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1. CrpykTypa BUBYCHHSI HABYAJIBHOI AUCHHILTiHH

1.1. Temamuunuii naan naeuanbHoi OUCUUNIIHU
No Ha3pa Temun KinbkicTh ToguH
TC Jlenna dpopma 3aouna hopMa HaBIAHHS
MU yCcror Y TOMY YHCJI YCBO Y TOMY YHUCI1
0 n | w/c | mab | g | c.p. T n | o/c | mab.| iHg | c.p.
8}
1 2 3 4 5 6 7 9 10 |11 |12 |13 |14
1 | Communication
fundamentals 20 4 4 - - 12 — - _ _ _ _
2 'tl)'he_ Foundations of
usiness
communication 20 4 4 - - 12 - - - - B -
3 Interpersonal
Communication 10 2 2 - - 6 - - - - - -
4 Team and Group
Communication 10 2 2 _ _ 6 _ _ _ _ B _
5 Business ethics 10 2 2 6
6 Business etiquette 10 2 2 6
7 Intercultu_ral _ 10 2 2 6
Communication
Y
CbOr'o roAuH 90 18 18 B B 54 B B B B B B
1.2. dexuii
KinpkicTs rogun
No .
Hasga 1 man Temu Jlerna | 3aouHa
3/m
dopma | dopma
1 2 3 4
1. Communication fundamentals 4 -
1.1. | Defining Communication
1.2. | Features of Communication
1.3. | Principles for Effective Communication
14 | Essential Components of Communication
1.5 | Communication Barriers
1.6 | Five Types of Communication Contexts
1.7. | The Responsibilities of a Communicator
2. The Foundations of business communication 4 —
2.1. | Defining Business Communication
2.2. | Basic elements of Business communication
2.3. | Types of Business Communication along with Examples
2.4. | Internal Business Communication
2.5. | External Business Communication
2.6 | Business Communication Methods o
2.7 | Functions and Significance of Business Communication
2.8 | The Globalization of Business )
2.9 | The Increasing Value of Business Information
2.10 | The Pervasiveness of Technology
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1 2 3
3. Interpersonal Communication 2
3.1. | How can you define interpersonal communication?
3.2. | What does effective interpersonal communication involve?
3.3. | What are the most imfmortant interpersonal skills?
3.4. | Why are interpersonal communication skills important?
4. [Team and Group Communication 2
4.1. |Both traditional and innovative company structures can rely heavily on teamwork,
4.2. (don’t they?
4.3. [How can you define a group and a team. Is there any difference?
4.4 [How can you characterize effective teams. ) o
45 If_ISt the professional (i.e., work-related) groups you interact with in order of
" [frequency.
46. \What are the advantages and disadvantages of team work?
4.7. " |Are teams always successful?
4.8. \What is a key reason that teams fail to meet their objectives?
5.  [Business ethics. 2
5.1. [Ensuring Ethical Communication
52, |Goals of Ethical Business Communicators
5.3. |[Unethical Communication
54 |Business Etiquette in the Workplace
55 [Business Etiquette in Social Settings
5'6' Business Etiquette Online
6. [Business etiquette 2
6.1. |What is etiquette?
6.2. |What is the difference between business ethics and etiquette?
6.3. What are the key aspects of business etiquette? _ _ )
6.4. |Why do you think people are more likely to engage in rude behaviors during
6.5 nline communication than during in-person communication?
6.6 Prove that business etiquette is vitally significant to your career.
7. [Intercultural Communication. 2
7.1. |[Communicating across social boundaries
7.2. |Analysing Cultures:
7.3, [Basic Concepts o _ _
74, [Cultural relativism (relativity) Analysing Cultural Differences
,5  (Attitudes and beliefs ]
76 Classifying cultures by dimensions
'Y cboro roguu: 18

1.3. Ilpakmuuni / ceminapcoki 3anamms

IpakTnyne 3anarra 1-2
Tema 1. Communication fundamentals
Humanns ons ycHo20 onumyeanHts ma OUcKycii

1. What is communication? Enumerate the main features of communication.

2. What are essential components of communication?

3. What are some possible types of communication?

4. Is communication important for better understanding of yourself and others?
5. Identify the major verbal and nonverbal barriers to communication.

6. Explain how communication skills help you solve problems, learn new things.

7. Explain the importance of effective communication to your career and to the companies where you will

work.

8. Enumerate some essential responsibilities of the communicator to the audience.

Bukonanns CTYACHTAMHU YCHUX Ta IMCbMOBHUX (TGCTOBI/IX) 3aBJaHb 3 IIMTaHb TECMHU 3aHATTA.

