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Mcm301 Final Term Preparation

Lesson 19: Making a Good Speech

Deep Explanation:

Yeh bilkul waisi baat hai jaise koi student class mein presentation dene se pehle
mirror ke saamne practice karta hai, taake stage par confidence aur clarity dono ho.
Jaise ek cricketer match se pehle practice nets mein jaata hai, waisi hi speaker ko bhi
apni speech "rehearse" karni hoti hai taake real audience ke saamne ghabraye na.

Key Points:

1. Audience Awareness: Yaad rakho ke audience tumhari baat dobara nahi sun sakti, is liye
ideas ko easy aur clear tareeke se present karo.

2. Eye Contact: Audience se aankh milana zaroori hai, warna woh sochenge tumhe confidence
nahi hai aur tumhari baat ka asar kam ho jayega.

3. Gestures and Movement: Body movement aur hath ke gestures se important points ko
highlight karo, lekin statue ki tarah khade na raho.

4. Avoid Memorizing or Reading: Speech ko ratta na lagao aur na hi likh kar parho, sirf chhote
notes ek page par rakho.

5. Rehearsal: Speech ko bol kar practice karo jab tak comfortable na ho jao, aur time limit ka
khaas khayal rakho.

6. Recording Yourself: Agar mumkin ho to apni speech record karo aur sun kar tone, clarity, aur
speed check karo.

7. Know the Room: Speech wali jagah pehle se dekh lo taake andaza ho seating aur loudness ka.

8. Overcoming Stage Fright: Room, audience, aur apna material acha tarah jaan lo, aur khud ko
successful imagine karo taake nervousness kam ho.

9. Informative Speech Types: Yeh speeches objects, processes, events, ya concepts ke baare
mein hoti hain jo audience ko information dene ke liye hoti hain.

10. Persuasive Speech: Yeh speech audience ki belief ya action change karne ke liye hoti hai,
jisme Question of Fact, Value, ya Policy shamil hote hain.

11. Organizing Persuasive Speeches: Inko Problem-Solution, Problem-Cause-Solution,
Comparative Advantages, ya Motivated Sequence patterns mein organize kiya ja sakta hai.

12. Ceremonial Speeches: Yeh tributes, acceptance speeches, ya master of ceremonies jaisi
special occasion speeches hoti hain.

Example:

Socho ek student ne class presentation dene se pehle apna room dekh liya, dost
banaye audience mein, aur speech ko kaafi baar practice ki. Stage par jaa kar usne
audience se eye contact rakha, hath se gestures kiye, aur apne notes ek hi page par
rakhe. Result yeh hua ke uski nervousness kam ho gayi aur audience ne uski baat ache
se samjhi. Yahi hai ek good speech banane ka tareeqa.

Conceptual Questions:




Q: Why is eye contact considered important during a speech, even though it might
feel uncomfortable?

Answer: Eye contact se audience ko feel hota hai ke speaker confident hai aur unhe
seedha address kar raha hai.

e Jaise agar koi speaker hamesha floor ya ceiling dekhe, audience sochegi ke woh nervous hai
ya unprepared hai, jis se uski credibility kam ho jaati hai.

Q: What is the difference between an informative speech and a persuasive speech?

Answer: Informative speech sirf information dene ke liye hoti hai, jis mein speaker
sirf facts batata hai bina opinion ke. Persuasive speech mein speaker audience ki
belief ya action ko change karne ki koshish karta hai.

e Jaise agar koi speech sirf "social media kya hai" bataye to woh informative hai, lekin agar
woh kahe "social media ka istemal kam karna chahiye" to woh persuasive hai.

Lesson Quiz

1. What should a speaker avoid doing with their presentation notes to prevent sounding like
they are reading? (Memorizing or writing out the full speech word-for-word)

2. What technique helps reduce stage fright by mentally rehearsing success before speaking?
(Visualization)
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Which type of informative speech focuses on "how-to" perform an action? (Process speech)

4. What are the three kinds of persuasive speeches based on questions of fact, value, and what
else? (Policy)

5. Which organizational pattern is best suited for speeches that seek immediate audience

action? (Motivated Sequence)

Lesson 20: Handling Questions & Answers

Deep Explanation

Yeh bilkul waisi baat hai jaise exam dene se pehle tum guess karte ho ke paper mein
kaunse questions aa sakte hain, aur unki taiyari pehle se kar lete ho. Speaker bhi
presentation dene se pehle sochta hai ke audience kya pooch sakti hai, taake stage par
confuse na ho.

Steps:

1. Anticipating: Iska matlab hai ke presenter pehle se sochta hai ke audience kya questions
pooch sakti hai.

2. Answering: Har anticipated question ka jawab pehle se likh kar taiyar karna chahiye.

3. Revising: Agar same questions har baar aate hain to presentation ke content mein hi unka
jawab shamil kar dena chahiye.

4. Rehearsing: Q&A session ki practice associates ke saath karni chahiye taake confidence aaye.




Key Points:

1. Previous Experience: Agar pehle bhi same topic par speech di hai to purane questions yaad
rakh kar unki taiyari karo.

2. Common Concerns: Log aksar time, cost, aur impact se related sawal poochte hain.

3. Planning: Presentation taiyar karte waqt sochna chahiye ke audience kis baat mein
interested hogi.

4. Inputfrom Associates: Doston ya colleagues se practice karwana faida mand hota hai, woh
naye sawal sochne mein madad karte hain.

5. Summary vs Expanded Answer: Har sawal ka chhota jawab aur agar zaroorat ho to detailed
jawab dono taiyar rakhne chahiye.

6. Conceptual vs Concrete Questions: Kuch log big-picture sawal poochte hain aur kuch log
detailed specific sawal poochte hain, dono ki taiyari zaroori hai.

7. Feedback Before Presentation: Kabhi kabhi speaker presentation shuru karne se pehle hi
audience se sawal poochta hai taake unka attention mil jaye.

8. Feedback During Presentation: Lambi presentations mein har key point ke baad sawal lena
acha hota hai, lekin chhoti speeches mein nahi.

9. Q&A at the End: Zyada tar presentations ke end mein Q&A rakha jata hai, lekin Q&A ko hi
presentation ka aakhri hissa nahi banana chahiye.

10. Closing After Q& A: Q&A ke baad ek achi line ya story se presentation ko positive note par
khatam karna chahiye.

Example:

Socho tum class mein apna project presentation de rahe ho aur tumhe pata hai teacher
hamesha "iska practical use kya hai" poochti hai. Tum pehle se uska jawab soch kar
rakhte ho, aur apne dost se practice bhi kar lete ho ke woh teacher ban kar tumse
sawal poochay. Jab asal presentation hoti hai to tum confidently jawab de dete ho bina
ghabraye. Phir end mein tum ek achi line bol kar presentation khatam karte ho, na ke
sawal jawab par.

Conceptual Questions

Q: Why is it recommended to place the Q&A session before the final summary rather
than at the very end of a presentation?

Answer: Agar Q&A presentation ka aakhri hissa ho to ho sakta hai koi mushkil ya
negative sawal aa jaye jo presentation ko ek buray note par khatam kar de.

e Jaise agar last question controversial ho aur uska jawab clear na ho, to audience ka aakhri
impression weak reh jata hai, is liye behtar hai pehle Q&A karo phir ek strong closing
statement do.

Q: What is the difference between revising the presentation content and rehearsing the
Q&A session?

Answer: Revising mein presenter apni speech ke content mein hi anticipated sawalon
ke jawab pehle se shamil kar leta hai. Rehearsing mein presenter practice karta hai ke
live sawal aane par kaise jawab dena hai.



Jaise agar bohot log hamesha "cost kitni hogi" poochte hain to presenter apni speech mein hi
cost discuss kar de (revising), lekin agar koi unexpected sawal aaye to uske liye practice
(rehearsing) zaroori hai.

Lesson Quiz

1.

What are the four steps a presenter should follow to handle questions effectively?
(Anticipating, Answering, Revising, Rehearsing)

What three broad issues do audience questions commonly relate to? (Time, cost, and impact)
What type of question typically gets little or no response from an audience? (A closed
question like "Do you have any questions?")

How long should a presenter pause after inviting questions from the audience? (At least 30
seconds)

Where is the best place to position the Q&A session relative to the presentation's ending?
(Before the final summary and close, not at the very end)

Lesson 21: Responding Questions & Answers

Deep Explanation

Yeh bilkul waisi baat hai jaise cricket mein fielder ball ko sirf catch nahi karta balki
usay sahi tareeke se throw bhi karta hai taake opposite team run na bana sakay.
Speaker bhi audience ke sawal ko sirf sunta nahi balki usay smartly "field" karta hai
taake apni baat ka point score kar sakay.

Steps:
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Listen: Pehla step yeh hai ke presenter audience ki baat ko poori tawajju se sune.

Discern: Dusra step yeh hai ke sawal ya comment ke peechay ki asal niyat samjhi jaye.
Affirm: Teesra step yeh hai ke pehle person ko acknowledge kiya jaye, phir jawab diya jaye.
Answer: Aakhri step yeh hai ke jawab clear, sahi, mukhtasir, aur soch samajh kar diya jaye.

Key Terms:

1.

N
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Paraphrasing: Yeh technique hai jisme presenter sawal ko apne lafzon mein dobara bolta hai
taake confirm ho sake ke usne sahi samjha hai.

Affirmation: Yeh ek tareeqa hai jisme jawab dene se pehle insan ko acknowledge kiya jata hai,
jaise "you've raised a good point."

Comments of Agreement: Yeh comments sirf presenter ki baat se ittefaq zahir karte hain.
Comments of Addition: Yeh comments ittefaq ke saath kuch naya point bhi add karte hain.
Objections: Yeh comments disagreement ya clarification ki khwahish zahir karte hain.
Feel-Felt-Found Response: Yeh ek tareeqa hai objection handle karne ka jisme presenter
pehle feeling acknowledge karta hai, phir ek third party ka example deta hai, phir benefit
batata hai.

Detractor: Yeh woh insan hota hai jo baar baar interrupt kar ke presentation ko disrupt karta
hai.




8. Detour, Delay, Dismiss: Yeh teen tareeke hain disruptive incidents (jaise power failure ya
room cancel hona) ko handle karne ke.

9. Be Courteous, Exercise Control, Confront: Yeh teen steps hain disruptive behavior (jaise koi
insan jo baar baar tang kare) ko handle karne ke.

Example:

Socho tum class mein presentation de rahe ho aur ek classmate baar baar tumhari baat
ko galat bata kar tumhe disturb kar raha hai. Pehle tum usay politely sunte ho aur
bolte ho "yeh acha point hai," phir agar woh phir bhi rukta nahi to tum usay clearly
bolte ho ke "break ke baad is par baat karte hain." Agar woh phir bhi nahi rukta to
tum directly usay bolte ho ke bagqi class ke liye yeh interruption rokna zaroori hai.
Yahi tareeqa hai disruptive behavior ko handle karne ka.

Conceptual Questions

Q: Why is it important to affirm a person even when their comment is an objection to
what the presenter said?

Answer: Affirmation se audience ko feel hota hai ke unki baat sun kar respect ki ja
rahi hai, aur presenter confrontational nahi lagta.

e Jaise "l don't agree with you" kehne se larai jesa lagta hai, lekin "That's an interesting point,
but let's consider another angle" kehne se baat shaistagi se age barhti hai.

Q: What is the difference between the "Agree" and "Re-approach" responses to an
objection?

Answer: "Agree" tab use hota hai jab objection sahi ho aur presenter ko khud maan
lena chahiye ke usne galti ki. "Re-approach" tab use hota hai jab objection ka point
sahi nahi lekin presenter usay doosre angle se explain karta hai.

e Jaise agar koi bole "aapke figures purane hain" aur woh sahi ho to presenter "agree" karega,
lekin agar koi sirf misunderstand kar raha ho to presenter usay alag tareeke se phir se
samjhayega (re-approach).

Lesson Quiz

1. What are the four steps essential to skillfully responding to audience feedback? (Listen,
Discern, Affirm, Answer)

2. What technique restates a person's question in abbreviated form to confirm understanding?
(Paraphrasing)
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What are the three appropriate responses to an objection? (Agree, Re-approach, Arbitrate)

4. What term describes a person whose behavior repeatedly disrupts a presentation?
(Detractor)

5. What are the three tactics for dealing with disruptive incidents? (Detour, Delay, Dismiss)



Lesson 22: Significance of the Setting

Deep Explanation

Yeh bilkul waisi baat hai jaise tum koi function attend karte ho aur agar venue clean,

roshan,

aur araam dayak ho to tumhara mood acha rehta hai, lekin agar jagah tang,

garam aur shor wali ho to tum disturb ho jate ho. Presentation ki "setting" bhi waise hi
audience ka mood aur attention decide karti hai jaise function ki jagah karti hai.

Key Points:

1.

2.

Psychological Significance: Room ka environment (light, space, temperature) audience ke
mood aur sochne ke tareeke par asar dalta hai.

Perceptual Significance: Room bhi ek "message" deta hai, jis se audience presenter aur uske
organization ke baare mein perception banati hai.

Speaker Concentration: Agar setting mein distractions hon to presenter apni speech par
poori tawajju nahi de sakta.

Comfortable for Audience: Audience ko clearly dekhna, sunna, aur comfortably baithna
chahiye taake woh attentive rahein.

Theater Style: Log rows aur columns mein bina table ke baithte hain, yeh large audience ke
liye common hai.

Semi-Circle: Har banda doosre ka face dekh sakta hai aur presenter ko khada dekh kar
comfortable feel karta hai.

Classroom Style: Log tables par rows mein baithte hain, yeh learning-based presentations ke
liye use hota hai.

T-Formation: Chhoti groups ke liye useful hai jahan log discussion ke liye easily mur sakte
hain.

Modified T-Formation: Yeh chhoti interactive groups ke liye hai jahan log pairs ya groups of
four bana sakte hain.

U-Formation: Har banda presenter aur doosre audience members ko dekh sakta hai, is se
group dynamics lively hoti hai.

Boardroom Style: Yeh 10-15 logon ke decision-making meetings ke liye perfect hai jahan sab
ek doosre ko dekh sakte hain.

V-Formation: Yeh classroom style ka variation hai jo viewing behtar banata hai lekin zyada
space leta hai.

