Letter.docx



AGENCY LETTER

• Agency letter is the correspondence between the principal and the agent. 
The application for an agency, the appointment of an agency, its tenure and 
renewal etc., form the subject matter of correspondence.

• TYPES OF AGENTS

• On the basis of the nature of work performed the agents may be 
classified as mercantile and non-mercantile agents. The mercantile agent is 
also called as commercial agent. The mercantile agents are as follows

• Commission agents

• Brokers

• Factor 

• Auctioneer and 

• Del credere agent 



Shareholder Correspondence

• Shareholder correspondence includes any 
communication in the form of letters, 
notices, emails, reports and filings between 
your company and your shareholders



Shareholders correspondence includes

✓Company performance reports (quarterly, half yearly, 

annual) and future targets and strategies

✓Notices or letters for upcoming shareholder meetings

✓ director appointment votes, shareholder queries

✓ distribution of dividends

✓Minutes of previous shareholders meetings
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UNIT IV REPORT WRITING

• Business report.

• Orderly presentation of factual information, data, 

• records or events about a specific business incident, 

• activity, and programme



Classification of report

❖Short reports

❖Long reports

❖Memorandum report

❖Routine reports

❖Annual reports

❖Informational reports

❖Technical reports

❖Analytical reports

❖Project reports
•

• THE VARIOUS CLASSIFICATION REPORT.docx



PARTS OF A REPORT

❖Title

❖Terms of reference 

❖Procedure

❖ Findings

❖Recommendation



Essential elements of a report

➢ Precision

➢ Relevance

➢ Clarity

➢ Completenes

➢ Simple and unambiguous style

➢https://youtu.be/Sq2SDdz1i



REQUISITES OF A VALID MEETING

❑Proper authority

❑Proper notice

❑Contents of notice

❑Quorum

❑Chairman



 

AGURCHAND MANMULL JAIN COLLEGE 
Meenambakkam, Chennai 600 061 

 

 

 

 

 

Name of the Student Centric Method used: Activity Based Learning 

 

Event/Practice Name : Role Play 

 

Name of the Faculty : Ms. K. Mathumathi & Ms. M. Ophelia Jenefer 

 

Period of implementation of the Practice(Academic Year):2023-2024 

 

Date & time of the event/class (if applicable): 11/10/2023, 6/11/2023 & 15/11/2023 

1.30PM 

 

Online(tools used)/Offline(venue): S 18 Main Block 

 

ICT tools used: - 

 

Course Name: Business communication 

 

Topic handled: Types of interview and Preparation of Resume 

 

Summary of the Event/Practice: 

 

 

 

 

 

 

 

Students were divided into groups of 5 each. One student among them enacted as an interviewer 

explaining the various types of interview. The other four members of the group brought their 

resume and presented to the interviewer. The interviewer of different group selected each method 

like Structured Interview, Unstructured interview, Group Discussion, Mock Interview, Telephonic 

Interview, Panel Interview, Situational Interview, Virtual Interview. There were 8 groups in the 

class, they played their roles about 10 minutes. Finally questions were asked to the students to 

know their understanding level. This Student Centric method found very appropriate and useful for 

the students 

 

 

Outcome: 

 

To understand the various types of interview 

To gain practical experience of attending interview

To develop their communication skill.   
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Sl
No Reg. No Student Name