Ayoumopna poooma
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Memoouuni exaziexu

Knwouoeumu mepminamu, na po3yminHi AKUX OA3YEMbCA 3AC60EHHA HAGUATbHO20 Mamepiay
memu, €: appropriate, academic environment, channel, business environment, clarity, communication skills,
convergence/divergence, communication proficiencies, concise, compilation of information, context, to convey the
meaning, credibility, disrespectful forms, decoding, environmental cues, egalitarian, ethical sequence, encoding, to
grasp one’s message, facet, interpersonal communication, feedback, intrapersonal communication, interference,
verbal communication, insights, nonverbal communication, inappropriate, to outline draft, receiver, psychological
noise, reciprocity, source message.

3 Memoto 2nubOK020 3aC80CHHA HABYAILHO20 MAMEPIATY NPU CAMOCMINHOMY 6UGUEHHI meMu

cmyoenmy eapmo 0co0d.1ugy yeazy 30cepeoumu Ha maKkux acneKmax:

Many theories have been proposed to describe, predict, and understand the behaviors and phenomena of
which communication consists. When it comes to communicating in business, we are often less interested in theory
than in making sure our communications generate the desired results. But in order to achieve results, it can be valuable
to understand what communication is and how it works. The root of the word “communication” in Latin is
communicate, which means to share, or to make common (Weekley, 1967). Communication is defined as the process
of understanding and sharing meaning (Pearson & Nelson, 2000). Communication is the process of transferring
information and meaning between senders and receivers, using one or more written, oral, visual, or electronic media.
The essence of communication is sharing — providing data, information, insights, and inspiration in an exchange that
benefits both you and the people with whom you are communicating. At the center of our study of communication is
the relationship that involves interaction between participants. The first key word in this definition is process. A
process is a dynamic activity that is hard to describe because it changes (Pearson & Nelson, 2000). Imagine you are
alone in your kitchen thinking. Someone you know (say, your mother) enters the kitchen and you talk briefly. What
has changed? Now, imagine that your mother is joined by someone else, someone you haven’t met before — and this
stranger listens intently as you speak, almost as if you were giving a speech. What has changed? Your perspective
might change, and you might watch your words more closely. The feedback or response from your mother and the
stranger (who are, in essence, your 10 audience) may cause you to reevaluate what you are saying. When we interact,
all these factors — and many more — influence the process of communication. The second key word is understanding:
“To understand is to perceive, to interpret, and to relate our perception and interpretation to what we already know.”
(McLean, 2003). Understanding the words and the concepts or objects they refer to is an important part of the
communication process. Next comes the word sharing. Sharing means doing something together with one or more
people. You may share a joint activity, as when you share in compiling a report; or you may benefit jointly from a
resource, as when you and several co-workers share a pizza. In communication, sharing occurs when you convey
thoughts, feelings, ideas, or insights to others. You can also share with yourself (a process called intrapersonal
communication) when you bring ideas to consciousness, ponder how you feel about something, or figure out the
solution to a problem. Finally, meaning is what we share through communication. By looking at the context the word
is used in and by asking questions, we can discover the shared meaning of the word and understand the message.

Key takeaways. The communication model consists of five essential elements: communication need, sender,
message, audience, response. The communication is an ongoing, dynamic, emotional, two-way process. Effective
communication can be achieved by clarity of expression, completeness of information, 18 conciseness of message,
concreteness in presentation, courtesy towards recipient, correctness of facts, consideration for receiver. Competent
communicators try to avoid verbal and nonverbal barriers that might cause misunderstandings. They also choose the
best communication media for their messages.

MpakTuune 3auaTra 3-4
Tema 2. The Foundations of business communication
THumanns ons YCHO20 ONnUmMy6aHHA ma auCKVCl'i'

1. What is business communication?
2. What is the difference between communication and business communication?
3. What does effective communication mean?
4. Explain the importance of effective communication to your career and to the companies where you will
work.
5. Describe the communication skills employers will expect you to have and nature of communication in
an organization by using an audience-centered approach.
6. Do you agree with the following statements:




1). Effective communication helps employees accomplish their tasks more effectively and efficiently.

2). Businesses need poor communication to promote products and services in an effective way because of
strong competition in the market environment.

3). Business communication plays a significant role in maintaining harmony in relations between
management and subordinates.

4). Effective business communication usually provokes conflicts in working environment.

5). Effective business communication influences negatively on the efficiency of the company staff.

6). A proper and smooth system of communication in business is insignificant for qualitative leadership
activities.

7). Attracting new customers is a vital part of any business.

Ayoumopna poooma
BukonaHHs CTy/IeHTaMH YCHUX Ta MUCbMOBHX (TECTOBHX) 3aB/IaHb 3 MUTaHb TEMH 3aHSATTSI.

Knwuoeumu mepminamu, na po3yminHi AKuUX 6a3ycmvcsa 3aC60€HHA HABUATIbHO20 Mamepiay
memu, €: Business communication, to compel evidence, stakeholder, to support conclusion, to strengthen, to clarify
expectations, vendor, appropriate state, execution, workforce diversity, to opt, to ensure smooth communication,
feasible, conscientious approach, credibility, competitive insight, hostile, regulations and guidelines, to yield, internal
business communication, acquiring, external business communication, engagement, to build a social circle (bond),
to eliminate, entrepreneurial urge, workload, heavy reliance.