Key Points (Environmental Factors):

1.

w

Lighting: Natural ya halki lighting acha mood banati hai, bohot tez ya andheri lighting nahi
honi chahiye.

Temperature: Room ka temperature 68 se 70 degree ke beech rakhna chahiye taake
audience alert rahe.

Air Quality: Room mein achi ventilation honi chahiye taake koi badbu ya stuffiness na ho.

Sound: Sirf speaker ki awaz sunai deni chahiye, bagi extra noise (fan, music, dishes ki awaz)
distraction banata hai.

Example:




Socho tum apni university mein ek seminar attend karne jaa rahe ho. Agar room
thanda, roshan, aur khula ho to tum poori tawajju se lecture sunte ho. Lekin agar room
garam, andhera, aur tang ho jahan kursiyan ek doosre se chipki hon, to tumhara dil
lecture mein nahi lagega aur tum bore ho jaoge. Yahi wajah hai ke speaker hamesha
room ki setting ka khaas khayal rakhta hai.

Conceptual Questions

Q: Why might a presenter prefer a U-formation seating arrangement over a
conventional theater-style arrangement for a smaller group presentation?

Answer: U-formation mein har banda presenter ke saath saath doosre audience
members ko bhi dekh sakta hai, jis se group ka interaction aur involvement zyada hota
hai. Theater style mein log sirf presenter ko dekh sakte hain aur ek doosre se
disconnect rehte hain.

e Jaise agar koi training session ho jahan discussion zaroori ho, to U-formation behtar hai, lekin
agar bara seminar ho jahan sirf sunna ho to theater style theek hai.

Q: Why is it important to control the room temperature slightly cooler (68-70°F)
rather than warm during a presentation?

Answer: Thanda temperature audience ko alert aur jaaga rakhta hai, jabke garam
room logon ko sustee aur neend zada feel karwata hai.

e Jaise agar ek bara hall logon se bhar jaye to body heat se room garam ho jata hai, is liye
pehle se thermostat thoda kam rakhna zaroori hota hai.

Lesson Quiz

1. What are the four reasons setting is significant to a presentation? (Psychological, Perceptual,
Speaker concentration, Complementary characteristics)

2. Which seating arrangement is best suited for group decision-making among 10-15
participants? (Boardroom style)

3. What seating style allows every audience member to see both the presenter and each other?
(U-formation)

4. Whatis the ideal room temperature range recommended for keeping an audience alert? (68
to 70 degrees Fahrenheit)

5. Where should a podium be placed in theater-style seating to reduce the barrier between
presenter and audience? (To the side and toward the back of the platform, not the center)

Lesson 23: Visual Aids

Deep Explanation

Yeh bilkul waisi baat hai jaise koi recipe sirf bolne se samjhana mushkil ho, lekin
agar tum saath mein tasveer ya video dikha do to baat foran clear ho jati hai. Visual




aids bhi presentation mein wahi kaam karte hain — woh baat ko sirf alfaz se nahi
balki dekh kar samjhane mein madad karte hain.

Key Points (Why Visual Aids):

Attention: Visual aids audience ka tawajju kh&¥dch lete hain.

Illustration: Yeh mushkil baaton ko asaan tareeke se samjhane mein madad karte hain.
Understanding: Topic ki samajh ko behtar banate hain.

Lasting Impact: Speech ka asar zyada der tak yaad rehta hai.
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Memory: Audience ko presentation yaad rakhne mein madad milti hai.
Types (Visual Aid Mediums):

1. Computer Based Presentation: Yeh aaj kal sab se zyada use hone wala tareeqa hai jis mein
text, graphics, aur video sab shamil ho sakte hain.

2. Video: Jab kisi cheez ki real-life movement dikhani ho to video sab se effective hota hai.

3. 35mm Slides: Yeh full-color, sharp images dikhane ka purana lekin reliable tareeqa hai jo
easily duplicate ho sakta hai.

Key Points (Computer Presentation Benefits/Limitations):

1. Benefit — Flexibility: Last minute changes asaani se ho sakte hain.
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Benefit — Cost: Supply cost nahi hoti aur production cost kam hoti hai.

3. Limitation — Equipment Dependence: Yeh equipment par bohot zyada depend karta hai, agar
projector kharab ho to presentation mushkil ho jati hai.

4. Limitation — Dark Room: Inko dikhane ke liye andheray room ki zaroorat hoti hai.
Key Points (Video Benefits/Limitations):

1. Benefit — Professional Look: Video presentation professional aur entertaining lagti hai.

2. Limitation — Passive Viewing: Video dekhna ek passive activity hai jis se audience ka focus
kam ho sakta hai.

3. Limitation — Cost: Professional video banana mehnga aur time-taking hota hai.
Key Points (35mm Slides Benefits/Limitations):

1. Benefit — Quality: Slides ki image quality sab se behtar hoti hai.

2. Limitation — Participation: Slides audience participation ko encourage nahi karti aur log
neend mehsoos kar sakte hain.

Example:

Socho tum class mein "water cycle" par presentation de rahe ho. Agar tum sirf bol kar
samjhao to shayad kuch students confuse rahein, lekin agar tum ek diagram ya short
video dikhao jisme paani upar jaa kar baadal banta hai, to sab ko foran samajh aa jata
hai. Yahi reason hai ke teachers aur presenters hamesha visual aids ka istemal karte
hain taake unki baat clear aur yaadgar bane.

Conceptual Questions



Q: Why might a presenter choose 35mm slides over a video for a presentation, despite
slides being an older technology?

Answer: Slides ki image quality bohot zyada sharp hoti hai aur unko asaani se
duplicate kar ke multiple jagah bheja ja sakta hai, jab ke video banana mehnga aur
time-taking hota hai.

e Jaise agar presenter ko same presentation kai branches mein dikhani ho to slides easily copy
ho jati hain, lekin professional video har jagah banwana mushkil hai.

Q: Why is audience participation generally discouraged when using video or 35mm
slides as visual aids?

Answer: Dono mediums ke liye darkened room chahiye hoti hai aur dekhna ek
passive activity hoti hai, is liye log sirf dekhte hain, baat nahi karte.

e Jaise agar room andhera ho aur sab sirf screen dekh rahe hon, to discussion ya sawal jawab
karna mushkil ho jata hai compared to ek lit room jahan log easily interact kar sakein.

Lesson Quiz

1. What are the three most popular types of visual aids discussed in this lesson? (Computer-
based presentation, video, and 35mm slides)

2. What is the recommended maximum length for showing a video segment during a
presentation? (Five to ten minutes, with ten minutes as the limit)

3. What major limitation do both video and 35mm slide presentations share regarding the
room setup? (They require a darkened room)

4. What tool can a presenter use to focus the audience's attention on a specific point on a slide?
(A laser pointer)

5. What is one key benefit of computer-based presentations regarding last-minute changes?
(Last-minute changes are possible)

Lesson 24: Visual Aids (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise ghar mein bijli chali jaye to mom turant lantern ya
mobile light use karti hain, kyun ke har situation ke liye alag tareeqa kaam karta hai.
Presentation mein bhi har visual aid (overhead, flipchart, whiteboard, handout) apni
jagah par sahi hota hai, depend karta hai room aur audience par.

Types (Remaining Visual Aid Mediums):

1. Overhead Transparencies: Yeh ek versatile medium hai jis se presenter fully lit room mein
audience ka eye contact rakhte hue presentation de sakta hai.

2. Flipcharts: Yeh sab se simple aur reliable visual aid hai jo bijli ke bina kaam karta hai aur
brainstorming ke liye behtar hai.

3. Whiteboard: Yeh chhoti groups ke liye useful hai jab spontaneous illustrations ya
brainstorming chahiye ho.



4. Handouts: Yeh written supplements hote hain jo presentation ke samjhne mein madad dete
hain, lekin main visual ki jagah nahi le sakte.

Key Points (Overhead Transparencies):

1. Audience Control: Presenter audience ko face kar ke baat karta hai, screen ko nahi.

2. Revelation Technique: Point-by-point information dikhane se audience aage ka nahi parh
sakti.

3. Limitation: Yeh sirf 100 logon tak ke groups ke liye useful hai aur projector par depend karta
hai.

Key Points (Flipcharts):

1. No Electricity Needed: Flipchart ko chalane ke liye bijli ki zaroorat nahi hoti.
2. 7x7 Rule: Har line mein 7 se zyada lafz aur sheet mein 7 se zyada lines nahi honi chahiye.
3. Limitation: Yeh sirf 35 logon tak ke groups ke liye theek hai.

Key Points (Whiteboard):

1. Best for Brainstorming: Yeh chhoti groups ke spontaneous ideas likhne ke liye behtareen hai.

2. Limitation: Likhte waqt presenter ki peeth audience ki taraf ho jati hai, jis se control kam ho
sakta hai.

Key Points (Handouts):

1. Supplement, Not Substitute: Handouts ko sirf madadgar tarike se use karna chahiye, asal
presentation ki jagah nahi lena chahiye.

2. Timing Matters: Handouts presentation se pehle, beech mein, ya baad mein dene ka faisla
magsad par depend karta hai.

Key Points (General Visual Aid Guidelines):

1. Visuals Support, Not Replace, the Speech: Visual aids sirf speech ko behtar banate hain,
kamzor speech ko bacha nahi sakte.

2. Visibility Matters: Har visual itna clear hona chahiye ke poori audience usay dekh aur samajh
sake.

3. Simplicity in Fonts: Asaan aur clear fonts use karna chahiye, mushkil ya design-heavy fonts
nahi.

4. Practice with Visuals: Visual aids ke saath practice zaroori hai taake confidence ke saath
istemal ho sakein.

5. Backup Plan: Hamesha alternate plan rakhna chahiye agar equipment fail ho jaye.
Example:

Socho tum apni class mein group project present kar rahe ho aur tumhare paas
projector nahi hai. Tum flipchart par apne key points likh lete ho aur sirf 6-7 lafz har
line mein likhte ho taake sab clearly parh sakein. Jab teacher sawal poochti hai to tum
confidently flipchart ki taraf point kar ke jawab dete ho bina apni speech bhoolay.
Yahi simple visual aid tumhari presentation ko effective bana deta hai bina kisi
mehengi technology ke.



Conceptual Questions

Q: Why might a presenter choose a flipchart over a high-tech computer presentation
for a small brainstorming session?

Answer: Flipchart bijli ki zaroorat nahi rakhta, sasta hota hai, aur audience ke input
ko foran likh kar record kar sakta hai jo brainstorming ke liye perfect hai.

e Jaise agar office meeting mein log ideas suggest kar rahe hon, to flipchart par foran likhna
asaan hai, lekin computer slide banane mein time lag jata.

Q: Why is it recommended to distribute handouts after a presentation rather than at
the very beginning?

Answer: Agar handouts pehle de diye jayein to audience parhne lag jati hai aur
presenter ki baat sunna chhod deti hai, jis se unki attention divert ho jati hai.

e  Jaise agar koi teacher lecture shuru hone se pehle hi notes de de, to students lecture sunne
ke bajaye notes parhna shuru kar dete hain.

Lesson Quiz

1. What technique allows information on an overhead transparency to be revealed point-by-
point? (Revelation technique)

2. What is the maximum recommended number of words per line and lines per sheet on a
flipchart, known as a common rule? (The 7x7 rule, or 6x6 rule)

3. What is a major drawback of using a whiteboard as a primary presentation medium? (The
presenter must turn their back to the audience while writing, losing attention/control)

4. Should handouts be used as a substitute for presentation visuals or only as a supplement?
(Only as a supplement, not a substitute)

5. What minimum font size is recommended to ensure visual aid text is readable by the whole
audience? (18-point type)

Lesson 25: Group Communication

Deep Explanation

Yeh bilkul waisi baat hai jaise koi cricket team match jeetne ke liye saath mil kar plan
banati hai — har player apna role nibhata hai, koi captain decision leta hai, koi field
set karta hai, aur sab mil kar goal achieve karte hain. Group communication mein bhi
log mil kar baat karte hain taake koi masla solve ho ya decision liya ja sakay.

Key Terms:
1. Group Meeting: Yeh kam az kam 3 logon ka gathering hai jahan koi purpose ke liye baat hoti
hai.
2. Informal Group: Yeh casual aur bina plan ke meetings hoti hain, jaise dost milkar chai par
baat karna.

3. Formal Group: Yeh task-oriented meetings hoti hain jahan koi problem solve karna ya
decision lena hota hai.




4.

Forming, Storming, Norming, Performing: Yeh group banne ke chaar stages hain — pehle
shuruaat hoti hai, phir conflicts aate hain, phir solve hote hain, aur phir group goal achieve
karta hai.

Types (Purpose of Group Meetings):

Informational Meetings: Yahan sirf information sharing hoti hai, koi decision nahi liya jata.
Suggested Solution Meetings: Yahan manager staff se suggestions leta hai lekin final decision
baad mein hota hai.

Problem-Solving Meetings: Yahan problem identify ho kar uska solution dhoonda jata hai aur
action liya jata hai.

Steps (Standard Agenda for Decision-Making):
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Problem Identification: Pehle yeh decide karo ke asal masla kya hai.

Problem Analysis: Masle ke peechay ki wajahein samjho.

Criteria Selection: Decide karo ke achi solution ke kya standards hone chahiye.
Solution Generation: Jitni ho sakein solutions socho.

Solution Evaluation & Selection: Har solution ko criteria se compare karo.
Solution Implementation: Decision ko amal mein lao.

Types (Final Decision Methods):
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Consensus: Sab log discussion se ittefaq kar lete hain.

Compromise: Log apni kuch demands chhor kar agreement par aate hain.
Majority Vote: Jis option ko zyada log support karein, wahi final hota hai.
Decision by Leader: Leader hi final faisla karta hai.

Arbitration: Koi bahar ka banda ya body decision deta hai.

Types (Leadership Styles):

1. Authoritarian: Leader khud sab decisions leta hai, members ki azaadi kam hoti hai.
2. Democratic: Decisions group milkar leta hai, leader sirf guide karta hai.
3. Laissez-faire: Leader bilkul involve nahi hota, group ko poori azaadi hoti hai jo confusion bhi
paida kar sakti hai.
Example:

Socho tumbhari class mein ek group project hai aur sab students ne milkar decide karna
hai kis topic par kaam karna hai. Pehle sab apne ideas dete hain (brainstorming), phir
discussion ke baad sab ek topic par agree kar lete hain (consensus). Agar koi member
zyada bolta hai aur koi bilkul nahi bolta, to group ka leader beech mein aa kar sabko
equal chance deta hai (gate keeping). Yahi group communication ka asal kaam hai —
sab milkar ek achi decision tak pohanchna.

