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INTRODUCTION

SOFT SKILLS

Soft skills get little respect but will make or break your career -Peggy klaus

Soft skills play an important role for
achieving  professional  growth  and
employment. With the knowledge of soft

Source : Google

skills, one stand out in a crowd of job
seekers with even mediocre skill and talent.
There is no doubt that hard skills i.e.
knowledge and technical expertise are

prime requirement, for employability but &, |
without soft skills it becomes difficult for
even highly talented people to corner a job.
The most common traits asked by every

prospective employer are positive work
ethics, good attitude, and desire to learn and be trained.

Good attitude being a behavioural skill cannot be taught. But consistent practice and
training can instil that in a person. Right perspective and readiness to learn and turn
the situation to a positive outcome, take responsibility of one’s action with the
capacity to take any challenge, so the job seekers must possess soft skill to attract the
employer.

LEARNING OBJECTIVES

The objectives of the Skills Soft Training Manual are to give each student:
e A realistic perspective of work and work expectations
e To develop problem solving skills,
e To guide students in making appropriate and responsible decisions,
e To create a desire to fulfil individual goals,
e To educate students about unproductive thinking, self-defeating emotional
impulses, and self- defeating behaviours.

This manual is designed to develop leadership skills, communication skills, and
body language skills by having the student read aloud each page and discussing the
content of the material.
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Soft Skills are the non-technical skills, abilities, traits that workers need to function
in a specific employment environment. They include four sets of work place
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What are Soft Skills?

Soft skills are personal attributes that enhance an individual's interactions, career
prospects and job performance. Unlike hard skills, which tend to be specific to a
certain type of task or activity, soft skills are broadly applicable. Soft skills are
personal attributes that describe an individual's ability to interact with others. Soft
skills, also known as people skills, complement hard skills to enhance an individual's
relationships, job performance and career prospects. Soft skills differ from field to
field, mostly due to different career attributes requirement though the basic people
and social skills remain the same. Soft skills are the basic requirement for today's
employability.

Soft skills are a combination of interpersonal people skills, social skills,
communication skills, character traits, attitudes, career attributes and emotional
intelligence quotient (EQ) among others. Technical knowledge of any subject is
considered hard skill. Soft skills are also called corporate skills. Soft skills can be
more useful and practical. A definition based on review literature explains soft skills
as a cluster of productive personality traits that characterize one's relationships in a
social environment with other people and the key three abilities/elements are people
skills, social skills and personal career attributes, in other words social skills is an
umbrella term for skills under this functional elements.

Soft skills are related with insights, emotions, feelings, gut-instinct and (some would
say) an inner knowing. Because of this they are not taught passively as in the way of
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"hard skills". Hence soft skills are associated with EQ (Emotional Quotient) and EI
(Emotional Intelligence) rather than with IQ.

Soft skills can be said to incorporate all aspects of generic skills that include the
cognitive elements associated with non-academic skills. Soft skills are identified to
be the most critical skills in the current global job market especially in a fast moved
era of technology. The reorientation of education which is one trust of education for
sustainability also relates the importance of these so-called - soft skills.

Importance of soft skill:

Soft skills are the skills concerned with working with other people, ensuring
customer satisfaction, being a team player while delivering a high-quality product
within budget and on time, and exceeding the expectations of stakeholders.

Soft skills, on the other hand, are subjective skills that are much harder to quantify.
Also known as "people skills" or "interpersonal skills," soft skills relate to the way
you relate to and interact with other people.

During our childhood days our parents probably correct us if behave in a rude or
harsh way with our friends or siblings. But if in
workplace under similar situation no one will be
there to correct us and the ultimate consequence
will be fired off from the organization. There is
a significant difference in the perception of soft
skills for a student and an employer. Instructors
teach the skills students need to get and keep a
job, while employers are more concerned with
the skills needed to perform the task at hand.

e Hard skills and soft skills are both important skills to have in the
working world.

e Employers need employees who are reliable, responsible problem-
solvers with good social skills who have the ability to work on a team
so they seek graduates with soft skills obtained during study and work
experience rather than degree-specific knowledge and often opt to
hire graduates from any discipline.

e Soft skills are essential for those entering the working world because
these workers are the business leaders of the future. Business leaders
must obtain soft skills as well as hard skills in order to be viewed as
effective leaders.
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e The skills most demanded by today’s employers are soft skills such as
the ability to work with others, to communicate effectively, to
demonstrate initiative and self-direction, to solve problems, and to
demonstrate a positive work ethic.

Soft skills are very important as they help:

e To handle interpersonal relations

e To take appropriate decisions

e To communicate effectively

e To have good impression and impact to gain professional
development.