No.of
Working
Days For

The
Month

No.of
Days

Present

% of
Attendance

1 422300227 P. ABARNATH-(03-06-2006) 68 62.5 91.91

2 422300233 ARULANANTHAM-(23-09-2005) 68 53.0 77.94

3 422300234 GG. ARUN DARSHAN-(23-07-2005) 68 64.5 94.85

4 422300236 D.L. BALA MUKUNTA-(18-05-2006) 68 67.0 98.53

5 422300239 R. BHUVANESH-(25-12-2006) 68 62.0 91.18

6 422300241 P. DEEPAK-(22-05-2006) 68 55.0 80.88

7 422300242 DELTON P SAMUEL-(08-07-2005) 68 61.0 89.71

8 422300243 M. DEPAK-(01-10-2005) 68 61.0 89.71

9 422300245 L. DEVA PRAKASH-(26-04-2002) 68 58.0 85.29

10 422300246 P. DHANUSH-(24-04-2005) 68 52.0 76.47

11 422300248 GOKUL KANNAN E-(05-07-2004) 68 57.0 83.82

12 422300249 S.P.. GOKUL-(03-08-2005) 68 41.5 61.03

13 422300253 K. HARISH MOHAN-(17-08-2004) 68 53.0 77.94

14 422300255 A. IRUDHAYA NICKLE RAJ-(14-04-2006) 68 63.5 93.38

15 422300258 B. KARTHIKEYAN-(25-11-2005) 68 61.0 89.71

16 422300259 R. KARTHIKEYAN-(18-02-2005) 68 63.0 92.65

17 422300262 R. MAGESH-(29-09-2005) 68 54.0 79.41

18 422300264 R. MANIKANDAN-(23-03-2005) 68 54.0 79.41

19 422300267 S. MYTHREYAN-(01-09-2005) 68 55.0 80.88

20 422300268 T. NAVEEN-(25-01-2006) 68 50.0 73.53

21 422300270 T. NIRESH KUMAR-(02-06-2006) 68 62.5 91.91

22 422300271 K. NITHYAPRAKASH-(24-11-2003) 68 50.5 74.26

23 422300273 S. PRAMOTH-(01-01-2006) 68 57.0 83.82

24 422300275 S. PRETHISH KUMAR-(05-02-2005) 68 51.5 75.74

25 422300277 P. PUSHPARAJ-(25-09-2005) 68 52.5 77.21

26 422300278 PM. RAGAVENDRAN-(24-02-2006) 68 62.5 91.91

27 422300280 P. RAGUL-(17-03-2006) 68 55.0 80.88

28 422300282 K. RAJESH-(29-06-2005) 68 50.5 74.26

29 422300285 P. RUBESH-(20-06-2005) 68 54.0 79.41

30 422300286 SAI GANESH R-(12-10-2005) 68 65.0 95.59

31 422300288 D. SANJAI-(19-12-2004) 68 56.5 83.09

32 422300292 G. SARATHI-(08-04-2005) 68 52.0 76.47

33 422300293 J. SHAM-(25-05-2005) 68 50.5 74.26

34 422300295 R. SHIYAM-(12-11-2005) 68 50.0 73.53

35 422300297 A. SIMPSON-(27-10-2004) 68 50.5 74.26

36 422300299 SRI ARAVIND . P-(04-08-2005) 68 59.0 86.76

37 422300301 J. TAMILSELVAN-(19-02-2006) 68 59.0 86.76

38 422300304 S . YOGESHWARAN-(19-07-2005) 68 55.5 81.62

39 422300305 S. YUVARAJ-(30-03-2005) 68 53.5 78.68

40 422300307 M. AARTHI-(11-07-2005) 68 55.0 80.88

41 422300308 R. GUHANA-(20-03-2005) 68 55.5 81.62

42 422300309 G. MONICA-(18-05-2006) 68 57.0 83.82

43 422300310 S. OVIYA-(05-07-2002) 68 60.5 88.97



