COMMUNICATION  SKILLS
ASSIGNMENT 2
1.Define empathy and its need in communication?
Empathy is to its simplest, awareness of the feelings and emotions of other people. It can also be defined as the power of entering into another’s personality and imaginatively experiencing his experience. In the fullest sense, it implies putting yourself into the other person’s shoes or even getting into his or her skin so that you really understand and feel his pain, fear or more positively his joys. It is vitally important in good communication. Empathy helps us to communicate our ideas in a way that makes sense to others and it helps us understand others, when they communicate with us. It is one of the foundational building blocks of great social interaction and quite obviously, powerful stuff.
2. What helps to remove the barriers in communication? 
 What helps to remove the barriers in communication are the following;
CLARIFYING THE IDEAS BEFORE COMMUNICATION; the person sending the communication should be very clear in his mind about what he wants to say. He should know the objective of his message and therefore he should arrange his thoughts in a proper order.
COMMUNICATE ACCORDING TO THE RECEIVER: The sender of the communication should prepare the structure of the message not according to his own level or ability but should keep in mind the level, understanding or the environment of the receiver.
CONSULT OTHERS BEFORE COMMUNICATION:  At the time of planning the communication, suggestions should be invited from all the persons concerned. Its main advantage will be that all those people who are consulted at the time of preparing the communication plan will contribute to the success of the communication.
BE AWARE OF LANGUAGE, TONE AND CONTENT OF MESSAGE: The sender should take care of the fact that the message should be framed in clear and beautiful language. The tone of the message should not injure the feelings of the receiver.
ENSURE PROPER FEEDBACK: the purpose of the feedback is to find out whether the receiver has properly understood the meaning of the information received.
CONSISTENCY OF THE MESSAGE: The information sent to the receiver should not be self-contradictory. It should be in accordance with the objective, policies, programs and techniques of the organization.
FOLLOW UP COMMUNICATION: In order to make communication effective the management should regularly try to know the weaknesses of the communication system.
BE A GOOD LISTENER; It’s the essence of the communication that both the sender and receiver should be good listeners. Both should listen to each other’s point of view with attention, patience and positive attitude.
3. What is the importance of body language and voice for effective communication?
Body language helps us determine how someone feels about what they are saying, for example, a person may tell her boss that she would be happy to take the account but her body language might indicate that she is actually not at all happy about it. In friendship one’s body language can indicate that someone is paying attention or does not really care about what the other person is saying. Body language as a part of communication that very few actually study yet it makes up most of what we use to communicate and is generally much more accurate a judge of meaning than are the words we use voice for effective communication is important because a tone of voice is an expression of a company’s values and way of  linking and it’s not to be considered lightly, just how the tone of your partners voice when speaking can instigate hurt feelings, or even an argument, the wrong tone of voice in your content can also put off  potential customer’s. Tone of voice gives you the opportunity to advertise yourself best. If the kinds of customers you want to attract are businessmen and women, your tone might be authoritative and professional, but if you are targeting teenagers, then it should be more light –hearted and quirky.
4. What is the difference between open and close questions. Explain using examples.
A close question can be answered with either a single word or a short phrase. These ‘How old are you’ and ‘Where do you live,? Are close questions. Some more examples of close questions are Its great weather, isn’t it?, where do you live? And what time is it?  Close questions have the following characteristics; they give you facts, they are easy to answer, they are quick to answer and they keep control of the conversation with the questioner.
Open questions are questions that likely receive long answer and begin with such as; What, Why, how and Describe. Open questions have the following characteristics; they ask the respondent to think and reflect, they will give you opinions and feelings and they add control of the conversation to the respondent. Examples of open questions are; what did you do on your holidays?  What’s keeping you awake these days? Why is it so important to you? Are you looking down? What’s up?
5. Discuss some basic telephonic techniques?
The telephone is the easiest way for your customers to reach your business if they have a problem or just need information. The telephone may not allow for the same type of personal interaction as a face-to-face conversation, but applying a few basic techniques can increase its effectiveness.
GREETING; when greeting, one must have 10 seconds to make a first impression over the phone. to make it positive, be sure to greet the caller enthuastically and with a smile on your face. Your posture also affects the tone of your voice. Sit up straight and lean slightly. Ask for the customer’s name and use it frequently throughout the conversion.
SET POSTIVE TONE; Set a positive tone early in the conversion by indicating your willingness to help after the customer states her problem or situation. Phrases like “sure, I can help you with that’ or “yes, we can do that for you” set the stage for a positive interaction and put the customer at ease. Ask questions in a non-threatening manner by beginning in a lower tone of voice and raising it toward the end.
MAKE SOLUTION POSITIVE;
You may not always be able to give the customer exactly what he wants, but you can still attempt to make the solution as positive as possible by avoiding negative language.
DEFUSE ANGER
The customer may be angry about something that has occurred such as a late delivery or a defective product .To defuses the anger, it can be suggested you supply allowing the customer to vent. When finished apologize for the situation then calmly ask questions to obtain additional information that will help you arrive at a solution.
CLOSE PROPERLY.
Even if the customer was unhappy with the result of the transaction or unpleasant to deal with and the call on a positive note. Summarize solution you have offered as well as the time frame. Ask her if she has any additional questions or concerns and make her for her business.