Conceptual Questions

Q: What is the difference between an "Informational meeting" and a "Problem-
solving meeting"?



Answer: Informational meeting mein log sirf information sunte aur samajhte hain, koi
decision nahi liya jata. Problem-solving meeting mein log masla identify kar ke uska
solution dhoondte hain aur action plan banate hain.

e Jaise agar teacher class mein naya syllabus bata de to woh informational hai, lekin agar class
students milkar decide karein ke exam date kaise change karwani hai to woh problem-solving
meeting hai.

Q: Why might excessive conflict within a group be just as harmful as having no
conflict at all?

Answer: Bohot zyada conflict group ke progress ko rok deta hai aur kaam aage nahi
barhta, jab ke conflict na hone se group naye ideas ya behtar solutions nahi soch pata.

e Jaise agar group mein log hamesha larte rahein to koi kaam complete nahi hoga, lekin agar
koi kabhi apni alag opinion na de to group ke pass sirf ek hi soch hogi jo hamesha behtareen
na ho.

Lesson Quiz

1. What are the four formative stages a group goes through, as listed in the lesson? (Forming,
Storming, Norming, Performing)

2. What are the three kinds of meetings that help achieve a meeting's core purposes?
(Informational meetings, Suggested solution meetings, Problem-solving meetings)

3. What s the first step in the standard agenda for group decision-making? (Problem
identification)

4. Which leadership style gives the group complete freedom to make decisions without
guidance from the leader? (Laissez-faire)

5. What term describes the act of keeping communication channels open by restraining over-
talkers and drawing out quiet members? (Gate keeping)

Lesson 26: Elements of Effective Written Communication

Deep Explanation

Yeh bilkul waisi baat hai jaise tum kisi dost ko gift dene se pehle sochte ho ke usay
kya pasand hai, na ke sirf apni marzi se kuch utha kar de do. Business writing mein
bhi tumhe apne reader ke baare mein sochna hota hai — uska feeling, zaroorat, aur
reaction — taake message asar dar bane.

Key Points:

Courtesy: Likhte waqt reader ki feelings aur situation ka khayal rakhna chahiye.
Correctness: Message factually aur grammatically sahi hona chahiye.
Conciseness: Baat ko mukhtasir aur seedha tareeke se kehna chahiye.

Clarity: Message asaan aur saaf hona chahiye taake reader confuse na ho.
Concreteness: Specific aur clear alfaz use karne chahiye, vague baat nahi.
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Completeness: Message mein har zaroori baat shamil honi chahiye.




Key Terms (Courtesy in Detail):

1. You-Attitude: Yeh likhne ka ek tareeqa hai jisme writer apni baat
karta hai taake reader ko apni ahmiyat mehsoos ho.

ke bajaye "you" se shuru
2. Reader Benefit: Yeh batata hai ke reader ko message follow karne se kya fayda hoga.

3. Bias-Free Language: Yeh likhne ka tareeqa hai jisme gender, race, age, ya disability ki bunyad
par koi discrimination na ho.

Key Points (Basic Truths About Human Nature):

1. Self-Centered: Log jaanna chahte hain ke unhe kya fayda milega.

N

Defensive: Log naturally apni galti maan'ne se hichkichate hain.

3. Not Perfect: Har insan se galti hoti hai, is liye galti point out karne ke bajaye solution par
focus karna chabhiye.

4. Expect Courtesy: Har insan chahta hai ke usay respect ke saath treat kiya jaye.
5. Do the Best They Can: Logon par trust karna chahiye ke woh honestly kaam kar rahe hain.

Key Points (Guidelines for Courteous Writing):
1. Exclude Irritating Expressions: Aise jumlay jo reader ko bura mehsoos karwayein unhe avoid

karna chahiye.
2. Meaningful Apologies: Agar galti ho jaye to sincerely maafi maangni chahiye.
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Courteous Wording: Sakht ya rude tone ke bajaye nirmal aur pleasant tone use karna chahiye.

4. Timely Response: Customer ke sawal ka jawab time par dena chahiye, warna unhe laga ke
unki ahmiyat nahi.

5. Positive Wording: Negative words (jaise "sorry," "unfortunately") ki jagah positive tareeke se

baat karni chahiye.
Example:

Socho tum ne online shop se kapray order kiye lekin un mein size ghalat aa gaya.
Agar shopkeeper bole "aapne order karte waqt size sahi nahi diya" to tumhe bura
lagega. Lekin agar woh bole "hum dobara sahi size bhejne ke liye taiyar hain, please
size confirm kar dein" to tumhe acha feel hoga. Yahi farq hai courteous aur
discourteous writing ka, jo business communication mein bohot zaroori hai.

Conceptual Questions

Q: What is the difference between simply using the word "you" in a sentence and
actually demonstrating a "you-attitude'?

Answer: Sirf "you" lafz use karna you-attitude nahi banata, balki asal mein reader ke
problem ya zaroorat ko samajh kar unka fayda highlight karna you-attitude hota hai.

e Jaise "You will be glad to know we are open till 9 PM" mein sirf "you" hai lekin reader benefit
clear nabhi, jab ke "For your shopping convenience, we are open till 9 PM" mein asal benefit
clear hai.

Q: Why is it important to use bias-free language even when the writer does not intend
to be unfair or offensive?



Answer: Kabhi kabhi alfaz unintentionally kisi group (gender, race, age, ya disability)
ko negative tareeke se represent kar dete hain, jis se reader ko bura lag sakta hai
chahay writer ki niyat sahi ho.

e Jaise "crippled workers" kehna negative impression deta hai, lekin "workers with physical
disabilities" kehna respectful aur reader-friendly hota hai.

Lesson Quiz

1. What are the six elements of effective written communication listed in this lesson? (Courtesy,
Correctness, Conciseness, Clarity, Concreteness, Completeness)

2. What term describes writing that emphasizes the reader's viewpoint rather than the writer's?
(You-attitude)

3. Whatis the preferred title for addressing women in business unless they specify otherwise?
(Ms.)

4. According to the lesson, what should replace negative words like "sorry" or "unfortunately"
in business writing? (Positive wording)

5. What are the four types of bias that writers should avoid in their language? (Gender,
racial/ethnic, age, and disability bias)

Lesson 27: Elements of Effective Written Communication (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise tum koi exam paper likhte ho aur usmein spelling,
grammar, aur point ki clarity sab kuch sahi hona chahiye, warna teacher marks kaat
dega. Business writing mein bhi correctness, conciseness, aur clarity ka khaas khayal
rakhna parta hai taake message asar dar aur professional lagay.

Key Points (Correctness):

1. Right Level of Language: Reader ke hisaab se formal ya informal English use karni chahiye.

2. Accuracy: Words, information, aur data sahi hone chahiye, ek chhoti galti bhi goodwill
kharab kar sakti hai.

3. Grammar and Punctuation: Sahi grammar aur punctuation use karni chahiye warna message
ka asar kam ho jata hai.

4. Spelling: Sirf spell-check par depend nahi karna chahiye, doubt hone par dictionary check
karni chahiye.

Key Points (Conciseness):

1. Eliminate Wordy Expressions: Faltu lafz hatakar seedhi aur asaan zaban use karni chahiye.
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Include Only Relevant Material: Sirf zaroori baat likhni chahiye, ghair zaroori cheezen nahi.

3. Avoid Unnecessary Repetition: Ek hi baat ko baar baar nahi likhna chahiye, lambay naamon
ke liye short forms ya initials use karni chahiye.

Key Points (Clarity):



1. Precise and Familiar Words: Aasaan aur jaani-pehchani lafz use karne chahiye taake reader
foran samajh sake.

2. Concrete Words: Specific aur clear words use karni chahiye, vague baat nahi (jaise "4% loss"
ke bajaye "sizeable loss" na kaho).

3. Sentence Length: Sentence 17 se 20 lafzon ke around hona chahiye, na zyada lamba na zyada
chhota.

4. Unity: Har sentence mein ek hi main idea hona chahiye.
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Coherence: Sentence ke parts ka relation clear hona chahiye taake misunderstanding na ho.

6. Emphasis: Important baaton ko highlight karne ke liye position, repetition, ya mechanics
(jaise bold, underline) use kiya ja sakta hai.

Example:

Socho tum apne dost ko ek email likh rahe ho ke tumhara group project late ho jayega.
Agar tum likho "We hereby wish to inform you that owing to unforeseen
circumstances the submission of the said project shall be delayed" to yeh bohot lamba
aur formal lagega. Lekin agar tum simple likho "Sorry, our project will be a day late"
to baat seedhi aur clear ho jati hai. Yahi farq hai concise aur clear writing ka jo
business communication mein zaroori hota hai.

Conceptual Questions

Q: What is the difference between "conciseness" and simply writing fewer words
(brevity)?

Answer: Conciseness ka matlab hai ke message mein koi faltu lafz na ho lekin
zaroori information mukammal rahe. Sirf kam lafz likhna (brevity) tab tak achi baat
nahi jab tak usse important information chhut na jaye.

e Jaise agar do page ki letter ko bina meaning kharab kiye ek paragraph mein likha ja sakay to
woh concise hai, lekin agar zaroori detail hata kar message incomplete ho jaye to woh sirf
brevity hai, conciseness nahi.

Q: Why is "coherence" important in writing, even if individual words are spelled
correctly and grammar is accurate?

Answer: Coherence yeh ensure karti hai ke sentence ke alag alag hisson ka taaluq
clear ho, warna reader ko galat matlab samajh aa sakta hai chahay grammar sahi ho.

e Jaise "The car is in the garage that he wrecked" se lagta hai ke garage wrecked hua, lekin
"The car he wrecked is in the garage" se clear hota hai ke car wrecked hui thi. Dono
sentences grammatically sahi hain lekin meaning alag hai.

Lesson Quiz

1. What are the four characteristics that define "correctness" in business writing? (Right level of
language, accuracy of words/information/data, correct grammar and punctuation, correct
spelling)

2. What should writers avoid relying on solely when checking spelling? (Spell-check)

3. What is the suggested average sentence length for clear business writing? (17 to 20 words)



4. What sentence quality means having one main idea with all other ideas closely related to it?
(Unity)

5. What term describes techniques like position, repetition, and mechanics used to make
certain words or ideas stand out? (Emphasis)

Lesson 28: Elements of Effective Written Communication (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise agar tum kisi dost ko bolo "thodi door par mil 10" to
usay samajh nahi ayega ke kitni door, lekin agar tum bolo "5 minute paidal chal kar
McDonald's ke saamne mil lo" to baat clear ho jati hai. Writing mein bhi vague baat
ke bajaye specific aur complete information dena zaroori hai taake reader ko exact
samajh aaye.

Key Points (Concreteness):

1. Specific Information: Vague lafzon (jaise "fast" ya "good") ke bajaye exact figures aur details
dene chahiye.

2. Active Verbs: Active voice sentence ko specific, personal, concise, aur emphatic banata hai.

3. Passive Verbs (Exceptions): Kabhi kabhi passive voice tactful hota hai jab kisi ko directly
blame nahi karna ho ya object par stress dena ho.

4. Vivid Words: Sensory aur image-building words use karne se message zyada powerful aur
clear lagta hai.

Key Points (Completeness):

1. 5Ws & H: Message complete hai ya nahi, yeh check karne ke liye Who, What, When, Where,
Why, aur How poochna chahiye.

2. Provide Necessary Information: Reader ko har zaroori detail dena chahiye taake usay dobara
poochna na pare.

3. Answer All Questions: Jo bhi sawal poocha jaye, uska poora jawab dena chahiye, chahay woh
seedha poocha gaya ho ya implied ho.

4. Give Something Extra: Kabhi kabhi sirf poocha gaya sawal jawab dena kaafi nahi hota, extra
helpful information bhi deni chahiye.

Example:

Socho tumhara dost tumhe message karta hai "kal party hai, aa jana." Agar tum sirf
"ok" likh do to tumhe pata nahi hoga kahan, kis wagqt, aur kya le kar jana hai. Lekin
agar dost likhe "Kal raat 8 baje Ali ke ghar party hai, thoda snacks le aana" to
message complete ho jata hai aur tumhe kuch poochne ki zaroorat nahi parti. Yahi
completeness ka concept hai jo business writing mein bohot zaroori hota hai.

Conceptual Questions

Q: Why might a writer intentionally choose passive voice over active voice in certain
business situations?




Answer: Passive voice tab use hota hai jab writer kisi ko directly blame nahi karna
chahta ya tactful rehna chahta hai, ya jab action karne wale insan ki ahmiyat kam ho.

e Jaise "The October cheque was not included" kehna "You failed to include the October
cheque" se zyada polite hai, kyun ke ismein direct blame nahi diya gaya.

Q: How does providing "something extra" in a reply relate to the concept of
completeness, even when all specific questions have already been answered?

Answer: Sirf poocha gaya sawal jawab dena kabhi kabhi kaafi nahi hota, kyun ke
reader ko aur bhi helpful information ki zaroorat ho sakti hai jo usne directly nahi
poochi.

e Jaise agar koi visitor poochay "hum kab mil sakte hain" to sirf time batana incomplete hoga,
location, date, aur directions bhi dena chahiye taake newcomer ko poori madad mil sake.

Lesson Quiz

1. What are the three ways to make writing more concrete, as listed in this lesson? (Include
specific information, use active verbs, use vivid image-building words)

2. In which situation is it acceptable to use general expressions instead of specific ones? (When
it's not possible to be specific, when being diplomatic, or when exact figures are unimportant)

3. What six questions should a writer ask to check if a message is complete? (Who, What, When,
Where, Why, How)

4. What problem can incomplete messages cause for an organization in terms of cost? (They
double communication costs by requiring a follow-up message)

5. According to the lesson, what do "omissions" cast on the reader's perception of the writer?
(Suspicion — "Omissions cast suspicions")

Lesson 29: Preparing for Effective Business Writing

Deep Explanation

Yeh bilkul waisi baat hai jaise ghar banane se pehle nagsha (plan) banaya jata hai,
taake pata ho kya cheez kahan rakhni hai. Business writing mein bhi likhna shuru
karne se pehle planning karni parti hai, taake message effective aur clear bane.