44 422300311 V. RUBINI-(27-12-2005) 68 60.5 88.97

45 422300228 S. ABHISHEK-(14-03-2006) 68 55.0 80.88

46 422300229 S. ABISHEK-(23-09-2005) 68 57.0 83.82

47 422300230 M. AJAYKUMAR-(20-09-2004) 68 43.0 63.24

48 422300231 K. ANAND-(02-06-2006) 68 64.0 94.12

49 422300232 S. ARAVIND-(02-02-2006) 68 56.0 82.35

50 422300235 AVULA SAITEJA-(05-11-2005) 68 64 94.12

51 422300237 G. BALAJI-(20-10-2004) 68 54.5 80.15

52 422300238 P.S. BARANIDHARAN-(26-05-2006) 73 61.5 84.25

53 422300240 P M. CHIDHESWARA-(03-03-2006) 73 59.5 81.51

54 422300244 M. DEV ADHISESH-(08-04-2006) 73 69.5 95.21

55 422300247 K. DHAYANITHI-(09-07-2005) 68 57.5 84.56

56 422300250 G. GUGANESH-(29-05-2006) 68 55.0 80.88

57 422300251 T. HAREESH-(21-11-2005) 68 54.5 80.15

58 422300252 M. HARIHARAN-(12-07-2005) 68 58.0 85.29

59 422300254 S. HARISH-(22-04-2005) 68 67 98.53

60 422300256 A. KARTHICK-(11-08-2004) 68 46.0 67.65

61 422300257 N. KARTHIK-(09-03-2006) 68 55.5 81.62

62 422300260 S. KATHIR-(15-09-2005) 68 56.5 83.09

63 422300261 LOKESH L-(25-08-2005) 68 58.0 85.29

64 422300263 MANENDER SINGH B-(25-11-2005) 68 68 100.00

65 422300265 R. MOHANSURIYA-(20-04-2005) 68 58.0 85.29

66 422300266 P C. MOHNISH-(11-10-2004) 68 53.5 78.68

67 422300269 R. NAVIN-(07-10-2005) 68 60.0 88.24

68 422300272 M. PAUL ABINESH-(03-05-2006) 73 67.5 92.47

69 422300274 D. PRAVEEN SAI-(05-11-2005) 68 59.5 87.50

70 422300276 P. PURUSHOTHAMAN-(22-12-2005) 68 60.0 88.24

71 422300279 S. RAGHURAMAN-(22-01-2006) 68 65.5 96.32

72 422300281 V. RAGUL-(26-07-2006) 73 54.5 74.66

73 422300283 M RANJITH KUMAR-(28-09-2005) 68 62.0 91.18

74 422300284 S. ROHITH-(09-05-2005) 68 68 100.00

75 422300287 W. SAM THISHON-(09-02-2006) 68 53.0 77.94

76 422300289 V. SANJAI-(01-06-2005) 68 57.5 84.56

77 422300290 S. SANJAY-(18-01-2006) 68 63.5 93.38

78 422300291 V. SARAN KUMAR-(17-10-2005) 73 52.5 71.92

79 422300294 K. SHRAVAN-(16-10-2005) 68 55.0 80.88

80 422300296 S. SIDDHARTH SESHAN-(18-10-2005) 68 62.0 91.18

81 422300298 L. SIVASUBRHAMANIAN-(17-05-2005) 73 69.0 94.52

82 422300300 SURIYA.M-(21-06-2004) 68 54.0 79.41

83 422300302 N. VIKRAM-(01-08-2005) 68 56.0 82.35

84 422300303 C. YOGESHWARAN-(21-03-2006) 68 57.0 83.82

85 422300306 Yuvarajeshwaran .M-(29-12-2005) 68 47.5 69.85

Signature of Class In Charge Signature of HOD
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Roll No Register No Student Name Assignment
(5)

Test
(10)

Seminar
(5)