3 Memoto 2nub0K020 3aC80CHHA HABUAILHO20 MAMEPIAY NPU CAMOCMINIHOMY 6UGYEHHI meMU
CHLYOeHmY 8apmo 0coOuUgy yeazy 30cepeoumu Ha maKkux acneKmax:

Communication is an essential element in the success of any business. The process of transferring
information from one person to another, within and outside the business environment, is termed as ‘Business
Communication.” The term ‘Business Communication’ is derived from general communication, which is associated
with business activities. In other terms, communication between business parties or people for business-related tasks
is considered as ‘Business Communication.’

Different scholars have given different definitions of Business Communication. Few of them are mentioned
below:

According to Ricks and Gow defined Business Communication as a system that is responsible to affect
change throughout the whole organization.

According to W. H. Business Communication is exchanging business-related different views, ideas, and
news within the related parties.

Prof. J. Haste stated that when the communication occurs between either two or more than two business
people for the purpose of effective organization and administration of business then it is considered as Business
Communication.

Effective business communication is vital for achieving organizational goals.

Effective business communication is the way employees and management communicate to achieve
organizational goals. The objective is to improve organizational efficiency by reducing mistakes. Business
Communication includes different aspects like marketing, public relations, customer relations, corporate and
interpersonal communication, etc.

Basic elements of Business communication:

& Sender

«Business information

«Receiver

«Feedback

The above elements indicate business communication as a process in which information or news related to
business is exchanged between different business parties like customers, suppliers, business clients, employees, etc.
for the purpose of effective administration of the business.

Moreover, it involves a regular flow of information and feedback is considered as a crucial and important
aspect of business communication. Due to different levels of 34 hierarchy and involvement of a huge number of
people, business communication plays an important role in different management functions i.e. planning,
coordinating, organizing, directing, and controlling.

Key takeaways: Communication between business parties or people for business-related tasks is considered
as Business Communication. Basic elements of Business communication are sender, business information, receiver
and feedback.

6



IIpakTnyHe 3aHATTA 5
Tema 3. Interpersonal Communication
Humanns 0ns ycno2o onumyeants ma OUCKycii
1. How can you define interpersonal communication?
2. What does effective interpersonal communication involve?
3. What are the most important interpersonal skills?
4. Why are interpersonal communication skills important?

Ayoumopna poooma
BuKkOHaHHS CTyICHTAaMH YCHUX Ta MMUChbMOBHUX (TECTOBHX) 3aBJIaHb 3 MUTAHb TEMU 3aHATTSI.

Knwuosumu mepminamu, na po3ymiHHi AKUX 0a3Y€mMbCa 3AC60EHHA HABUATIbHO20 Mamepiany
memu, €: Interpersonal, to convey thoughts, to incorporate, to encompass all aspect, gesture, to lead a discussion,
self-awareness, to hit a winning shot, to contribute, to avoid (in)direct confrontation, (dis)agreement, to bear smth in
mind, meta-perception, to adopt particular strategies, reinforcement, to establish an atmosphere, self-disclosure, to
achieve co-operation, assertiveness, forms of reflection, non-verbal, vocalization, to give central importance, fidget,
core competence, anxiety, to remove distractions, ambiguity, to delay evaluation, untrustworthy, form of threat,
suspicious, discrepancy assertion, circumstances, to look for opportunity, assertiveness, to offend smb with smth.

3 memoro 2nud0oK020 3aC60CHHA HABYAILHO20 MAMEPIAY NPU CAMOCMINHOMY 6UGUEHHI meMu
CHLYOeHmY 6apmo 0coOuUgy yeazy 30cepeoumu Ha maKkux acneKmax:

WHAT DOES EFFECTIVE INTERPERSONAL COMMUNICATION INVOLVE? One answer to the
question posed by the heading to this section is that we need ‘good’ interpersonal skills so we can respond or react
to the other person or persons in ways which appear ‘natural’ and which are ‘effective’. This suggests that we have
accurately assessed what the other person is trying to communicate, and that accurate assessment depends upon how
we perceive that other person. But what if our perception is misleading? Suppose that you worked behind the counter
in an English bank and offered a male customer either cash or a cheque for a certain amount. Suppose the customer
responded ‘give me the money’ with no change in intonation over these four words. Would you interpret this behavior
as ‘rude’? Many native English-speakers would — to them it sounds too abrupt or even aggressive. The most common
‘polite’ English expression would be to say this phrase with a slight rise in intonation on the last word (assuming that
the person does not have a strong regional accent for which different rules might apply). If you interpreted the flat
intonation as rude, does this mean that you would deal with this customer in a correspondingly abrupt way? Or
perhaps you would not give him quite the same positive greeting you would give to other customers? But suppose
your customer came from a Middle Eastern country. He has in fact used the pattern of intonation, which is seen as
polite in his native culture. Would you be sufficiently aware of this cultural difference to avoid an inappropriate
reaction? The definition also suggests that we know what the conversation is trying to achieve — unless you know
what the goals are, how can you judge what is effective? And most texts on business communication stress the
importance of clear goals. For example, Stanton (1996, p. 1) suggests four general objectives which can apply to any
spoken communication: to be received; to be understood; to be accepted; and to get action. This line of argument
suggests that successful social interaction involves a lot more than just some ‘correct’ behaviors. The process of
interpersonal communication is complex — unless you understand some basic features of this process, you can easily
behave in ways which the other person will not accept or appreciate. For example, consider the model of interpersonal
communication in Figure 3.1 (from P. Hartley, 1999). This suggests that there are a number of fundamental processes:

m Social perception — how person A interprets the behavior and characteristics of person B. An example of
this is the bank customer example we discussed above.

m Social identity — how person A sees him- or herself in terms of their role and status. We communicate in
ways which support this sense of social identity.

m Coding — how A and B choose to express themselves. Do we use slang or jargon or technical words? What
non-verbal signals do we use

m The dual nature of ‘the message’, which always includes both information and relationship aspects.

m The influence of the social context

The more you investigate these processes, the more you realize that effective interpersonal communication
demands both social understanding — recognizing the processes — and social skills — being able to use the behaviors
and techniques.

Key takeaways:

o Interpersonal communication skills are important because they encompass all aspects of your
communication with other people in and out of work.



oTo succeed in any industry, you need to be able to express effectively your thoughts and ideas to others to
get what you want or need.
o|f you want to succeed in your career, you'll need to develop your interpersonal communication skills.

IIpakTnyHe 3aHATTH 6
Tema 4. Team and Group Communication
Humannus ons ycuo2o onumyeanHns ma OUCKycil

1. Both traditional and innovative company structures can rely heavily on teamwork, don’t they?
2. How can you define a group and a team. Is there any difference?

3. How can you characterize effective teams.

4. List the professional (i.e., work-related) groups you interact with in order of frequency.

5. What are the advantages and disadvantages of team work?

6. Are teams always successful?

7. What is a key reason that teams fail to meet their objectives?

Ayoumopna poooma
BukonanHs CTyIeHTaMH YCHUX Ta MMCbMOBHX (TECTOBHX) 3aB/IaHb 3 MUTaHb TEMH 3aHATTSI.

Knwouoeumu mepminamu, na po3ymiHHi AKUX 0A3y€mbcsa 3AC60EHHA HABUAILHO20 Mamepiay
memu, €: decision-making process, to share a mission and the responsibility, futile argument, to generate pressures,
cubicle, to evaluate alternatives, self-oriented roles, to explore options, team-maintenance roles, to break down
barrier, task-facilitating roles, to discuss the pros and cons, to evolve, to lead to win—lose (lose—lose) outcomes,
disruptive antics,, to clarify values, homogeneous teams, to overcome many obstacles, groupthink, to shake the hard-
won camaraderie.

3 memoro 2nud0oK020 3aC60CHHA HABYAILHO20 MAMEPIALY NPU CAMOCMINHOMY 6UGUEHHI meMu

cmyoenmy eapmo 0cod.1ugy yeazy 30cepeoumu Ha maKkux acneKmax:

The teamwork interactions among the employees represent one of the most essential elements of
interpersonal communication. Collaboration is working together to meet complex challenges. It has become a core
job responsibility for roughly half 69 the workforce. No matter what career path you pursue, it’s a virtual guarantee
that you will be expected to collaborate in at least some of your work activities. Your communication skills will pay
off handsomely in these interactions, because the productivity and quality of collaborative efforts depend heavily on
the communication skills of the professionals involved.

A team is a unit of two or more people who share a mission and the responsibility for working to achieve a
common goal. Problem-solving teams and task forces assemble to resolve specific issues and then disband when their
goals have been accomplished. Such teams are often cross-functional, pulling together people from a variety of
departments who have different areas of expertise and responsibility. The diversity of opinions and experiences can
lead to better decisions, but competing interests can lead to tensions that highlight the need for effective
communication. Committees are formal teams that usually have a long life span and can become a permanent part of
the organizational structure. Committees typically deal with regularly recurring tasks, such as an executive committee
that meets monthly to plan strategies and review results.

When teams are successful, they can improve productivity, creativity, employee involvement, and even job
security. Teams are often at the core of participative management, the effort to involve employees in the company’s
decision making. A successful team can provide a number of advantages:

e Increased diversity of views. Team members can bring a variety of perspectives to the decision-making
process as long as these diverse viewpoints are guided by a shared goal.

e Increased acceptance of a solution. Those who participate in making a decision are more likely to support
it and encourage others to accept it.

e Higher performance levels. Working in teams can unleash new levels of creativity and energy in workers
who share a sense of purpose and mutual 70 accountability. Effective teams can be better than top-performing
individuals at solving complex problems. Although teamwork has many advantages, it also has a number of potential
disadvantages. At the worst, working in teams can be a frustrating waste of time. Teams need to be aware of and
work to counter the following potential disadvantages:

e Groupthink. Like other social structures, business teams can generate tremendous pressures to conform
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with accepted norms of behavior. Groupthink occurs when peer pressures cause individual team members to withhold
contrary or unpopular opinions. The result can be decisions that are worse than the choices the team members might
have made individually.

e Hidden agendas. Some team members may have a hidden agenda —private, counterproductive motives,
such as a desire to take control of the group, to undermine someone else on the team, or to pursue a business goal
that runs counter to the team’s mission.

e Cost. Aligning schedules, arranging meetings, and coordinating individual parts of a project can eat up a
lot of time and money.