Steps:

Planning Stage: Pehle purpose, reader, aur content decide karte hain.
Organizing Stage: Phir topics ko outline kar ke unka order decide karte hain.
Drafting Stage: Phir actual likhna shuru hota hai — beginning, body, aur ending.
Editing Stage: Likhne ke baad message ko improve karte hain.
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Proofreading Stage: Aakhir mein chhoti chhoti mistakes check karte hain.

Key Points (Planning Stage Details):




1. Determine Your Purpose: Sochna chahiye ke message kis liye likha ja raha hai — reply,
persuasive, ya sirf information dene ke liye.

2. Consider Your Reader: Reader ka background, age, education, aur zaroorat samajhna zaroori
hai taake message uske mutabiq likha ja sake.

3. Choose Your Ideas: Brainstorming kar ke best ideas chunna chahiye jo message mein shamil
karni hain.

4. Determine Appropriate Content: Sochna chahiye ke message complete banane ke liye kya
information shamil karni zaroori hai.

Example:

Socho tum apne professor ko email likh rahe ho assignment extension maangne ke
liye. Pehle tum sochte ho ke message ka purpose kya hai (extension maangna), phir
sochte ho professor kaisa insan hai (formal ya friendly), phir decide karte ho kya
points likhna hai (wajah, kitne din chahiye), aur phir email likhte ho. Yahi process hai
jo har business writing se pehle follow karna chahiye.

Conceptual Questions

Q: Why does determining the purpose of a message come before considering the
reader in the planning stage?

Answer: Purpose decide karne se hi pata chalta hai ke message kis tarah ka hoga —
informational, persuasive ya reply — aur usi ke hisaab se reader ke baare mein sochna
asaan ho jata hai.

e Jaise agar purpose sirf convention invitation ka reply dena hai to reader ke baare mein zyada
jaan'na zaroori nahi, lekin agar purpose sales letter likhna hai to reader ki zaroorat aur
pasand jaan'na zaroori hota hai.

Q: Why is determining content easier when responding to a request compared to
initiating a new message?

Answer: Jab reply likhna ho to bas original letter ke sawalon ka jawab dena hota hai,
lekin jab naya message shuru karna ho to koi pehle se guidance nahi hoti ke kya
likhna zaroori hai.

e Jaise agar koi customer specific sawal poochay to unka jawab dena asaan hai, lekin agar
tumhe khud se ek naya proposal likhna ho to sochna parta hai ke kya kya shamil karna
zaroori hai.

Lesson Quiz

1. What are the five stages involved in preparing for effective business writing? (Planning,
Organizing, Drafting, Editing, Proofreading)

2. What are the three main steps within the planning stage? (Determine your purpose, consider
your reader, determine the appropriate content — plus choosing ideas)

3. What technique is recommended for choosing ideas when writing an unsolicited or complex
message? (Brainstorming)

4. What factor about the reader determines how much background information a writer needs
to know about them? (The purpose of the message)



5. What three parts make up the drafting stage of writing? (Beginning paragraph, body, and
ending paragraph)

Lesson 30: Preparing for Effective Business Writing (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise tum koi speech dene se pehle pehle points likh lete ho
ke kya pehle bolna hai aur kya baad mein, taake baat samajhdari se aage barhe.
Writing mein bhi "organizing stage" mein topics ko outline kar ke unka sahi order
decide karna parta hai taake message clear aur asar dar bane.

Steps:

1. Outline the Topics: Pehle broad topics ke under subtopics identify karte hain.

2. Determine the Order of Topics: Phir review karte hain ke topics sahi sequence mein hain ya
nahi.

Types (Methods of Developing Topics):

1. Direct Method: Pehle general statement (good news) dete hain, phir uski supporting details.

2. Indirect Method: Pehle specific reasons (negative news ke liye) dete hain, phir conclusion ya
final decision.

Key Points (Why Outlining Helps):

1. Clarity: Outline banane se message zyada clear ho jata hai.
2. Time-Saving: Outline mein changes karna writing mein changes karne se asaan hota hai.
3. Emphasis: Important baat ko shuru mein rakhne se zyada emphasis milta hai.

Key Points (Checking the Order of Topics):

1. Parallel Importance: Barabar ahmiyat wali baaton ko equal tareeke se present karna chahiye.
2. Method Suitability: Order direct ya indirect method ke hisaab se sahi hona chahiye.

3. Related Topics Together: Mutalliq topics ko ek saath group karna chahiye taake confusion na
ho.

Example:

Socho tumhe apne dost ko bura news dena hai ke uska scholarship approve nahi hua.
Agar tum seedha bolo "tumhara scholarship reject ho gaya" to bura lagega. Lekin agar
tum pehle uski achi performance ki tareef karo, phir reason batao ke kyun nahi mila,
aur phir koi alternative suggest karo (jaise dobara apply karna), to baat asaani se
accept ho jati hai. Yahi indirect method hai jo negative news dene mein use hota hai.

Conceptual Questions




Q: Why is the direct method preferred for good-news messages while the indirect
method is preferred for negative-news messages?

Answer: Direct method mein achi khabar foran de di jati hai kyun ke reader usay sun
kar khush hoga, lekin indirect method mein pehle reasons diye jate hain taake bad
news dene se pehle reader ko mentally taiyar kiya ja sake.

e Jaise agar copier replace ho raha ho (good news) to seedha bata dete hain, lekin agar credit
limit kam mil rahi ho (bad news) to pehle reasons aur appreciation di jati hai, phir final baat
batate hain.

Q: How does reorganizing topics under broader categories (as shown in the revised
topical outline) improve the clarity of a message?

Answer: Mutalliq topics ko ek saath group karne se reader ko samajhna asaan ho jata
hai, kyun ke similar information ek hi jagah mil jati hai.

e Jaise agar "Dependent Coverage" har insurance type ke neeche alag alag likha jaye to
confusion hoti hai, lekin agar usay ek separate category mein group kar diya jaye to message
zyada organized aur clear lagta hai.

Lesson Quiz

1. What are the two methods used for developing topics in an outline? (Direct method and
indirect method)

2. Which method is generally preferred for presenting positive or good-news information?
(Direct method)

3. Which method presents specific information first, followed by the conclusion, and is used for
negative news? (Indirect method)

4. What are three reasons careful outlining is helpful, according to the lesson? (Improves clarity,
saves writing time, allows proper emphasis of topics)

5. Inthe example indirect-method letter, what credit limit was the customer ultimately
approved for instead of the requested amount? (Rs. 75,000)

Lesson 31: Preparing for Effective Business Writing (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise koi mehman aaye to tum usay khushi se welcome karte
ho (opening) aur jaate waqt usay politely send off karte ho (ending), beech mein
conversation hoti hai (body). Letter ya message mein bhi opening aur ending
paragraph sab se zyada important hote hain kyun ke reader unhe sab se zyada ghor se
parhta hai.

Key Points (Opening Paragraph Guidelines):

1. Reader-Appropriate: Beginning reader ke hisaab se appropriate honi chahiye.

2. Situation-Appropriate: Good news mein seedha good news se shuruat karo, bad news mein
neutral buffer se, aur persuasive mein attention-grabbing line se.




3. Avoid Negative Info: Shuruat mein jo nahi ho sakta usay highlight karne ke bajaye jo ho sakta
hai usay highlight karo.

4. You-Viewpoint: "I" ke bajaye "you" ka perspective use karo.

5. Fast Start: Lambi obvious baat ke bajaye seedha point par aao.
Key Points (Ending Paragraph Guidelines):

Clear Action: Reader ko clearly batao ke kya karna hai.

Who, How, When: Yeh batao ke action kaun karega, kaise karega, aur kab karega.
Make it Easy: Action ko asaan banao taake reader foran kar sake.

Reader Benefit: Agar mumkin ho to batao ke reader ko is action se kya fayda hoga.
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Avoid Negative Info in Ending: Aakhri paragraph mein negative baat dobara nahi likhni
chahiye.
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Keep it Short: Ending paragraph chhota rakhna chahiye.
Key Points (Body Composition):

1. Scope Matching: Message ki length aur detail uske scope ke mutabig honi chahiye.
2. Supporting Evidence: Main points ke saath unki supporting evidence bhi honi chahiye.

Key Points (Editing Stage):

1. Correctness Check: Information sahi aur relevant honi chahiye.

2. Completeness Check: Reader ke har sawal ka jawab diya gaya ho.

3. Logical Order: Points sahi sequence mein hone chahiye aur important baat ko prominent
jagah milni chahiye.

4. Proofreading: Dates, figures, spelling, aur format ki ghalti check karni chahiye.

Example:

Socho tum apne boss ko email likh rahe ho meeting reschedule karne ke liye. Agar
tum seedha shuru karo "Meeting reschedule honi chahiye kyun ke mujhe doctor jaana
hai" to thora abrupt lagega. Behtar hai tum likho "Kya hum meeting Thursday ko rakh
sakte hain? Mujhe Wednesday ko doctor appointment hai." Phir end mein clearly
likho "Please confirm by Tuesday taake main schedule adjust kar sakoon." Yahi clear
opening aur ending business writing ko effective banati hai.

Conceptual Questions

Q: Why is it recommended to begin a disappointing-news letter with neutral or
positive information rather than the bad news itself?

Answer: Agar bad news seedha shuru mein de di jaye to reader irritate ho jata hai,
lekin agar pehle kuch positive ya neutral baat ki jaye to reader ka mood thoda behtar
ho jata hai bad news sunne se pehle.

e Jaise pehle credit application ki achi history mention karna, phir batana ke poora amount
approve nahi hua, reader ko itna bura nahi lagta jitna seedha "reject" likhne se lagta.



Q: Why should an ending paragraph avoid repeating negative information that was
already mentioned earlier in the letter?

Answer: Ending paragraph reader ke zehan mein sab se zyada yaad rehta hai, is liye
agar wahan dobara negative baat ki jaye to reader ka aakhri impression bura ho jata
hai.

e Jaise agar letter mein pehle bata diya gaya ho ke information available nahi hai, to ending
mein dobara usay repeat karne ke bajaye, kisi positive note (jaise "best wishes for your
project") par khatam karna chahiye.

Lesson Quiz

1. Where should a good-news letter begin, according to the lesson? (With the good news itself)

2. What viewpoint should be used in the opening paragraph instead of the "l-viewpoint"? (The
you-viewpoint)

3. What two main things should an ending paragraph accomplish? (Concentrate on the desired
action and show courtesy toward the reader)

4. What five elements should a clear ending paragraph specify about the desired action? (Who,
what, how, when, and that it should be easy to perform — plus reader benefit)

5. What six things should a writer check for during proofreading? (Accuracy of
dates/figures/numbers, misspelled words, typographic errors, omissions/additions, proper
sequencing, correct format)

Lesson 32: Parts of Business Letters

Deep Explanation

Yeh bilkul waisi baat hai jaise tum koi formal shaadi ka card design karte ho jisme har
hissa apni jagah hota hai — naam, tareekh, venue, sab fixed jagah par likha jata hai.
Business letter mein bhi har part (heading, date, address, salutation, body, signature)
apni mukhsoos jagah par likha jata hai taake letter professional aur organized lagay.

Types (Essential Parts of a Letter):

1. Letterhead/Heading: Yeh batata hai letter kahan se aaya hai, usmein company ka naam aur
address hota hai.

Date: Letter kab likha gaya, yeh letterhead ke neeche likha jata hai.

Inside Address: Yeh receiver ka naam aur address hota hai.

Salutation: Yeh letter ka greeting hota hai jaise "Dear Mr. Qureshi."

Body: Yeh letter ka main message hota hai jo paragraphs mein likha jata hai.
Complimentary Close: Yeh letter ka sign-off hota hai jaise "Sincerely."
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Signature: Yeh sender ka naam aur position hota hai.
Types (Non-Essential Parts of a Letter):

1. Addressee Notation: Yeh batata hai letter sirf khaas insan ke liye hai, jaise "CONFIDENTIAL."
2. Attention Line: Yeh tab use hota hai jab writer ko sirf department ya title pata ho, naam nahi.




Subject Line: Yeh letter ka topic ek line mein batata hai, jaise "Subject: Order No. 0012254."
Reference Initials: Yeh batate hain letter kisne dictate kiya aur kisne type kiya.

Enclosure: Yeh batata hai ke letter ke saath koi aur document (jaise CV) bhi hai.

Copy Notation: Yeh batata hai letter ki copy kisi aur ko bhi bheji ja rahi hai, jaise "cc."

Noukw

Postscript: Yeh letter ke aakhir mein extra message hota hai jo "P.S." se shuru hota hai.
Example:

Socho tum job ke liye apply kar rahe ho aur ek formal letter likh rahe ho HR manager
ko. Tum sab se upar company ka naam aur address likhte ho, phir date, phir HR
manager ka naam, phir "Dear Sir/Madam," se shuru karte ho, apni baat batate ho, aur
"Sincerely, [apna naam]" se khatam karte ho. Agar tum apna CV bhi attach kar rahe
ho to neeche "Enclosure: CV" bhi likh dete ho. Yahi formal structure business letter
ko professional banata hai.

Conceptual Questions

Q: What is the difference between an "Attention line" and a "Subject line" in a
business letter?

Answer: Attention line batata hai ke letter kis specific department ya title ke liye hai
jab naam pata na ho, jab ke subject line batati hai ke letter ka topic kya hai.

e Jaise "For the attention of: Sales Manager" attention line hai, lekin "Subject: Order No.
0012254" subject line hai jo letter ka asal mauzu batati hai.

Q: Why might a writer use "bcc" (blind carbon copy) instead of regular "cc" when
sending copies of a letter to additional people?

Answer: "bcc" tab use hota hai jab writer chahta hai ke original recipient ko pata na
chale ke letter ki copy aur kisi ko bhi bheji ja rahi hai.

e  Jaise agar boss kisi employee ko warning letter bhej raha ho aur woh chahta ho ke HR ko bhi
pata chale lekin employee ko na pata chale, to woh bcc use karega.