Soft skills describe career attributes that individuals should possess, such as team
skills, communication skills, ethics, time-management skills, and an appreciation for
diversity. In the twenty-first century workforce, soft skills are important in every
business sector. However, employers in business continuously report that new
employees are deficient in these soft skills.
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Types of Soft Skills

Expert opinions have been sought in the effort to determine the specific soft skills to
be implemented and used in higher institutions of learning. Based on the research
findings obtained, seven soft skills have been identified and chosen to be
implemented in all institutions of higher learning here. They are:

i.  Communicative skills.
ii.  Thinking skills and Problem solving skills.
iii.  Team work force

iv.  Life-long learning and Information Management
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v.  Entrepreneur skill
vi.  Ethics, moral and professionalism
vii. Leadership skills

Each of the above soft skills comprised of several sub-skills. These sub-skills are
divided into two categories of implementation. The first category delineates the soft
skills that every individual must have and the second category represents soft skills
that are good to have. Despite the emphasis being put on the soft skills that must be
present (must have), it is also encouraged to inculcate the soft skills that are good to
have. All elements of soft skills must be acquired by each individual student and
evaluated effectively and comprehensively. Table -1 shows the seven soft skills and
the two categories of sub-skills respectively.

It can be observed that education is an essential tool for achieving sustainability. We
all realized that the current economic development trends are not sustainable and that
public awareness, education and training are the key elements to move our society
towards sustainability. Only a quality future human capital can envision
development of its nation to meet the needs of the present without compromising the
ability of future generations to meet their own needs. Therefore, the inculcation of
soft skills among the students will be two prongs, to produce quality human capital
and to develop their knowledge, understanding, values and skills as well. How the
two skills blend together will be discussed here.

Table -1 Type / Elements of Soft Skills
“Must Have” and “Good To Have”

No. | Soft Skills Must Have | Good To Have Elements (Sub-Skills)
Elements (Sub-
Skills)

Ability to deliver | Ability to wuse technology during
idea clearly, | presentation.

effectively and
with  confidence
either orally or in
writing

Ability to discuss and arrive at a
consensus.

e . Ability to communicate with individual
1. | Communicative | Ability to practice

Skills active listening
skill and respond.

from a different cultural background.

Ability to expand one’s own

Ability to present communicative skill.

clearly and
confidently to the | Apijity to use non-oral skills.
audience.

Page 5



Critical
Thinking
Problem Solving
Skills

and

Ability to identify

and analyse
problems in
difficult situation
and make
justifiable
evaluation.

Ability to expand

and improve
thinking skills
such as
explanation,
analysis and
evaluate
discussion.

Ability to find
ideas and look for
alternative
solutions.

Ability to think beyond..

Ability to make conclusion based on
valid proof.

Ability to withstand and give full
responsibility.

Ability to understand and accommodate
oneself to the wvaried working
environment.

Team Work

Ability to build a

good rapport,
interact and work
effectively  with
others.

Ability to
understand and

play the role of a

leader and
follower
alternatively.
Ability to
recognize and
respect other’s
attitude, behavior
and beliefs.

Ability to give contribution to the
planning and coordinate group work.

Responsible towards group decision.
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Life-Long

Ability to find and

Ability to develop an inquiry mind and

Learning & [ manage relevant | seek knowledge.
Information information from
Management various sources.
Skill
Ability to receive
new ideas
performs
autonomy
learning.
Ability to propose business opportunity.
Ability to identify | Ability to build, explore and seek
job opportunities. | business opportunities and job.
Entrepreneurship
skill Ability to be self-employed.

Ethics, Moral &
Professional

Ability to
understand the
economy  Crisis,
environment and
social cultural
aspects
professionally.

Ability to analyse
make problem
solving decisions
related to ethics.

Ability to practice ethical attitudes
besides having the responsibility

towards society.

Leadership skill

Knowledge of the
basic theories of
leadership.

Ability to lead a
project.

Ability to understand and take turns as a
leader and follower alternatively.

Ability to supervise members of a group.

Page 7




It can be observed that education is an essential tool for achieving sustainability. We
all realized that the current economic development trends are not sustainable and that
public awareness, education and training are the key elements to move our society
towards sustainability. Only a quality future human capital can envision
development of its nation to meet the needs of the present without compromising the
ability of future generations to meet their own needs. Therefore, the inculcation of
soft skills among the students will be two prongs, to produce quality human capital
and to develop their knowledge, understanding, values and skills as well. How the
two skills blend together will be discussed here.