Team members who are committed to achieving the group’s purpose contribute by displaying positive
behavior. How can you be a good team member? The most effective groups have members who are willing to
establish rules and abide by them. Effective team members are able to analyze tasks and define problems so that they
can work toward solutions. They offer information and try out their ideas on the group to stimulate discussion. They
show interest in others’ ideas by listening actively. Helpful team members also seek to involve silent members. They
help to resolve differences, and they encourage a warm, supportive climate by praising and agreeing with others.
When they sense that agreement is near, they review significant points and move the group toward its goal by
synthesizing points of understanding.

Not all groups, however, have members who contribute positively. Negative behavior is shown by those who
constantly put down the ideas and suggestions of others. They insult, criticize, and aggress against others. They waste
the 71 group’s time with unnecessary recounting of personal achievements or irrelevant topics. The team clown
distracts the group with excessive joke-telling, inappropriate comments, and disruptive antics. Also disturbing are
team members who withdraw and refuse to be drawn out. They have nothing to say, either for or against ideas being
considered. To be a productive and welcome member of a group, be prepared to perform the positive tasks. Avoid
the negative behaviors.

Key takeaways:

e Team work has many advantages and disadvantages.

oEffective teams have a clear sense of purpose, open and honest communication, consensus-based decision
making, creativity, and effective conflict resolution.

oEffective teams can pool knowledge, take advantage of diverse viewpoints, and increase acceptance of
solutions the team proposes.

IIpakTuuHe 3aHATTA 7
Tema 5. Business ethics
Tlumanns 0ns ycHo20 onumyeanHs ma OUCKYCii

. What is ethics?

. Give the examples of unethical business communication.

. What are typical ethical topics in business?

. Should companies encourage an ethical culture?

. What is transparency?

. What is copyright? Why are issues of copyright law so important for business communicators?

. What elements are required to ensure ethical business communication?

. Prove, that business communication is governed by a wide variety of laws designed to ensure accurate,
complete messages.

~NOBRAPRRWWN PR

Ayoumopna poooma
BukoHaHHS CTyJJeHTaMH YCHHUX Ta MMChMOBUX (TECTOBUX) 3aBJIaHb 3 TUTAHb TEMU 3aHSTTS.

Knwuoeumu mepminamu, na po3yminni akux 6a3ycmubcsa 3ac60€HHA HAGUATIbHO20 Mamepiay
memu, €: to conceal, to adhere to stringent laws, assault, to abide by the Law, to deceive, to compete interests,
deceptive, conventional standards, defamation, to damage the reputation, to discriminate, to document sources, to
distort, ethical dilemmas, endnotes, ethical lapses, ethics, ethical position, ethical / unethical, an explicit ethics policy,
to exaggerate,, financial meltdown fraud, to flout company guidelines, footnotes, to give credits, lawsuit, inclusive
language, legal / illegal, to incorporate ethics, legislation,, public backlash, libel, quotation marks, misleading,

9



questionable ethics, misquoting, rigorous scrutiny, to omit, stealth marketing, plagiarism, to take responsibility,
privacy, to violate a copyright, to refrain from, written code of ethics, references, regulations, to sue, slander, stunt,
transparency, valid, virtue.

3 Memoro 2nub0oK020 3aC60EHHA HAGUATLHOZ0 MAmMepiany NPU CAMOCMINHOMY 6UBYEHHI memu
cmyoenmy eapmo 0cod.1ugy yeazy 30cepeoumu Ha maKkux acneKmax:

Ethics refers to conventional standards of right and wrong that prescribe what people should do. These
standards usually consist of rights, obligations, and benefits to society. They also include virtues such as fairness,
honesty, loyalty, and concern for others. Ethics is about having values and taking responsibility. Ethical individuals
are expected to follow the law and refrain from theft, murder, assault, slander, and fraud.

Ethical behavior is a companywide concern, but because communication efforts are the public face of a
company, they are subjected to particularly rigorous scrutiny from regulators, legislators, investors, consumer groups,
environmental groups, labor organizations, and anyone else affected by business activities.