Lesson Quiz

1. What are the seven essential parts of a business letter? (Letterhead, date, inside address,
salutation, body, complimentary close, signature)

2. What closing phrase is commonly used in the UK and Asia when the recipient's name is not
known? (Yours faithfully)

3. What notation is used when a writer wants to keep the sending of copies secret from the
original recipient? (bc, bcc, or bpc — blind copy notation)

4. What is the purpose of reference initials in a business letter? (To show who dictated/wrote
the letter and who typed it)

5. What additional information is included in a second-page heading for a long letter? (The
receiving person's/organization's name, page number, and date)



Lesson 33: Direct Request Letters

Deep Explanation

Yeh bilkul waisi baat hai jaise tum dukandar se kuch khareedte waqt seedha bolte ho
"mujhe yeh chahiye," uski jagah lambi kahani nahi sunate ke "main subah utha,
naashta kiya, aur phir aapke paas aaya." Direct request letter mein bhi seedha apni
request shuru mein bata di jati hai, baad mein uski wajah explain ki jati hai.

Steps:

1. Opening: Letter ki shuruaat mein seedha request bata do.
2. Body: Phir request ki tafseel aur wajah explain karo.
3. Closing: Phir specific action maango aur shukriya ada karo.

Key Points (Stating the Request):

1. Tone Matters: Request ko politely likhna chahiye, jaise "please" ya "l would appreciate."

2. Assume Compliance: Yeh assume karna chahiye ke reader request maan lega, demand jesa
lehja na ho.

3. Avoid Personal Intro: Letter ki shuruaat apna intro dene se nahi karni chahiye.
4. Be Specific: Request clear aur exact honi chahiye, vague nahi.

Key Points (Explaining the Request):

1. Important Questions First: Sab se zaroori sawal pehle poochna chahiye.
2. Relevant Questions Only: Sirf request se mutalliq sawal poochne chahiye.
3. One Topic Per Question: Har sawal mein sirf ek topic hona chahiye, taake confusion na ho.

Key Points (Closing the Letter):

1. Specific Action: Reader ko clearly batao kya karna hai.
2. Contact Info: Apna phone number ya office hours dena chahiye taake jawab dena asaan ho.
3. Express Goodwill: Shukriya ada karo, lekin "thank you in advance" na likho.

Types (Direct-Inquiry Letters):

1. Requesting Info About Products/Services: Yeh letters seedha apna sawal pehle likh kar shuru
hote hain.

2. Requesting Info About People: Yeh letters mein job se mutalliq sawal poochay jate hain aur
dusre insan ki rights ka khayal rakha jata hai.

Example:

Socho tumhe apne university ke hostel office ko letter likhna hai room change

karwane ke liye. Agar tum seedha shuru karo "Mujhe apna room change karwana hai
kyun ke roommate se masla hai" to baat clear ho jati hai. Phir tum thori detail do (kab
se masla hai, kya specific room chahiye), aur end mein bolo "Please mujhe is hafte ke




andar inform karein, mera number yeh hai." Yahi direct request letter ka tareeqa hai jo
university ya office mein bohot use hota hai.

Conceptual Questions

Q: Why is it considered ineffective to begin a direct-request letter with a personal
introduction or background story?

Answer: Personal introduction se reader ko foran samajh nahi aata ke letter ka asal
magqsad kya hai, jis se letter slow aur boring lagti hai.

e Jaise "l am a student at XYZ school and..." likhne ke bajaye seedha "Would you please send
me an annual report?" likhna foran request clear kar deta hai.

Q: Why is it important to ask only relevant, job-related questions when requesting
information about a person (such as a job reference)?

Answer: Insan ki rights aur privacy ka khayal rakhna zaroori hai, is liye sirf woh
sawal poochne chahiye jo job se directly mutalliq hon, na ke unki personal zindagi se.

e Jaise agar koi job reference maang rahe hon to "kya yeh insan responsible hai aur kaam
jaanta hai" poochna theek hai, lekin unki personal zindagi ke baare mein faltu sawal poochna
ghalat hoga.

Lesson Quiz

1. What are the three parts of a routine request letter, as described in this lesson? (Opening,
body, and close)

2. Where should the main request be placed in a direct-request letter? (Up front, in the
opening)

3. What should a writer avoid saying in the closing of a request letter, even though it seems
polite? ("Thank you in advance")

4. What are the two types of direct-inquiry letters discussed in this lesson? (Requesting
information about products/services, and requesting information about people)

5. What four things should be considered when requesting information about a person,
according to the lesson? (Respect human rights, ask only job-related info, stress
facts/confidentiality, structure questions around the job)

Lesson 34: Direct Request Letters (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise tum kisi dukan se khareedi cheez kharab nikal jaye to
tum shopkeeper se ghussay mein nahi balki politely bolte ho "yeh cheez kharab hai,
please replace kar dein." Claim letters aur order letters bhi waise hi clear aur polite
tareeke se likhe jate hain taake masla jaldi solve ho sake.

Key Points (Requesting Info About a Person — Good Example):




1. Opening with Background: Letter ki shuruaat mein batana chahiye ke applicant ne kis ka
naam reference diya hai.

2. Separate Questions: Har sawal ko alag se aur clearly likhna chahiye taake jawab dena asaan
ho.

3. Job Duties Explanation: Job ki responsibilities batani chahiye taake reference dene wala
behtar evaluate kar sake.
4. Confidential Closing: Aakhir mein batana chahiye ke information confidential rahegi.

Key Terms:

1. Indirect-Inquiry Letter: Yeh letter general information maangne ke liye hota hai, specific
sawal ke bajaye.
2. Claim Letter: Yeh letter kisi product ya service ki shikayat karne ke liye likha jata hai.

3. Order Letter: Yeh letter kisi cheez ko order karne ke liye likha jata hai jab order form
available na ho.

Key Points (Effective Claim Letters):

No Threats: Claim letter mein dhamki nahi deni chahiye.

Present All Facts: Sari zaroori tafseelat batani chahiye.

Control Anger: Apna ghussa reader par nahi nikalna chahiye.

You-Attitude: Yeh batana chahiye ke company ke liye bhi yeh fix karna faida mand hoga.
Definite Request: Clearly batana chahiye ke kya chahiye — replacement, refund, ya repair.
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Steps (Structure of Claim Letters):

Opening: Claim ki nature batao.
Explanation: Masla precisely aur calmly explain karo.
You-Attitude: Batao ke fix karna company ke liye bhi faida mand hai.
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Closing: Clear action maango.
Steps (Order Letters Components):

1. Item Details: Kya order kar rahe ho, uski tafseel do.
2. Shipping Directions: Kahan aur kab tak bhejna hai, yeh batao.
3. Payment Method: Payment kaise hogi, yeh clear karo.

Example:

Socho tum ne online se shoes order kiye lekin galat size aa gaye. Tum company ko
email likhte ho "Maine 5 June ko shoes order kiye the, lekin size 40 ke bajaye size 38
aaya hai. Please correct size bhej dein ya refund kar dein." Tum ghussay mein nahi
likhte balki politely apna masla bata kar solution maangte ho. Yahi effective claim
letter ka tareeqa hai.

Conceptual Questions

Q: Why is it more effective to ask separate, individually worded questions when
requesting a person's reference, rather than combining them into one long sentence?



Answer: Alag alag sawal poochne se har point clearly stand out karta hai aur
reference dene wale ke liye jawab dena asaan ho jata hai. Ek lambi sentence mein sab
kuch mix karne se confusion hoti hai.

e Jaise"lIs he capable, hardworking, and morally responsible?" ek hi sentence mein poochne ke
bajaye, har sawal ko numbered list mein alag se poochna behtar hota hai.

Q: Why should a claim letter avoid expressing anger or making threats, even when the
customer has a legitimate complaint?

Answer: Ghussay ya dhamki se reader defensive ho jata hai aur masla solve karne ke
bajaye situation aur kharab ho sakti hai. Polite aur factual tareeke se baat karna jaldi
solution dilata hai.

e Jaise agar koi customer "aap log fraud kar rahe hain" likhe to company defensive ho jayegi,
lekin agar woh sirf facts bata kar replacement maange to masla aasaani se solve ho jata hai.

Lesson Quiz

1. What are the four elements suggested in the plan for a letter requesting information about a
job applicant? (Opening mentioning the reference, list of questions, discussion of job duties,
courteous action-oriented closing)

2. What type of inquiry letter is used when requesting general information rather than answers
to specific questions? (Indirect-inquiry letter)

3. According to the lesson, what is more common as a basis for claims — issues with products
themselves or issues with service connected to purchases? (Issues with service)

4. What are the five qualities of an effective claim letter listed in the lesson? (Does not threaten,
presents all facts, does not show anger, includes you-attitude, makes a definite request)

5. What are the three content components that make up an order letter? (Information about
items ordered, shipping directions, method of payment)

Lesson 35: Direct Request Letters (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise tum apni shaadi ya birthday party mein kisi ko bulane
ke liye sirf "aa jana" nahi kehte, balki date, time, jagah sab kuch clearly batate ho
taake guest confuse na ho. Invitation, reservation, aur favor request letters mein bhi
har zaroori detail clearly batani parti hai taake reader sahi tareeke se respond kar sake.

Types (Direct-Request Letters in This Lesson):
Speaking Invitation: Yeh letter kisi ko presentation dene ke liye bulane ke liye likha jata hai.

Social-Invitation Letter: Yeh letter kisi function ya dinner mein bulane ke liye likha jata hai.
Reservation Letter: Yeh letter hotel ya room book karne ke liye likha jata hai.
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Letter Requesting a Favor: Yeh letter kisi se madad maangne ke liye likha jata hai.

Key Points (Speaking Invitation Details):




1. Group Information: Audience ke baare mein batana chahiye taake speaker apni baat unke
mutabiq taiyar kar sake.

2. Event Details: Date, time, aur location clearly batani chahiye.
3. Honorarium: Agar koi payment ho rahi hai to woh bhi mention karni chahiye.

Steps (Reservation Letter Plan):
1. Fast-Start Opening: Room type aur dates seedha bata do.
2. Arrival/Departure Details: Aane aur jaane ka time batao.
3. Action-Oriented Closing: Confirmation maango.
Key Points (Letters Requesting Favors):
1. Two Key Questions: Pehle sochna chahiye ke kya request ki wajah sahi hai aur kya yeh insan

favor de sakta hai.
2. Positive Tone: Request positive aur courteous tareeke se likhi jani chahiye.
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No Advance Thanks: "Thank you in advance" nahi likhna chahiye.

4. Action-Oriented Closing: Reader ko clearly batao ke kya karna hai, jaise "main aapko call
karunga."

Example:

Socho tum apne college mein ek guest speaker ko invite karna chahte ho seminar ke
liye. Tum letter mein seedha likhte ho "Kya aap 15 January ko hamare seminar mein
conflict management par lecture de sakte hain?" Phir tum batate ho audience kaun
hogi, kitna time chahiye, aur kya honorarium milega. Aakhir mein tum poochte ho
"Please 25 October tak apna jawab de dein." Yahi clear aur complete invitation letter
ka tareeqa hai.

Conceptual Questions

Q: Why is it important to include details about the audience when writing a speaking-
invitation letter?

Answer: Audience ki details batane se speaker apni presentation ko unke level aur
interest ke mutabiq taiyar kar sakta hai, jis se presentation zyada effective hoti hai.

e Jaise agar speaker ko pata ho ke audience graduate students aur government officials honge,
to woh apni baat thori formal aur relevant tareeke se taiyar karega.

Q: Before writing a letter requesting a favor, what two questions should the writer ask
themselves, and why are they important?

Answer: Pehla sawal yeh hai ke "kya meri request ki sahi wajah hai" aur dusra "kya
yeh insan reasonably yeh favor de sakta hai." Yeh sawal zaroori hain taake writer
khud assess kar sake ke uski request appropriate hai ya nahi, warna reader ko ghair
zaroori taklif ho sakti hai.

e Jaise agar koi teacher kisi busy CEO se sirf isliye favor maangay kyun ke woh "famous" hai,
bina kisi valid wajah ke, to yeh request inappropriate hogi.



Lesson Quiz

1. What seven details should be included in a speaking-invitation letter? (Group name,
audience characteristics, desired length, topic, date/time/location, transportation/lodging
arrangements, honorarium amount)

2. What three elements make up the plan for an effective reservation letter? (Fast-start
opening with room type/dates, arrival/departure times, action-oriented closing requesting
confirmation)

3. What two questions should a person ask themselves before writing a letter requesting a
favor? (Do | have sufficient reason for this request, and am | asking someone reasonably
expected to grant it)

4. What should a writer avoid saying when thanking the recipient in a favor-request letter?
("Thank you in advance")

5. What type of social invitation should be used when more formality is needed, instead of an
informal letter? (A formal printed or handwritten invitation)

Lesson 36: Good Newsletters

Deep Explanation

Yeh bilkul waisi baat hai jaise jab tumhe koi achi khabar deni ho (jaise exam mein
pass hone ki khabar), to tum seedha aur khushi se bata dete ho, lambi explanation
pehle nahi dete. Good-news letters mein bhi sab se pehle achi khabar batai jati hai,
phir uski tafseel.

Types (Good-News Letters):

1. Letters Replying to Inquiries: Yeh letters product ya service ke sawalon ka jawab dete hain.

2. Letters Granting Adjustments: Yeh letters customer ki shikayat ka solution dete hain.

3. Letters Acknowledging Orders: Yeh letters customer ko batate hain ke unka order mil gaya
hai.

4. Letters Granting Favors: Yeh letters kisi ki request mante hue likhe jate hain.

5. Letters of Congratulation: Yeh letters kisi achievement par mubarakbad dene ke liye likhe
jate hain.

6. Letters Accepting Invitations: Yeh letters kisi invitation ko khushi se accept karne ke liye likhe
jate hain.

Key Points (Characteristics of Good-News Letters):
Fast-Start Opening: Achi khabar seedha shuru mein batani chahiye.

Explanatory Details: Phir uski tafseel aur secondary information dena chahiye.
You-Viewpoint: Reader ke perspective se baat karni chahiye.
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Appropriate Closing: Letter ko friendly aur courteous tareeke se khatam karna chahiye.
Steps (Letters Granting Adjustments):

1. Begin with Good News: Pehle achi khabar (jaise replacement bheja ja raha hai) batao.
2. Identify Correspondence: Reader ki pehli shikayat ka zikr karo.




3. Avoid Repeating Negative: Masle ko dobara highlight na karo.
4. Regain Confidence: Batao ke aainda yeh masla nahi hoga.
5. Friendly Closing: Achay note par khatam karo.