1) Communicative SKkills

The communicative skills involve effective communication in both the national
language and English language

in different contexts and with

different people. There are

eight sub-skills under

communicative skills of which m erscrecommmenroncras ([

three are the must have skills
and five are thegood to

have skills. Communicative
skills are an integral part of any £ee
education system either in Source : Google

higher education or lower education. As mentioned earlier, in many countries, basic
education or primary education is mandatory and it focuses on reading, writing and
ciphering. People learn to read books, write letters, figure accounts and develop
skills necessary to fulfil their expected roles in their households and community. At
this very level, emphasis has been given to develop the communicative skills of
individual so that by the time they leave college, they are able to participate in public
and community activities and decision making. What is found to be missing in the
nation’s present human capital is the lack of communicative skills. The absence of
good communicative skills somehow or rather has an influence on the poor
presentation of their views and decisions made to gain other’s confidence and
respect. Communicative skills have also been greatly emphasized in the reorientation
of basic education for ESD (Education for sustainable development) which is: the
ability to communicate effectively (both orally and in writing). The communicative
skill seemed to be one important component that lacks in the future human capital.
The incompetence of the future graduates to master both languages will be a set-back
to a lot of potential development and advancement of the country. Thus, this is a
good time for reorientation of the curriculum of higher institutions to embed
communicative skills.

2) Critical Thinking and Problem Solving Skills

This skill includes the ability to think critically, creatively, innovatively and
analytically. It also involves the ability to apply knowledge and understanding to
new and different problems as well. For ESD to be successful, it must give people
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practical skills that will enable them to continue learning after they leave school, to
have a sustainable livelihood and to live sustainable lives. The critical thinking
skills, skills to organize and interpret data and information, skills to formulate
questions and the ability to analyze issues that confront communities are greatly
addressed in the reorientation of basic education in ESD. The following are some
examples of skills that comply with ESD and some of these skills are similar to the
soft skills being emphasized in the curriculum of higher education. The ability to
think about systems (both natural and social sciences).
1. The ability to think in time-to forecast, to think ahead, and to plan.

ii.  The ability to think critically about value issues.

iii.  The ability to separate number, quantity, quality and values.

All the above skills are important and students will require them as adults.

A3) The SKkill of Team Work

The ability to work with people from different social cultural background to achieve
a common goal, students are encouraged to play their role in the group and to respect
opinions and attitudes of others in the group. They are also expected to contribute to
the group’s plan and coordinate the group’s effort besides being responsible to the
group’s decision. This skill is also part of ESD as stated in the reorientation of basic
education: the ability to work cooperatively with other people. If the future human
capital can attain these skills, we can be rest assure that the future generation will
collaborate ideas and cooperate a taskforce towards the well-being of the nation.

“) Life-Long Learning and Management of Information

This skill involves an effort to learn to be independent or self-regulated
learning in acquiring skills and new knowledge. The ability to find and manage
relevant information from various sources is also a criterion of this soft skill. Besides
this, students are also expected to develop an inquiry mind and crave for knowledge.
As mentioned earlier, these characteristics are equally important in ESD in order for
an individual to be media literate and consumer knowledgeable. Life-long learning
will enable individuals to accumulate as much knowledge and skills over the
years. The ability to manage information well will allow an individual to distinguish
between good and bad, to adopt the best practices and to make sound decisions.

5) Entrepreneurship skill

Entrepreneurial skill is the ability to seek business opportunity and develop risk
awareness. It also involves being creative and innovative in activities related to
business and tasks. To design and plan business propositions and the ability to be
self employed. This skill can in some ways contribute to the society if the training
and practice is done for a good purpose.

(6) Ethics, Moral and Professional
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The ability to practice a high moral standard in professional tasks and social
interaction. This skill also includes the ability to analyze ethical problems and make

problem solving decisions. Having a sense of responsibility towards society is
another criterion of this soft skill.

(7)  Leadership skill

Leadership skill is the ability to lead various activities and tasks in an organisation.
This is an important criterion in ESD for planning and implementing ideas in a
group. This skill is also important to lead in discussion and make decision.

Essential soft skills to be stressed upon

Communication Skills: Effective Communication is a two way
process — sending the right message and to the right person. Effective
communication is the communication which produces intended or
desired result”

Body Language or grooming skills: Body language is controlled by
your subconscious mind, so a reader can actually understand if there’s
a difference in what we are saying and thinking.