Businesses today are well aware of the criticism heaped on them following the financial meltdown, and many
are striving to develop an ethical culture. Smart companies legislation public backlash libel quotation marks
misleading questionable ethics misquoting rigorous scrutiny to omit stealth marketing plagiarism to take
responsibility privacy to violate a copyright to refrain from written code of ethics references regulations to sue slander
stunt transparency valid virtue continue to incorporate ethics into their organizations and also to be more socially
responsible. PepsiCo, for example, is striving to produce more healthful foods and beverages and also to reduce the
company’s impact on the environment through initiatives focused on water, energy, and packaging. Being ethical
makes good business sense. Ethical companies endure less litigation, less resentment, and less government regulation.

Many business organizations are implementing policies and procedures to encourage an ethical culture.
Companies are establishing codes of ethics, appointing ethics compliance officers, and instituting ethics training
programs. Ethics codes typically cover five elements: responsibility, respect, fairness, honesty, and compassion.
Companies are also developing Web-based programs and workshops that teach employees how to relate to each
other, to the company, to customers, and to business partners. These trainings sometimes include ethical decision-
making models and role-playing scenarios that help employees respond appropriately to dilemmas.

Typical ethical topics include workplace romance, e-mail appropriateness, Internet use, integrity,
confidentiality, security, and harassment. If you join a large organization, you will probably be expected to sign a
document assuring that you will comply with the company’s code of ethics. In addition, you will be expected to
comprehend the laws that apply to your job. Managers who conduct applicant interviews, for example, must know
which questions are legal and which are not.

As a business communicator, you should understand basic ethical principles so that you can make logical
decisions when faced with dilemmas in the workplace. Professionals in any field must deal with moral dilemmas on
the job. However, just being a moral person and having sound personal ethics may not be sufficient to handle the
ethical issues that you may face in the workplace.

Ensuring ethical business communication requires three elements: ethical individuals, ethical company
leadership, and the appropriate policies and structures to support employees’ efforts to make ethical choices.
Moreover, these three elements need to work in harmony. If employees see company executives making unethical
decisions and flouting company guidelines, they might conclude that the guidelines are 83 meaningless and emulate
their bosses’ unethical behavior. Employers have a responsibility to establish clear guidelines for ethical behavior,
including ethical business communication. Many companies establish an explicit ethics policy by using a written
code of ethics to help employees determine what is acceptable. For example, Gap Inc. (the owner of the Gap, Banana
Republic, and Old Navy retail chains), publishes a detailed Code of Business Conduct for its employees, addressing
such areas as conflicts of interest, product integrity, health and safety, protection of company assets and information,
and political activities by employees.

A code is often part of a larger program of employee training and communication channels that allow
employees to ask questions and report instances of questionable ethics. To ensure ongoing compliance with their
code of ethics, many companies also conduct ethics audits to monitor ethical progress and to point out any weaknesses
that need to be addressed.

Key takeaways. Ethics are the accepted principles of conduct that govern behavior within a society.
Businesses usually implement policies to encourage an ethical culture, establish codes of ethics, which typically
cover five elements: responsibility, respect, fairness, honesty, and compassion.

IIpakTH4He 3aHATTS 8
Tema 6. Business etiquette
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Humanns ons ycuo2o onumyeanHs, ma OucKycii

1. What is etiquette?

2. What is the difference between business ethics and etiquette?

3. What are the key aspects of business etiquette?

4. Why do you think people are more likely to engage in rude behaviors during online communication than during
in-person communication?

5. Prove that business etiquette is vitally significant to your career.

Ayoumopna poooma
BukoHaHHS CTyJJeHTaMH YCHHUX Ta MUCbMOBUX (TECTOBUX) 3aBJIaHb 3 TUTAHb TEMH 3aHSTTS.

Knwuosumu mepminamu, na po3ymiHHi AKUX 0a3y€mMbCA 3AC60EHHA HABYUANLHO20 Mamepiaiy
memu, e: appropriate / inappropriate, acronym-filled messages, behavior, to adjust one’s style, courtesy, to be aware
of, grooming, contentious point, habits, to ease into a conversation, to haunt, to be an embarrassment to the company,
indiscretion, to get on your soapbox, instantaneous, to be a huge drain on morale, to interrupt, to invade someone’s
privacy, insult, to leave positive impressions, level-headed, morale-draining disruption, obnoxious, personal
appearance, to offend, personal demeanor, profanity, shabby treatment, respectful / disrespectful, social setting, rude,
to stir up emotions, upbeat and bubbly, to treat with respect, urgent, unassailable truths.

3 Memoro 2nub0K020 3aC60EHHA HAGUATLHOZ0 MAMEPIAy NPU CAMOCMINHOMY 6UGYEHHI memMu
CHy0eHmy 6apmo 0coodugy yeazy 30cepeoumu Ha maKkux acneKkmax:

Workplace etiquette includes a variety of behaviors, habits, and aspects of nonverbal communication.
Although it isn’t always thought of as an element of etiquette, your personal appearance in the workplace sends a
strong signal to managers, colleagues, and customers. Pay attention to the style of dress where you work and adjust
your style to match. Expectations for specific jobs, companies, and industries can vary widely. The financial
industries tend to be more formal than high technology, for instance, and sales and executive positions usually involve
more formal expectations than positions in engineering or manufacturing. Observe others, and don’t be afraid to ask
for advice. If you’re not sure, dress modestly and simply — earn a reputation for what you can do, not for what you
can wear.