Steps (Letters Granting Favors):
Cordial Opening: Pehle khushi se favor grant karne ki baat karo.

Mention Limitations: Agar koi restriction ho to woh batao.
Required Action: Agar reader ko kuch karna ho to batao.
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Courteous Closing: Friendly tareeke se khatam karo.
Steps (Letters of Congratulation):

1. Congratulate First: Pehle achievement par mubarakbad do.
2. Show Understanding: Batao ke yeh achievement kitni ahmiyat rakhti hai.
3. Best Wishes Closing: Future ke liye nek khwahishat ke saath khatam karo.

Example:

Socho tumhare dost ne scholarship jeeti hai aur tum usay letter ya message likh rahe
ho. Tum seedha shuru karo "Mubarak ho, tumne scholarship jeet li!" phir batao ke yeh
kitni mehnat ka result hai, aur end mein bolo "Future ke liye bhi tumhe bohot
kamyabi mile." Yahi good-news letter ka tareeqa hai jo har khushi ki khabar dene
mein use hota hai.

Conceptual Questions

Q: Why is a "fast-start opening" considered the most important characteristic of a
good-news letter?

Answer: Reader sab se zyada achi khabar sunne mein interested hota hai, is liye usay
foran batana chahiye, baqi tafseel baad mein deni chahiye.

e Jaise "Thank you for your order" likhne ke bajaye seedha "Your shirts have been shipped and
will arrive in two days" likhna reader ko foran khush kar deta hai.

Q: When writing a letter granting an adjustment for a customer complaint, why is it
important to avoid repeating the negative details of the original problem?

Answer: Negative baat ko dobara highlight karne se reader ka bura experience dobara
yaad aa jata hai, jis se letter ka positive asar kam ho jata ha.

e  Jaise agar chandelier toot gaya tha to letter mein dobara "humein maloom hai aapko bohot
inconvenience hua" likhne ke bajaye, seedha replacement ki good news se shuru karna
behtar hai.

Lesson Quiz

1. What are the five characteristics that good-news letters possess? (Begin with good news,
fast-start opening, explanatory details, you-viewpoint, appropriate closing)
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What is the suggested order for presenting information in a letter granting an adjustment?
(Begin with the good news first, then explain the cause/corrective action)

What quality is described as indispensable in letters of congratulation? (Sincerity)

What two reasons are given for including event details (date, time, place) in a letter
accepting an invitation? (To verify accuracy in case of an error, and to provide a record in
case the invitation is misplaced)

What type of material is appropriate to include in letters acknowledging orders, besides the
order status? (Resale and/or sales-promotion material)

Lesson 37: Disappointing Newsletters

Deep Explanation

Yeh bilkul waisi baat hai jaise agar tumhe apne dost ko bura news dena ho (jaise unka
exam clear nahi hua), to tum seedha "tum fail ho gaye" nahi bolte, balki pehle unki
mehnat ki tareef karte ho, phir nazaakat se baat batate ho. Disappointing-news letters
bhi waise hi tactfully likhe jate hain taake reader ka dil na toote aur woh letter ko fair
samjhe.

Key Points (Goals When Delivering Disappointing News):
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Convey the News: Bad news ko clearly batana.

Ensure Acceptance: Reader usay reasonable samajh kar accept kare.

Maintain Goodwill: Reader ka acha taasur barqarar rahe.

Maintain Organization's Image: Company ki reputation bhi acchi rahe.

Reduce Future Correspondence: Aage koi confusion na ho is liye message clear ho.

Key Points (Creating an Audience-Centered Tone):

You-Attitude: Reader ke nazariye se baat karni chahiye, na ke apne.

Positive Words: Negative alfaz (jaise "can't," "wrong") ki jagah positive tareeke se baat karni
chahiye.
Respectful Language: Reader ki ghalti batate waqt third-person ya passive language use karni

chahiye taake direct blame na lagay.

Types (Approaches for Organizing the Message):

1.

2.

Direct Approach: Jab bad news ka asar kam ho ya reader directness pasand karta ho, to
seedha bata dete hain.

Indirect Approach: Jab bad news bara ya sensitive ho, to pehle reasons batate hain phir
aakhir mein bad news dete hain.

Steps (Indirect Approach — Four-Part Sequence):

A

Buffer: Pehle ek neutral aur positive statement se shuru karo.
Explanation: Phir logical reasons batao.

Disappointing News: Phir tactfully bad news batao.

Positive Closing: Aakhir mein achay aur helpful note par khatam karo.




Types (Buffer Strategies):

1. Agreement: Kisi common point par ittefaq zahir karo.

2. Appreciation: Kisi cheez ke liye shukriya ada karo.

3. Cooperation: Madad karne ki khwahish zahir karo.

4. Fairness: Batao ke masle ko gaur se dekha gaya hai.

5. Praise: Reader ki kisi achi baat ki tareef karo.

6. Understanding: Reader ki zaroorat samajhne ka izhaar karo.

7. Good News: Agar koi achi baat ho to usay pehle batao.
Example:

Socho tum ne kisi scholarship ke liye apply kiya tha lekin woh nahi mili. Agar
university seedha letter likhe "Aapki scholarship reject ho gayi" to bura lagega. Lekin
agar woh pehle likhen "Aapki application bohot acchi thi aur aapki mehnat qabil-e-
tareef hai" (buffer), phir batayen ke is saal funds limited the (explanation), phir
nazaakat se batayen ke is saal scholarship nahi mil sake gi lekin aglay saal consider
hoga (bad news), aur aakhir mein nek khwahishat den (positive closing), to yeh letter
zyada acceptable lagta hai.

Conceptual Questions

Q: Why is the indirect approach generally preferred over the direct approach when
delivering significant disappointing news?

Answer: Indirect approach mein pehle reasons batane se reader ko mentally taiyar
hone ka waqt milta hai, jis se bad news ko accept karna asaan ho jata hai. Direct
approach mein seedha "no" sunne se reader negative mood mein chala jata hai aur
baqi explanation parhna chahta hi nahi.

e Jaise agar koi seedha "hum aapki donation request reject karte hain" likhe to reader gussa ho
sakta hai, lekin agar pehle unki cause ki tareef ki jaye phir reason explain kiya jaye, to reader
zyada samajhdari se react karta hai.

Q: Why should a buffer avoid using an apology, even though it might seem like a
polite way to start a disappointing-news letter?

Answer: Maafi maangne se baad ki bad news ka explanation kamzor lagne lagta hai,
jis se reader ko laga ke writer ne pehle hi maan liya ke woh ghalat hai.

e Jaise agar shuru mein hi "we are so sorry" likh diya jaye to reader sochega ke company ki
ghalti hai, jab ke asal mein woh budget ki limitation ki wajah se reject ho raha tha.

Lesson Quiz

1. What are the five goals a writer aims to achieve when delivering disappointing news?
(Convey the news, ensure acceptance, maintain reader's goodwill, maintain organization's
image, reduce future correspondence)

2. What is the term for the neutral, non-controversial opening statement used in the indirect
approach? (A buffer)



3. What are the four parts of the indirect approach sequence? (Buffer, explanation, statement
of disappointing news, positive closing)

4. When is the direct approach considered appropriate for disappointing news? (When the
negative news has little personal impact on the reader, or to convey firmness)

5. What are the five characteristics a good buffer should have? (Neutral, relevant, not
misleading, assertive, succinct)

Lesson 38: Disappointing Newsletters (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise koi doctor patient ko bad news (jaise koi treatment
kaam nahi karega) dete waqt sirf "yeh nahi ho sakta" nahi bolta, balki pehle wajah
explain karta hai aur phir koi alternative ya hope deta hai. Disappointing-news letters
mein bhi reasons clearly aur tactfully diye jate hain, refusal nazaakat se batai jati hai,
aur aakhir mein positive note par khatam kiya jata hai.

Key Points (Characteristics of Well-Written Reasons):

Detailed: Refusal ki wajah enough detail ke saath batani chahiye.

Tactful: Yeh implied karna chahiye ke decision applicant ke fayde mein bhi hai.
Individualized: Company policy ko logical tareeke se explain karna chahiye, rigid nahi.
Unapologetic: Decision par maafi nahi maangni chahiye.

uhkwneE

Positive: Negative jumlay (jaise "you do not meet our requirements") avoid karna chahiye.
Steps (Techniques for Stating the Refusal):

1. De-emphasize: Bad news ko sentence ke beech mein chhupa kar kam emphasis dena chahiye.

2. Conditional Statements: "Agar" ya "jab" jese jumlay use kar ke future possibility ka ishara
dena chahiye.
3. Positive Framing: Jo kiya ja sakta hai usay highlight karna chahiye, jo nahi ho sakta usay nahi.

Key Points (Closing with Goodwill):

1. Keep it Positive: Bad news ko dobara mention ya uski maafi nahi maangni chahiye.

2. Limit Future Correspondence: Sirf tab future contact ka offer do jab wagai discuss karna
chahte ho.

Be Optimistic: Future ke masail ka andaza laga kar nahi batana chahiye.

hw

Be Sincere: Khaali cliché jumlay avoid karne chahiye.
5. Be Confident: Customer ko khone ka doubt zahir nahi karna chahiye.

Example:

Socho tumne kisi company mein job ke liye apply kiya tha lekin select nahi hue. Agar
company likhe "Aap hamari requirements meet nahi karte" to bura lagega. Lekin agar
woh likhen "Is position ke liye humne 2 saal ka experience zaroori rakha hai jo abhi
aapke paas nahi hai, lekin hum aapko future openings ke liye yaad rakhenge" to yeh
tactful aur positive tareeqa hai jo applicant ko itna bura nahi lagta.




Conceptual Questions

Q: Why is it considered effective to use a conditional statement (like "when" or "if")
when refusing a request?

Answer: Conditional statement reader ko ummeed deta hai ke future mein unhe
favorable jawab mil sakta hai, jis se refusal itni mehsoos nahi hoti.

e Jaise "When you have more managerial experience, you are welcome to reapply" kehna
seedha "you don't qualify" kehne se kam dukh deta hai aur applicant ko improve karne ki
motivation deta hai.

Q: Why should the closing of a disappointing-news letter avoid phrases like "If you
have further questions, please write" unless the writer truly intends to discuss the
decision further?

Answer: Aise jumlay future correspondence ko encourage karte hain jo writer shayad
nahi chahta, aur agar writer sincerely discuss nahi karna chahta to yeh insincere lagta
hai.

e Jaise agar company ne final decision le liya hai aur dobara discuss nahi karna chahti, to
"please write if you have questions" likhna galat ummeed dega reader ko.

Lesson Quiz

1. What are the five characteristics of well-written reasons for a refusal? (Detailed, tactful,
individualized, unapologetic, positive)

2. What technique involves placing the disappointing-news in the middle of a sentence for less
emphasis? (Subordination / de-emphasis)

3. What type of statement (using "if" or "when") implies the audience might receive a favorable
answer in the future? (A conditional statement)

4. According to the lesson, what should a writer focus on stating instead of what they "cannot
do" or "will not do"? (What they did, can do, or will do)

5. What five guidelines should be followed when closing a disappointing-news letter with
goodwill? (Keep it positive, limit future correspondence, be optimistic, be sincere, be
confident)

Lesson 39: Disappointing Newsletters (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise tumhare dost ne tumse koi madad maangi ho jo tum
nahi kar sakte, to tum seedha "nahi" nahi bolte, balki wajah batate ho aur koi
alternative suggest karte ho. Disappointing-news letters mein bhi har situation (favor
refusal, refund refusal, claim refusal, job rejection) ke liye tactful tareeqa apnaya jata
hai taake reader ka relationship company se kharab na ho.

Types (Common Disappointing-News Situations):




Refusing a Favor: Jab koi request manana mumkin na ho to wajah batao aur koi alternative
suggest karo.

Refusing a Refund: Jab product return ki shart poori na ho to politely refusal batao aur koi
solution (jaise alteration) offer karo.

Refusing a Claim: Jab customer ki complaint reasonable na ho to bina ilzam lagaye explain
karo aur action-oriented closing do.

Declining an Invitation: Jab kisi event mein shamil hona mumkin na ho to wajah batao aur koi
substitute suggest karo.

Rejecting Job Applications: Yahan direct approach use hoti hai, lekin tareef ke saath aur
future opportunity ka zikr kar ke.

Key Points (Rejecting Job Applications — Special Guidelines):

1.

2.

3.

Direct Approach: Job rejection mein buffer use karna manipulative lagta hai, is liye seedha
bata dena chahiye.

Clear Reason: Wajah batao jo personal na ho, jaise "zyada experience wala candidate select
hua."

Suggest Alternatives: Future openings ke liye consider karne ki baat karo.

Key Points (Do's for Disappointing-News Messages):
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Neutral Opening: Aisi baat se shuru karo jo reader se ittefaq rakhti ho.

Detailed Facts: Sufficient detail do taake reader ko writer ki honesty par yageen ho.
Implicit Refusal: Seedha "nahi" kehne ke bajaye indirectly refusal batao.

Focus on What You Can Do: Jo mumkin hai usay highlight karo.

Sales-Promotion Material: Mauka mile to promotional info bhi shamil karo.
Prevent Recurrence: Future mein masla na ho is ke suggestions do.

Counteroffer: Agar mumkin ho to koi alternative offer karo.

Easy Action: Reader ke liye action lena asaan banao.

Key Points (Don'ts for Disappointing-News Messages):

©RENOU A WNE

No Negative Words: Negative alfaz avoid karo.

No Accusatory Tone: Reader par ilzam lagane wala lehja na ho.

No Emphasis on Refusal: Refusal ko prominent jagah na do.

No Company Policy Excuse: Sirf "policy hai" kehna kaafi nahi.

No False Suppositions: Aisi baat na karo jo shayad sach na ho.

No Apology: Decision par maafi na maango.

No Slow-Start: Seedha point par aao.

No Meaningless Closing: Khaali jumlay se closing na karo.

No Future Problem Suggestion: Future mein masla hone ka zikr na karo.

10 No Phony Empathy: Jhoothi hamdardi na dikhao.

Example:

Socho tumne kisi shop se kapray return karne ki koshish ki lekin unhe pehna hua tha
is liye shop ne refund dene se inkar kar diya. Agar shopkeeper seedha bole "Hum

refund nahi de sakte kyun ke tumne dress pehni hai" to bura lagega. Lekin agar woh
bolen "Hum quality ka khaas khayal rakhte hain, aur kyun ke dress unworn nahi reh



sake gi, hum free alteration offer kar rahe hain taake fit perfect ho jaye" to yeh tactful
refusal hai jo customer ko itna bura nahi lagta.