Points to remember:

v" Never be up tied or stiff while making movements.

v Avoid body language that may be misunderstood or look
unprofessional. E.G. Winking [

v’ A consistent eye contact is a positive sign and must be used

<\

Avoid fiddling with things around. It may distract the attention

v" Each body part movement signifies something and helps in
interpreting. E.G. Standing with hands on hips signifies
aggressions, nodding signifies agreement and active listening,
biting nails signifies nervousness.

v" Unlike emails, body language does not give time to think. Hence
they must be used appropriately.

Etiquettes: Etiquette in simpler words is defined as good behaviour

which distinguishes human beings from animals. Human Being is a

social animal and it is really important for him to behave in an

appropriate way. Etiquette refers to behaving in a socially responsible

way.
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e Group discussion skill: Group discussions occur in many different
formats — from very informal ones between friends to highly
structured and challenging discussions included as part of a selection
process. Developing group discussion skills is useful for everyday life
as we regularly find ourselves having discussions amongst friends,
family and colleagues. These may vary from very informal chats
about day-to-day things, to more serious topics, for example a
discussion about a recent news story or a problem that needs to be
solved.

Presentation skills: Presentations skills and public speaking skills are very
useful in many aspects of work and life. Effective presentations and
public speaking skills are important in business, sales and selling,
training, teaching, lecturing, and generally feeling comfortable
speaking to a group of people.Developing the confidence and
capability to give good presentations, and to stand up in front of an
audience and speak well, are also extremely helpful competencies for
self-development and social situations.

Interview skills: Interviewing skills are actions candidates take during job

interviews that make them stand out. These actions can include proper

interview behaviour, controlling nervousness or asking intelligent questions.

If you have interviewing skills, you will probably receive more job offers

than those without them. You are better at convincing interviewers you are

the right candidate for the job. The best way to acquire interviewing skills is
through practice. Hiring managers must also have interviewing skills so they
choose the right candidates for jobs.

Emotional Intelligence.: Emotional intelligence (EI) is the capability of

individuals to recognize their own, and other people's emotions, to discern

between different feelings and label them appropriately, to use emotional
information to guide thinking and behavior, and to manage and/or adjust
emotions to adapt environments or achieve one's goal

Time Management: Time management is the process of planning and

exercising conscious control over the amount of time spent on specific

activities, especially to increase effectiveness, efficiency or productivity.
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The basis of time management is to take care of:

v

DN NI NN

Creating an environment conducive to effectiveness

Setting of priorities

Carrying out activity around prioritization.

The related process of reduction of time spent on non-priorities

Incentives to modify behavior to ensure compliance with time-related

deadlines.

All the above mentioned skill we shall discuss in detail in coming units To have a

basic idea about soft skills p[lease go through the video links provided below for a

better understanding of subject..

WhatAreSoftSkills?https://www.youtube.com/watch?v=Tiy2 LON
r050&list=PL2n89DCIolGAxtotA-U6PwusRW85mLN36
Professional Career Guidance For Jobs in Hindi-Importance Of
Soft Skills Hiwe fewew F=i =i
https://www.youtube.com/watch?v=8ktDvgjgOXQ

10 Soft Skills You Need
https://www.youtube.com/watch?v=mGtHgRFgYZ4 &t=13s
Motivational Video in Hindi -How Soft Skills Training helps
https://www.youtube.com/watch?v=DCaPZt4ZEnY

Soft Skills By Raghavendra - Part - 1 (Campus Recruitment
Training) https://www.youtube.com/watch?v=calJyoAyBBs
Soft Skills By Raghavendra - Part - 2 (Campus Recruitment
Training) https://www.youtube.com/watch?v=KDNPyJOCO0fg
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UNIT-1

Communication Skills

Learning Objectives

After completion of the unit, you should be able to:

e Explain the meaning and definition of Communication.

e Understand the purpose and significance of Communication.
e Describe various types of Communication.

e Explain the elements involved in the Communication Process.
e Understand the Barriers to Effective Communication.

e Know the importance and relevance of Soft Skills.

Structure

1.1 Introduction

1.2 Definitions

1.3 Scope and Importance of Communication
1.4 Types of Communication

1.5Levels of Communication

1.6 Effective Listening

1.7 Communication Process

1.8 Barriers to Effective Communication
1.9 Overcoming Communication Barriers
1.10 Let’s Sum-up

1.11 Key Terms

1.12 Self-Assessment Questions

1.13 Further Readings

1.14 Video links for references

1.15 Model Questions
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1.1 INTRODUCTION

Everyday at work and at home, in politics, commerce, education, sport,
entertainment and the financial world whatever we do in everything there is the
involvement of communication -. Communication touches every sphere of our lives.
It is the basic requirement for anyone in any job or position for anyone in any public
or private company to hold his or her job without mastering the skills of how to
communicate with employees, handle the media or speak in public. But the essential
thing is balance - it is important to have knowledge but you must also have the
ability to communicate that knowledge effectively.