Grooming is as important as attire. Pay close attention to cleanliness and avoid using products with powerful
scents, such as perfumed soaps, colognes, shampoos, and after-shave lotions (many people are bothered by these
products, and some are allergic to them). Shampoo your hair frequently, keep your hands and nails neatly manicured,
use mouthwash and deodorant, and make regular trips to a barber or hair stylist.

If you work in an office setting, you’ll spend as much time with your officemates as you do with family and
friends. Personal demeanor is therefore a vital element of workplace harmony. No one expects (or wants) you to be
artificially upbeat and bubbly every second of the day, but a single negative personality can make an entire office
miserable. Rude behavior is more than an etiquette issue, too; it can have serious financial costs through lower
productivity and lost business opportunities. Every person in the company has a responsibility to contribute to a
positive, energetic work environment.

Given the telephone’s central role in business communication, phone skills are essential in most professions.
Because phone calls lack the visual richness of face-toface conversations, you have to rely on your attitude and tone
of voice to convey confidence and professionalism.

Mobile phones are a contentious point of etiquette in today’s workplace. They can boost productivity if used
mindfully, but they can be a productivity — and moraledraining disruption when used carelessly. Be aware that
attitudes about mobile phones vary widely, and don’t be surprised if you encounter policies restricting their use in
offices or meeting rooms.

Nearly half of U.S. companies already have such policies. Like every other aspect of communication, your
phone habits say a lot about how much respect you have for the people around you. Selecting obnoxious ring tones,
talking loudly in open offices or public places, using your phone right next to someone else, making excessive or
unnecessary personal calls during work hours, invading someone’s privacy by using your camera phone without
permission, taking or making calls in restrooms and other inappropriate places, texting while someone is talking to
you, allowing incoming calls to interrupt meetings or discussions — all are disrespectful choices that will reflect
negatively on you.

Key takeaways. Etiquette is an essential element of every aspect of business communication. Personal
appearance can have a considerable impact on your success in business. Given the telephone’s central role in business
communication, phone skills are essential in most professions. Like every other aspect of communication, your phone
habits say a lot about how much respect you have for the people around you.
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IpakTHyHe 3aHATTS 9
Tema 7. Intercultural Communication
Iumanns 0 ycno2o onumyeants ma OUCKycii
1. What is the purpose of communication?
2. How can culture influence the communication process?
3. Why do you think intercultural communication is important for business?
4. Name the reasons for studying intercultural communication.

Ayoumopna poooma
BukonaHHs CTyIeHTaMH YCHUX Ta MUCbMOBHX (TECTOBHX) 3aB/IaHb 3 MUTaHb TEMH 3aHSATTSI.

Knwuoeumu mepminamu, na po3yminHi AKUX 6a3yemvcsa 3aC60€HHA HABUATIbHO20 Mamepiay
memu, €: hostility, intercultural communication, subgroups, social boundaries, stereotypes, cultural background,
subcultures, culture laden, tolerance, intercultural barriers, multinational, to gear smb up, ethnocentrism, cultural
relativism, workforce, corporate culture, perception, communication codes, validity, to base smth on, belief, to be
incorporated into, turn-taking, biased perception, attitude, even-handed approach, back-channel, uncertainty
avoidance, code-switching, to tend to favour, entrepreneurial, to bridge cultures,

3 Memoro 2nub0K020 3aC60EHHA HAGUATILHOZ0 MAMEPIANYy NPU CAMOCMINHOMY 6UGYEHHI memu
cmydenmy eapmo 0()05]1”6’)) yeacy 3ocepe0umu Ha makKux acnekmax.

Why does a corporation like IBM have 420,000 employees representing 184 languages and 96 nationalities
in markets worldwide? Today, businesses operate across borders and social and political boundaries. People are
increasingly connected throughout the world through the internet, communication technologies and the ease 102 of
airline travel. Competitive, sustainable businesses can continually open new markets and build their presences and
brands with professionals who can interact successfully with anyone, anywhere.

Organizations from the largest Fortune 500 multinational corporations to the smallest entrepreneurial start-
ups must be effective at transcending the differences of geography and culture. They must employ professionals who
are trained in communicating across boundaries and working with people from different backgrounds.

Intercultural communication is sharing information across boundaries, including geographic, cultural, social,
ethnic, religious and educational backgrounds. Intercultural communication must occur among individuals within
organizations, company representatives and external business partners and constituents.

This unit examines communication between different cultures — intercultural communication, also known as
cross-cultural communication. This is complex for a number of reasons. First, we know how difficult it is to
communicate across social boundaries because of factors which will be discussed, such as social stereotypes. Second,
the concept of culture is itself complex. It is a socially sensitive subject as people, usually subconsciously, tend to
approach it from the viewpoint of their own culture.