Attendance
(5) Attendance (%) Moderation Total Mark

25

23D011 422300227 P. ABARNATH 5 6 5 4 88.0 0 20

23D014 422300233 ARULANANTHAM 5 6 5 4 85.0 0 20

23D037 422300234 GG. ARUN DARSHAN 5 6 5 5 92.0 0 21

23D016 422300236 D.L. BALA MUKUNTA 5 7 5 5 96.0 0 22

23D041 422300239 R. BHUVANESH 5 6 5 4 88.0 0 20

23D020 422300241 P. DEEPAK 5 8 5 4 85.0 0 22

23D035 422300242 DELTON P SAMUEL 5 7 5 5 92.0 0 22

23D002 422300243 M. DEPAK 5 7 5 4 88.0 0 21

23D021 422300245 L. DEVA PRAKASH 5 8 5 4 88.0 0 22

23D008 422300246 P. DHANUSH 5 5 5 4 81.0 0 19

23D015 422300248 GOKUL KANNAN E 5 6 5 4 85.0 0 20

23D009 422300249 S.P.. GOKUL 5 5 5 3 73.0 0 18

23D036 422300253 K. HARISH MOHAN 5 6 5 3 73.0 0 19

23D034 422300255 A. IRUDHAYA NICKLE RAJ 5 5 5 5 96.0 0 20

23D032 422300258 B. KARTHIKEYAN 5 7 5 5 92.0 0 22

23D017 422300259 R. KARTHIKEYAN 5 6 5 5 96.0 0 21

23D007 422300262 R. MAGESH 5 5 5 4 77.0 0 19

23D040 422300264 R. MANIKANDAN 5 2 5 4 81.0 0 16

23D030 422300267 S. MYTHREYAN 5 7 5 4 81.0 0 21

23D022 422300268 T. NAVEEN 5 2 5 4 77.0 0 16

23D031 422300270 T. NIRESH KUMAR 5 8 5 4 85.0 0 22

23D045 422300271 K. NITHYAPRAKASH 5 6 5 3 69.0 0 19

23D006 422300273 S. PRAMOTH 5 2 5 4 81.0 0 16

23D033 422300275 S. PRETHISH KUMAR 5 6 5 4 88.0 0 20

23D028 422300277 P. PUSHPARAJ 5 3 5 4 77.0 0 17

23D029 422300278 PM. RAGAVENDRAN 5 8 5 4 88.0 0 22

23D038 422300280 P. RAGUL 5 2 5 5 92.0 0 17

CONTINUOUS INTERNAL MARK ASSESSMENT - ODD SEM - NOV -2023



23D039 422300282 K. RAJESH 5 3 5 3 69.0 0 16

23D019 422300285 P. RUBESH 5 2 5 3 65.0 0 15

23D046 422300286 SAI GANESH R 5 6 5 5 92.0 0 21

23D005 422300288 D. SANJAI 5 4 5 4 85.0 0 18

23D023 422300292 G. SARATHI 5 5 5 4 88.0 0 19

23D025 422300293 J. SHAM 5 4 5 4 81.0 0 18

23D042 422300295 R. SHIYAM 5 4 5 4 77.0 0 18

23D043 422300297 A. SIMPSON 5 6 5 4 81.0 0 20

23D024 422300299 SRI ARAVIND . P 5 6 5 5 92.0 0 21

23D027 422300301 J. TAMILSELVAN 5 6 5 4 88.0 0 20

23D001 422300304 S . YOGESHWARAN 5 3 5 4 81.0 0 17

23D026 422300305 S. YUVARAJ 5 8 5 4 85.0 0 22

23D012 422300307 M. AARTHI 5 3 5 4 81.0 0 17

23D013 422300308 R. GUHANA 5 6 5 4 77.0 0 20

23D010 422300309 G. MONICA 5 4 5 4 88.0 0 18

23D044 422300310 S. OVIYA 5 5 5 5 92.0 0 20

23D018 422300311 V. RUBINI 5 5 5 5 92.0 0 20

 

Signature of the Class Incharge  Signature of the HOD
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S.No Academic year Project No. Description

1 2022-23 Report on Adoption of the School located in the Tribal Village 

2 2022-23 1 Project - AMJC COMSKIL

3 2022-23 2 Art and Literature Club (ALC-AMJC)- ART Gallery and Blog 

4 2022-23 3 AMJC- Ladies Lounge

5 2022-23 4 AMJC - Youth Parliament

6 2022-23 5 Student Progression Plan 2023-24

7 2022-23 6 Citizen Consumer and Civic Action Group (CAG)

8 2022-23 7 Creation of Rise and Shine Club - Deaddiction Club

9 2023-24 8 FDP on Innovative Teaching and Learning Centre of the Indian 

10 2023-24 9 Rain water Harvesting Facility at the New Block

11 2023-24 10 Waste Management 3 Garden Waste Pit

12 2023-24 11 Waste Management: Vermi-Compost System for food Waste 

13 2023-24 12 RO 3 Waste Water Recycling/Reusing for Gardening Purpose

14 2023-24 13 Sensor Lights at Seminar Hall, Conference Hall, Gyan 

15 2023-24 14 Water Level Controllers for Water Tanks

16 2023-24 15 Water Audit

17 2023-24 16 Proving Sanitary Napkin Incinerators at Women`s Toilets

18 2023-24 17 Centre for Reviving Indian Knowledge System (CRIKS) - 

LIST OF PROJECT PROPOSALS SUBMITTED TO THE MANAGEMENT





























































































 
 
 

 

 

 

 

                 

 

 

Mentor Meeting 
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