To communicate with one another is a compulsive urge of human beings. There can
be no mutual understanding without communication, mutual understanding is the
core of human relations. Communication is like birth, death, breath and wanting to
be loved as a part of itself. Man is a communicating animal, he alone has the power
to express in words. Sight, sound, touch, smell and taste are the modes of exchange
of messages. Communication is the story of man and his efforts to communicate
effectively. Civilisation and culture progress to the extent communication has made
these possible.

The word "communication" is derived from the Latin word communist, which means
common. In its application, it means a common ground of understanding. It is a
process of exchange of facts, ideas, and opinions and as a means that individuals or
organisations share meaning and understanding with one another. In other words, it
is the transmission and interacting of facts, ideas; opinions, feelings or attitudes.
Communication is an interdisciplinary concept because theoretically, it is
approached from various disciplines such as mathematics, accounting, psychology,
ecology, linguistic, systems analysis, etymology, cybernetics, auditing etc.

1.2 Definitions

Communication means sharing or exchange of thoughts or ideas. Oxford

Dictionary defines communication as, “the transfer or conveying of meaning”.

Communication is the art of being understood- Peter Ustinov

“The process of passing the information and understanding from one person to
another. It is essentially a bridge of meaning between the people. By using the bridge
a person can safely cross the river of misunderstanding’.

- Keith Davis
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Communication is transfer of information from one person to another, whether or
not it elicits confidence. But the information transferred must be understandable to
the receiver —G.G. Brown

American Society of Training Directors: 'The interchange of thought or
information to bring about mutual understanding and confidence or good human
relation."

Newman and Summer: "Communication is an exchange of facts, ideas, opinions,
or emotions by two or more persons. Communication is also defined as an
interrelated approach by words, letters, symbols, or messages and as a way that one
organisation member shares meaning understanding with another.

“Leland Brown: "Communication is the transmission and interchange of facts,
ideas, feelings, or course of action.”

Most of the scholars use a working definition of communication that is
“Communication is a process of sharing or exchange of ideas, information,
knowledge, attitude or feeling among two or more persons through certain signs and
symbols or language- as you may call it”.

1.3 Scope and Importance of Communication

It is essential for the sender to understand the scope, and for the recipient to
understand the purpose of the communication. If these understandings do not exist,
then there is little chance of the communication being effective. Additionally,
although the recipient who must understand the purpose, it is the responsibility of the
communicator to ensure that the purpose is clearly

identified.
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The scope of communication is very wide and
comprehensive. It is a subject of almost unlimited
dimensions and is an interdisciplinary one. It is a two-way process involving both
transmission as well as reception. It is a continuous process of exchange of facts,
ideas, feelings, attitudes, opinions, figures, and interactions with others. In the
process, it uses a set of symbols; symbols may be words, action, pictures or figures.

Source : Google

Communication, however, does not mean downward movement of sending
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directions, orders, instructions etc. It is only one-way communication. The scope of
communication can be evaluated and analysed from different point of views.

1. Communication in social dimensions: Communication helps to ensure the
social enlightenment of the people. It really plays a vital role in the
determination of the social behaviour of the human being. It motivates the
people according to their own interest and makes them aware of the hazards
as well as beneficial things. It works as an instructor and means of
transformation in the fast changing society. The different forms of
communicative techniques entertain the society that they can be relaxed and
prepared for the life struggles.

2. Communication in management: Management is the means of achieving
organizational goals. Efficiency and effectiveness of management depend on
effective communication with the various internal and external parties. Every
function of management depends on communication. In fact, without
information plans cannot be formulated, activities cannot be organized,
directives cannot be issued and control cannot be ensured.

3. Communication in education: Communication system is the part and parcel
in educating the people. In the past centuries where there were no much
facilities also the people could use different techniques of communication for
the educational purpose. The wvarious tools that we wuse in mass
communication work as instructors to the people who are in search of
knowledge. The educational objectives of modern communication system are
increasing day by day.

4. Communication in industrial relations: Industrial relation means a labour
management relationship in the industry or in an organization. Congenial
industrial relation is a precondition for business success. On the other hand,
free and fair communication is a pre-requisite for creating good industrial
relation. Free flow of information reduces the chances of doubt, confusion
and controversies between workers and management. As a result,
harmonious relationship develops in the organization.

5. Communication in Decision Making: Managers have to take decisions on
various issues daily. Proper information is vital to make perfect decision and
Communication plays pivotal role here by supplying relevant information.
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