
INTRODUCTION
Communication - an art, a science or a practical skill?

Communication is fundamental to all working relationships; inept or
inadequate communication causes more controversy in business and
industry than any other single factor .

Communication deteriorates as organisations get bigger. The public
sector (government , public utilities, education) and the multinational
groups (Ford, Shell, ICI, Sony) employ millions of people. Lines of com
munication are stretched; organisation structures become cumbersome;
communication is remote , impersonal and anonymous. New technology,
where computer speaks to computer, intensifies the trend.

Yet more than ever before people expect to be treated as individuals:
to be consulted and informed; to express their views and have them
respected .

This conflict between organisational complexity and individual needs
can only be resolved by improving communication. Effective communica
tion demands efficient management organisation, understanding of the
effects of technological change , comprehensive interpersonal skills and
'mastery of communication techniques.

It is neither an art nor a science, but a basic practical skill which can be
learnt and applied .

This book explains how to acquire and use such skill within the working
context, at the same time taking into account examination requirements.
The chapters are interrelated and cross-referenced so that the order in
which you read can be varied to suit your own needs.

One last word. All successful communication depends on regarding
what we are trying to say or write from the listener's or reader's point of
view.

FOCUS

Success means asking yourself
HOW WOULD I FEEL IF I WERE LISTENING TO WHAT I AM SA YINm

HOW WOULD I FEEL IF I WERE READING WHAT I AM WRITlNG1

Anotherlastword.ln this book the male form 'he' is used for convenience,
and because the use of 'he/she', etc., is cumbersome. Any reference to 'he',
therefore, means 'she' as well, unless it would be obviously inappropriate.
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