Conceptual Questions

Q: Why is the direct approach recommended for rejecting job applications, even
though the indirect approach is usually preferred for other types of disappointing news?

Answer: Job rejection mein buffer use karna manipulative ya insincere lag sakta hai,
kyun ke applicant already expect karta hai ke usay seedha jawab milega. Is liye
seedha bata dena zyada honest aur respectful tareeqa hai.

e Jaise agar koi company job rejection letter mein bohot lambi tareef se shuru kare phir akhir
mein rejection bataye, to applicant ko laga ke unhe ghumaya ja raha hai, jab ke seedha
"position fill ho gayi hai" kehna zyada professional lagta hai.

Q: Why should a writer avoid using "company policy" as the sole justification for
refusing a request?

Answer: Sirf "policy hai" kehna reader ko laga sakta hai ke decision rigid aur ghair
munsifana hai, bina kisi logical wajah ke. Behtar hai ke policy ke peechay ki wajah ko
logical tareeke se explain kiya jaye.

e Jaise "humari policy hai ke facilities sirf company business ke liye hain" kehne ke bajaye, yeh
batana behtar hai ke kyun yeh restriction zaroori hai (jaise resources ki kami ya conflict of
schedule).

Lesson Quiz

1. What three guidelines should be followed when rejecting job applications? (Open with direct
approach, clearly state reason, close by suggesting alternatives)

2. Why is refusing a claim usually handled with the indirect approach? (Because most
customers making claims are emotionally involved)

3. What should a writer avoid relying on when refusing a claim, according to the lesson?
(Apologizing and relying on company policy)

4. What technique was used in the refund refusal example to soften the rejection while still
solving the customer's underlying problem? (Offering a free alteration voucher)

5. According to the "Don'ts" list, what should a writer avoid suggesting about the future when
closing a disappointing-news message? (That problems may arise again in the future)

Lesson 40: Writing Persuasive Message

Deep Explanation

Yeh bilkul waisi baat hai jaise tum apne walidain se kuch maangne se pehle pehle
unka mood dekho, sahi waqt choose karo, aur phir convincing wajah se baat karo.
Persuasive message bhi waise hi pehle audience ko samajhne, attention pakarne,
interest banane, aur action lene par convince karne ka safar hota hai.



Steps (Planning Persuasive Messages):

Analyze Your Purpose: Pehle yeh decide karo ke message ka magsad kya hai.
Analyze Your Audience: Audience ki zaroorat aur cultural background samajhna chahiye.
Establish Your Credibility: Apni baat ko reliable banao taake reader trust kare.
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Strive for High Ethical Standards: Persuade karte waqt honest raho, manipulate na karo.

Steps (Organizing a Persuasive Message — Four Phases):

Attention: Pehle ek aisi line se shuru karo jo reader ka tawajju kh<téch le.

Interest: Phir apne theme ko detail mein explain karo aur benefits batao.
Desire: Phir evidence ke saath samjhao ke change unke fayde mein hai.
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Action: Aakhir mein clear aur asaan action suggest karo.
Key Points (Establishing Credibility):

Support with Facts: Statistics, testimonials, ya research se apni baat ko support karo.
Name Your Sources: Information kahan se aayi hai, woh batao.

Be an Expert: Apna subject knowledge dikhao.

Common Ground: Reader ke saath kisi common belief ya value par baat karo.
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Be Enthusiastic, Objective, Sincere, Trustworthy: Yeh sab qualities reader ka trust banane
mein madad karti hain.

Key Terms (Balancing Appeals):

1. Emotional Appeal: Yeh feelings ko target karta hai, jaise "freedom" ya "comfort" jese lafz.
2. Logical Appeal: Yeh reason aur evidence par based hota hai.
3. Analogy: Specific se specific reasoning, jaise company ko town se compare karna.
4. Induction: Specific evidence se general conclusion nikalna.
5. Deduction: General trend se specific conclusion nikalna.
Example:

Socho tum apne university ke dost ko ek charity event mein volunteer karne ke liye
convince karna chahte ho. Pehle tum ek interesting line se shuru karte ho jo unka

tawajju kh<TSche (attention), phir batate ho is event se kya farak parega (interest),

phir samjhate ho ke isse unhe khud bhi acha lagega aur experience milega (desire),
aur aakhir mein bolte ho "kal 10 baje sirf 2 ghante de do, main tumhe pick kar lunga"
(action). Yahi persuasive message ka tareeqa hai jo logon ko convince karne mein
madad karta hai.

Conceptual Questions

Q: Why is establishing credibility considered especially important in persuasive
messages compared to routine messages?

Answer: Persuasive message mein audience naturally resist karti hai, is liye unhe
convince karne ke liye writer ko trustworthy aur knowledgeable dikhna zaroori hai,
warna woh message ko serious nahi lenge.



e Jaise agar koi salesperson apne claims ko statistics ya testimonials se support kare, to log
usay zyada serious lenge compared to sirf khaali daawe karne wale insan ko.

Q: What is the difference between using an "emotional appeal" and a "logical appeal"
in a persuasive message, and when might each be more effective?

Answer: Emotional appeal feelings ko target karta hai jaise "freedom" ya "comfort,"
jab ke logical appeal facts aur reasoning par based hota hai. Emotional appeal chhoti
decisions (jaise product khareedna) ke liye behtar hai, jab ke logical appeal bare aur

complex decisions ke liye zyada effective hai.

e Jaise koi donation maangne wala message emotion use karega (jaise "bachon ki madad
karo"), lekin koi business proposal logic aur data use karega (jaise market trends).

Lesson Quiz

1. What are the four phases involved in organizing a persuasive message? (Attention, Interest,
Desire, Action)

2. What are the four ways listed to establish credibility through evidence and expertise?
(Support with facts, name your sources, be an expert, establish common ground — among
others)

3. What are the three types of logical reasoning discussed in this lesson? (Analogy, induction,
and deduction)

4. According to the lesson, what four factors determine the right balance between emotional
and logical appeals? (The actions you wish to motivate, reader's expectations, degree of
resistance, how far you're empowered to go)

5. What should a writer avoid doing while striving for high ethical standards in persuasion?
(Manipulating the audience or distorting the truth)

Lesson 41: Writing Persuasive Message (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise koi vakeel court mein apna case prove karne ke liye
sirf facts hi nahi deta, balki story bana kar, examples de kar, aur emotions ko bhi
target kar ke judge ko convince karta hai. Persuasive writing mein bhi sirf logic kaafi
nahi hota, usay reinforce karne ke liye stories, metaphors, aur smart word choice
(semantics) use karne parte hain.

Key Terms (Faulty Logic to Avoid):

Hasty Generalization: Bohot kam evidence se conclusion nikalna.

Begging the Question: Apni baat ko sirf ghuma kar dobara kehna, koi naya proof na dena.
Attacking the Opponent: Insan par hamla karna, uske argument par nahi.
Oversimplifying: Complex masle ko sirf do options mein limit kar dena.

False Cause: Yeh maan lena ke pehle hone wali baat ne dusri baat ko cause kiya hai.
Faulty Analogy: Aise comparisons karna jo sahi tareeke se match nahi karte.
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Illogical Support: Aisa proof dena jo asal mein claim se connected na ho.




Key Terms (Reinforcing Tools):

1. Semantics: Lafzon ka chunaav jo unke meaning se zyada impression create kare.
2. Metaphors: Powerful comparisons jo asar dar tasveer banate hain.
3. Anecdotes/Stories: Real ya example stories jo logic aur emotion ko jor'ti hain.

Key Points (Strengthening Persuasive Messages):

Be Moderate: Bara change maangne ke bajaye chhota step maango.
Focus on Goal: Action par focus karo, sirf mind change karne par nahi.
Simple Language: Aasaan zaban use karo, overclaiming na karo.
Anticipate Opposition: Pehle se objections soch kar unka jawab do.
Be Specific: Facts aur figures ke saath support do.

Win-Win Situation: Aisa banao ke dono parties ko fayda ho.
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Timing: Sahi waqt par persuasive message bhejo.
Key Points (Dealing with Resistance):
1. Present All Sides: Pros aur cons dono batao taake credibility barhe.
2. Use "What If" Scenarios: Apni theory mein khud kami dhoond kar uska solution lao.

3. Involve the Audience: Unki opinion bhi shamil karo taake woh idea ko apna samjhein.

Key Points (Common Mistakes to Avoid):

1. Up-Front Hard Sell: Shuru mein hi strong stance lena, jis se mukhalifat barh jati hai.
2. Resisting Compromise: Bilkul flexible na hona.
3. Relying Only on Arguments: Sirf facts par depend karna, emotional connection na banana.
4. One-Shot Effort: Yeh sochna ke persuasion ek hi koshish mein ho jayegi.
Example:

Socho tum apne parents ko convince kar rahe ho ke tumhe naya laptop chahiye. Agar
tum seedha "mujhe abhi naya laptop chahiye" bolo (hard sell) to woh resist karenge.
Lekin agar tum pehle unki concern (budget) samjho, phir explain karo ke purana
laptop kitna slow ho gaya hai (logic), phir ek example do ke kal assignment submit
karne mein kitni dikkat hui (anecdote), to woh zyada easily convince ho jayenge.
Yahi persuasive writing ka asal tareeqa hai.

Conceptual Questions

Q: Why is "attacking your opponent's character" considered a faulty logic technique,
even if it might seem to strengthen your argument?

Answer: Yeh asal argument se tawajju hata deta hai aur sirf insan par hamla karta hai,
jo logically kuch prove nahi karta aur credibility kam kar deta hai.

e Jaise agar koi bole "uski baat ghalat hai kyun ke woh hamesha jhoot bolta hai" to yeh insan
par hamla hai, asal mein uske argument ka jawab nahi diya gaya.



Q: Why might using an anecdote or story be more persuasive than simply presenting
statistics alone?

Answer: Anecdotes logic aur emotion dono ko jor'ti hain aur audience ko ek real
situation se relate karne mein madad deti hain, jab ke sirf statistics dry aur impersonal
lagte hain.

e Jaise sirf "70% computers crash hote hain" kehne ke bajaye, "Mr. X ka hard drive uski
important presentation ke waqt crash ho gaya" kehna zyada impactful hota hai.

Lesson Quiz

1. What term describes drawing a conclusion based on too little evidence? (Hasty
generalization)

2. What persuasive tool refers to using the deeper meaning and connotation of words rather
than just their dictionary definition? (Semantics)

3. What technique involves testing your own argument for weaknesses before your audience
finds them? ("What if?" scenarios)

4. What common mistake involves setting out a strong position at the very start of a persuasive
message? (Using an up-front hard sell)

5. According to the lesson, is persuasion considered a one-time event or an ongoing process?
(An ongoing process)

Lesson 42: Writing Persuasive Message (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise koi advertisement tumhe pehle interesting fact se
attention deti hai, phir product ke fayde batati hai, aur aakhir mein "abhi order karo"
bolti hai. Sales letters bhi waise hi attention, interest, desire, aur action ke sequence
mein likhe jate hain taake reader product khareedne par convince ho jaye.

Steps (Sales Letter Plan):

Attention: Pehle reader ka tawajju khT<ch'ne wali line se shuru karo.

Interest: Phir product ya service mein interest banao.
Desire: Phir reader ke dil mein khwahish paida karo ke usay yeh chahiye.
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Action: Aakhir mein clear action ke saath khatam karo.
Types (Collection Letter Appeals):

1. Appeal to Fair Play: Yeh batata hai ke company ne apna kaam fairly kiya hai, ab customer ko
bhi fair hona chahiye.

2. Appeal to Good Credit Reputation: Yeh customer ko unki achi credit history yaad dilata hai
taake woh usay bargarar rakhe.
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Appeal to Pride: Yeh customer ko unki past achi payment history par proud feel karwata hai.

4. Appeal to Fear of Legal Action: Yeh sab se aakhri letter mein use hota hai jab koi aur tareeqa
kaam na kare.




Key Terms (Memos):

Memo: Yeh organization ke andar communication ke liye likha jane wala message hai.
Memo Requesting Information: Yeh kisi se information maangne ke liye likha jata hai.
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3. Memo Giving Instructions: Yeh kisi ko guidelines dene ke liye likha jata hai.

4. Transmittal Memo: Yeh kisi lambay report ko introduce karne ke liye likha jata hai.
5

Announcement Memo: Yeh kisi policy ya event ki khabar dene ke liye likha jata hai.
Types (Memorandum Reports):

1. Progress Reports: Yeh kisi project ki abhi tak ki progress batate hain.

2. Periodic Reports: Yeh regular intervals (jaise monthly) par data batate hain.

3. lustification Reports: Yeh kisi naye faisle ya khareedari ki wajah justify karte hain.
4. Letter Reports: Yeh limited information ko letter format mein present karte hain.

Example:

Socho tum apne dost ko ek naya phone case bechna chahte ho. Tum pehle bolte ho
"Kya tumhara phone gir kar tota hai?" (attention), phir batate ho ke yeh case kitna
strong hai (interest), phir batate ho ke isse unka phone hamesha safe rahega (desire),
aur aakhir mein bolo "Abhi order karo, sirf 500 rupay mein" (action). Yabhi sales letter
ka tareeqa hai jo persuasive writing mein use hota hai.

Conceptual Questions

Q: Why is the "appeal to good credit reputation” considered most effective in the first
letter of a collection series, rather than in later, more urgent letters?

Answer: Pehle letter mein customer abhi tak cooperative ho sakta hai, is liye unki
achi reputation yaad dila kar nazaakat se payment maangna asar dar hota hai. Baad ke
letters mein zyada sakht appeals (jaise legal action ka khauf) ki zaroorat parti hai jab
pehle wale tareeke kaam na karein.

e Jaise pehle letter mein "aapki achi credit history hai, ise bargarar rakhein" likhna kaafi hota
hai, lekin agar customer phir bhi na pay kare to aakhir mein "hum legal action lenge" jesi
sakht baat karni parti hai.

Q: What is the key difference between a "justification report" and a "progress report"
in terms of how information is organized?

Answer: Justification report mein recommendation aur conclusion sab se pehle diye
jate hain (direct/deductive plan), jab ke progress report mein information
chronological order mein di jati hai (introduction, phir abhi tak ki progress, phir baqi
kaam).

e Jaise agar koi naya collator khareedna justify karna ho to pehle recommendation batate hain
phir reasons, lekin agar training program ki progress batani ho to step-by-step update diya
jata hai.

Lesson Quiz



1. What are the four elements in the suggested plan for a sales letter? (Attention-getting
opening, interest-building section, desire/conviction section, action-oriented closing)

2. What are the four appeals discussed for writing effective collection letters? (Fair play, good
credit reputation, pride, fear of legal action)

3. What four standard headings are typically found at the top of a memo? (To, From, Date,
Subject)

4. What type of memo report follows a direct/deductive plan because its recommendation is
the most important section? (Justification report)

5. What s the basic difference between a letter report and other memorandum reports,
according to the lesson? (Their destination — letter reports are typically for external readers,
formatted as a regular letter)

Lesson 43: Writing Resume

Deep Explanation

Yeh bilkul waisi baat hai jaise jab tum kisi ko first impression dene ke liye apna best
photo aur thori si introduction dete ho, kyun ke unke paas tumhe ghor se parhne ka
waqt nahi hota. Resume bhi waise hi hota hai — employer sirf 45 second mein decide
karta hai, is liye resume mein apni best qualities clearly aur asar dar tareeke se present
karni parti hain.

Key Points (Fallacies vs Facts About Resume):
1. Purpose: Resume sab kuch list karne ke liye nahi, sirf interest banane aur interview hasil

karne ke liye hota hai.
2. Limited Reading Time: Employer resume ko 45 second se kam wagqt deta hai.

w

Too Much Info: Zyada information dene se reader ka interest kam ho sakta hai.

4. Self-Prepared: Resume khud likhna chahiye, sirf high-level jobs ke liye service use karni
chahiye.

Key Points (Qualities to Convey in a Resume):

Results-Oriented: Yeh dikhao ke tum results sochte ho.

Get Things Done: Yeh dikhao ke tum kaam complete karna jaante ho.
Well-Rounded: Yeh dikhao ke tum sirf ek field tak limited nahi.

Show Progress: Yeh dikhao ke tumne taraqqi ki hai.

Personal Standards: Yeh dikhao ke tumhare apne excellence ke standards hain.
Flexibility: Yeh dikhao ke tum naye kaam try karne ke liye taiyar ho.
Communication Skills: Yeh dikhao ke tum acha communicate kar sakte ho.
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Superstructure (Parts of a Resume):

Name & Address: Resume ki heading mein naam, address, aur contact info hoti hai.
Career Objective: Yeh batata hai tum kya job chahte ho.

Education and Training: Yeh latest se purani education list karta hai.

Work Experience: Yeh job history batata hai, date, title, ya skills ke hisaab se.
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Activities and Achievements: Yeh extracurricular kaam aur awards batata hai.




6. Personal Data: Yeh extra info hoti hai jaise hobbies.
7. References: Yeh logon ke naam hote hain jo tumhari taraf se gawahi de sakein.

Key Terms:

1. Chronological Resume: Yeh resume work experience ko sab se zyada important jagah deta
hai, jisme latest job pehle likhi jati hai.

Example:

Socho tum apni pehli job ke liye apply kar rahe ho aur resume bana rahe ho. Tum sab
se upar apna naam aur contact likhte ho, phir career objective likhte ho "Marketing
field mein job chahiye," phir education list karte ho latest se purani, phir agar koi part-
time job ya internship ki ho woh likhte ho. Yahi tareeqa hai jis se ek employer 45
second mein tumbhari achi qualities dekh kar interview ke liye bula sake.

Conceptual Questions

Q: Why is it important to adopt a "you-attitude" when writing a resume, considering
the resume is essentially about the applicant themselves?

Answer: Resume mein apni baat employer ke perspective se dekhni chahiye, taake
yeh clear ho ke applicant employer ki zaroorat kaise poori karega, sirf apni khud ki
baat batana kaafi nahi.

e Jaise sirf "main bohot hardworking hoon" likhne ke bajaye, yeh batana chahiye ke "meri
management skills se company ki efficiency kaise barhi," jo employer ke nuqgta nazar se
zyada relevant hai.

Q: What are the three key advantages of using a chronological resume format, as
opposed to other formats?

Answer: Chronological resume format employers ke liye familiar hota hai jis se
information dhoondna asaan hota hai, career growth dikhata hai, aur job
continuity/stability ko highlight karta hai.

e Jaise agar koi candidate ne pichle 5 saal mein teen promotions li hon, to chronological format
mein yeh clearly dikh jata hai ke unki career mein consistent growth hui hai.

Lesson Quiz

1. According to the lesson, how much time does a résumé typically have to make an impression
on an employer? (Less than 45 seconds)

2. What are the seven qualities a résumé should convey to employers? (Results-oriented, gets
things done, well-rounded, shows progress, has personal standards of excellence, flexible,
strong communication skills)

3. What are the three ways work experience can be listed in a résumé, according to the lesson?
(By date, by job title, by functional skills attained)

4. What should a job applicant do before listing someone as a reference on their résumé?
(Obtain their permission)



5. What are the three key advantages of a chronological résumé format? (Familiarity for
employers, highlights career growth/progression, highlights employment continuity and
stability)

Lesson 44: Writing Resume (continued)

Deep Explanation

Yeh bilkul waisi baat hai jaise koi player apne saare skills aik jagah dikha de (jaise
batting, bowling, fielding) bina yeh batae ke kis team mein kis order mein khela, kyun
ke uska focus sirf abilities dikhana hai na ke career timeline. Functional resume bhi
waise hi sirf skills aur achievements highlight karta hai, job history ko secondary
rakhta hai.

Key Points (Advantages of Functional Resume):
1. Skills First: Employer foran dekh sakta hai tum kya kaam kar sakte ho, bina job descriptions
parhay.
2. Earlier Experience Highlighted: Purani job experience ko bhi emphasize kar sakte ho.
3. De-Emphasize Gaps: Career mein agar koi gap ya unemployment ho to usay kam highlight kar
sakte ho.

Key Points (Completing Application Forms):

1. Keep Resume Updated: Hamesha apna resume up to date rakho aur saath rakho.
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Follow Instructions: Form ki instructions ghor se parho.

3. Complete Every Blank: Khaali jagah na chhodo, "None" ya "Not applicable" likh do agar
zaroorat ho.

4. Be Honest but Positive: Sach bolo lekin strengths ko highlight karo.

5. Salary Question: Agar salary expectation poocha jaye to range ya "negotiable" likh sakte ho.

Steps (Getting Ready for an Interview):

Review Resume: Apna resume dobara dekh lo.

Research Interviewer: Interviewer ke baare mein maloomat hasil karo.
Prepare Answers: Common sawalon ke jawab pehle se soch lo.

Learn Nonverbal Cues: Body language ka khayal rakho.
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Key Points (What Interviewers Evaluate):

Mental Alertness: Insan kitna responsive hai.
Problem-Solving: Insan masail ko kaise solve karta hai.
Stress Handling: Pressure mein kaise react karta hai.
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Trustworthiness: Kya is par bharosa kiya ja sakta hai.

Key Terms:




1. EQ(Emotional Quotient): Yeh emotional intelligence hai jo self-awareness, confidence, aur
empathy se measure hoti hai.

Key Points (Traits of People with High EQ):

Stay Focused Under Pressure: Mushkil waqt mein bhi clear soch rakhte hain.
Admit Mistakes: Apni ghalti maan'te hain.

Keep Commitments: Apne wadon ko poora karte hain.

Seek New Ideas: Naye nazariye dhoondte hain.
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Take Calculated Risks: Soch samajh kar risk lete hain.
Example:

Socho tumhare paas teaching ka experience hai lekin beech mein ek saal ka gap hai
jab tumne kuch kaam nahi kiya. Agar tum chronological resume banao to woh gap
clearly dikh jayega. Lekin agar tum functional resume banao jisme sirf apni teaching
skills, communication skills, aur management skills highlight karo, to gap itna
noticeable nahi hoga aur employer tumhari abilities par focus karega. Yahi functional
resume ka faida hai.

Conceptual Questions

Q: Why might a candidate with gaps in their employment history or limited career
progression prefer a functional resume over a chronological one?

Answer: Functional resume mein focus skills aur achievements par hota hai, job
timeline par nahi, is liye employment gaps ya kam career progress itni noticeable nahi
hoti jitni chronological resume mein hoti hai.

e Jaise agar koi insan 2 saal unemployed raha ho, to functional resume mein woh apni skills aur
past achievements highlight kar sakta hai bina timeline ko emphasize kiye.

Q: Why is having a high "EQ" (emotional intelligence) considered just as important
as technical skills by many employers today?

Answer: High EQ wale log pressure mein focused reh sakte hain, apni ghalti maan
sakte hain, aur teamwork acha kar sakte hain, jo kaam ki jagah par success ke liye
zaroori hota hai, sirf technical knowledge kaafi nahi.

e Jaise agar koi insan bohot zyada qualified ho lekin stress mein gussa ho jata ho ya apni ghalti
na maane, to woh team ke liye mushkil paida kar sakta hai, is liye EQ bhi employers ke liye
ahem hota hai.

Lesson Quiz

1. What are the three advantages of using a functional résumé format? (Employers see skills
without reading job descriptions, earlier job experience can be emphasized, gaps/lack of
progress can be de-emphasized)

2. What should an applicant write on a salary question if they haven't decided on a specific
figure? (Negotiable, open for discussion, or to be discussed during interview)



3. What four things should a candidate do to prepare before an interview? (Review résumé,
research the interviewer, formulate answers to likely questions, learn nonverbal cues)

4. What does "EQ" stand for, and what does it measure? (Emotional Quotient — it measures
emotional intelligence)

5. According to the lesson, what should a candidate avoid asking about during an interview?
(Salary)

Lesson 45: Overview

Deep Explanation

Yeh bilkul waisi baat hai jaise tum apne poore semester ki padhai ek revision class
mein dobara sun lete ho, taake har topic ka khulasa yaad aa jaye aur tumhe pata chale
ke poora course tumhe asal mein kya sikhana chahta tha. Yeh aakhri lesson bhi waise

hi MCM301 ke poore safar ka summary hai — self-concept se shuru hokar resume
likhne tak ka.

Key Points (Major Lessons from the Course):

1. Becoming a Smart Thinker: Apni identity, strengths, aur weaknesses samajhna zaroori hai
taake future ke goals clear ho sakein.

2. Being an Active Listener: Sirf sunna kaafi nahi, balki open mind, attention, aur empathy ke
saath sunna chahiye.

3. Becoming an Effective Speaker: Speaker, message, audience, channel, feedback, aur setting
— yeh sab milkar ek effective speech banate hain.

Key Terms (Components of an Effective Speech):

1. Speaker: Speaker ki motivation, credibility, aur delivery uski effectiveness decide karti hai.

2. Message: Message ka content, style, aur structure (introduction, body, conclusion) important
hote hain.

3. Audience: Audience ki age, education, aur background samajh kar speech taiyar karni
chahiye.

4. Channel: Nonverbal, pictorial, aur aural channels jithe zyada use ho, communication itni
behtar hoti hai.

5. Feedback: Yeh process complete hota hai jab speaker audience ke reaction par bhi respond
kare.

6. Setting: Jagah ka environment presentation ki effectiveness par asar dalta hai.
Key Points (Writing Purposefully):
Determine Purpose: Pehle sochna chahiye ke kyun likh rahe ho.

Consider Reader: Reader ke perspective se sochna chahiye.
Choose Idea & Content: Phir ideas aur content decide karo.
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Preparation Time: Achi writing ke liye 60% wagqt sirf planning mein lagta hai, likhne mein nahi.

Key Points (Living Happily Through Communication):




1. Avoid Misconceptions: Yeh na samjho ke "zyada communication" ya "communication se sab
masail khatam ho jate hain" — yeh galat fehmiyan hain.

2. Lifetime Process: Communication skills seekhna aur improve karna zindagi bhar ka kaam hai
jo happy aur healthy living ki taraf le jata hai.

Example:

Socho tum poora MCM301 course parh kar apna resume aur cover letter taiyar kar
rahe ho job ke liye. Tum apni self-assessment kar ke apni strengths samjhte ho (smart
thinking), interview mein attentively interviewer ki baat sunte ho (active listening),
apni presentation confidently dete ho with proper structure (effective speaking), aur
apna resume clear aur purposeful tareeke se likhte ho (purposeful writing). Yahi poore
course ka khulasa hai jo zindagi mein professionally aur personally kaam aata hai.

Conceptual Questions

Q: Why does the lesson emphasize that "memory for speech is reconstructive, not
reproductive" when discussing active listening?

Answer: Iska matlab hai ke hum jo sunte hain usay exactly yaad nahi rakhte, balki
apne zehan mein usay dobara banate hain jaisa hum samajhte hain ke kaha gaya tha.
Is liye listener ko careful rehna chahiye ke woh apni interpretation thopne ke bajaye
asal message samjhe.

e Jaise agar koi speaker kuch kahe aur listener usay apne hisaab se "reconstruct" kar le, to ho
sakta hai asal message kuch alag ho aur misunderstanding paida ho jaye.

Q: Why does the course conclude that "communication" alone does not eliminate all
problems, even though it's considered essential for success?

Answer: Communication sirf ek tool hai jo masail solve karne mein madad karta hai,
lekin agar usay sahi skills ke saath use na kiya jaye to woh masail ko khatam karne ke
bajaye barha bhi sakta hai.

e Jaise agar koi insan bina soche samjhe zyada baat kare (over-communication), to isse naye
conflicts paida ho sakte hain, masail khatam hone ke bajaye.

Lesson Quiz

1. What three key lessons does the overview highlight as takeaways from the entire course?
(Becoming a smart thinker, being an active listener, becoming an effective speaker)

2. What are the six salient components of an effective speech mentioned in this lesson?
(Speaker, Message, Audience, Channel, Feedback, Setting)
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What percentage of our waking time is spent listening, according to the lesson? (Nearly 42%)

4. What three elements make up the verbal component of a message? (Content, Style,
Structure)

5. What three misconceptions about communication does the lesson warn against believing?

(We need more communication, communication eliminates problems, meanings are in words)

END