We start by looking at the general problems of communicating across social boundaries and then define and
discuss some of the key concepts associated with cultural analysis. We follow this by showing how cultural factors
affect cross-cultural communication, and explain management’s responsibility in bridging cultures and some
strategies they can use to overcome cross-cultural problems.

Researchers who have adopted what is known as the social identity approach argue that most of the time
people think, feel and act as members of some sort of group. In other words, we do not necessarily act towards another
individual in terms of their unique personality characteristics; we consider (perhaps subconsciously) our own group
memberships and theirs and then we decide to act towards them in a particular way. From this point of view, many
face-to-face meetings between individuals are really experienced as examples of what psychologists have called
intergroup communication (communication between groups) rather than just communication between individuals.

How far this happens depends on how relevant the social identities are to the people in the situation. For
example, if you are meeting a manager and you happen to be an elected staff representative, then you will be very
conscious of those group memberships, even if the meeting is not about specific staff business. There are a number
of important practical issues which follow from this perspective:

¢ Research on intergroup communication has shown that there may be predictable negative consequences
unless the group members work very hard on their communication.

e If we are using ‘group labels’ to categorize the other people we meet, then we will probably also attach
social stereotypes which may be misleading.

Much of this research has examined situations where two groups are in competition or in conflict. Typical
processes include the following:
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¢ Individual perceptions become biased and discriminatory. Group members tend to develop biased
perceptions within each group. For example, they will exaggerate the value of their own efforts in comparison to
those of the other group.

e Group processes change to ‘gear themselves up’ for conflict. For example, there will be more emphasis on
conformity to group norms, and a more authoritarian leadership style is likely to emerge.

¢ Discriminatory and antagonistic behaviour will lead to escalation of conflict. The groups will actually
discriminate against one another at every available opportunity. The developing climate of hostility has obvious
implications for communication. All communication from the ‘other side’ will be treated with suspicion, and
scrutinized for evidence of their ‘real intent’. Unfortunately, these processes can occur even when there is little direct
advantage to either side from competing.

Jandt (1998) suggests four ways in which stereotypes can damage communication:

e They can make us assume that a widely held belief is true when it is not. This can be important when
stereotypes are continually reinforced by the media.

o If we accept a stereotype, then we may believe that every individual in that group conforms to the
stereotype.

o Stereotypes can lead to a self-fulfilling prophecy. If you are labelling someone according to the stereotype,
then you will behave towards that person according to that label. They may well respond in ways which react to the
labelling, rather than their genuine character.

e We can interpret others’ behaviour according to the stereotype, and ignore other possible interpretations of
their behaviour.

Key takeaways. Intercultural communication is the process of sending and receiving messages between
people whose cultural backgrounds could lead them to interpret verbal and nonverbal signs differently. Every attempt
to send and receive messages is influenced by culture, so to communicate successfully, you need a basic grasp of the
cultural differences you may encounter and how you should handle them.

13



1.4. Camocminina poooma cmyoenmie

CamocriiiHa poOOTa CTYACHTA€E OJHIEID 3 OCHOBHHX CKJIQJOBUX OBOJIOJIHHS HaBYAIBHUM
MaTepiaJoM i BUKOHYETHCS B TI03aayAUTOPHHIA Yac, epe0aueHuii TEeMaTHYHUM IJIAHOM HaBYAJIBHOT
JIUCLIAIUTIHM.

[Tix yac BUBYCHHS HABYATHHOI IUCIUTUTIHY CTYCHTH IIOBUHHI HABUUTHUCS CAMOCTIHHO MUCIIUTH,
NOMIMOJIIOBATH 3aCBOEHI Ha TIPAaKTUYHUX 3aHATTSAX 3HAHHS, OIAHOBYBAaTH IPAKTHYHI HAaBHKH
CHUIKYBaHHS 3a MPOQECITHUM CIPSIMYBaHHSIM.

dopMa KOHTPOJIKO CAMOCTIMHOI poOOOTH — TIepeBipKa KOHCHIEKTy abo OOroBOpEHHsS Ha
NPaKTUYHOMY 3aHATTi. IluTaHHsS caMOCTiHHOI POOOTH BHHOCSTHCS HAa IMOTOYHUH 1 IMiJCYMKOBHMA
CEMECTPOBUI KOHTPOJIb.

Tema 1. Communication fundamentals
Tumanusa ona camocminunoil pobomu

1. Draw what you think communication looks like.

2. List three environmental cues and indicate how they influence your expectations for communication.
3. How does context influence your communication? Consider the language and culture people grew up
with, and the role these play in communication styles.

4. 1f you could design the perfect date, what activities, places, and/or environmental cues would you
include to set the mood?

5. Prove that each of five components serves an integral function in the overall communication process.
6. Which of the verbal and nonverbal barriers do you find most challenging? What can you do to
overcome these barriers at work and in your personal life?

8. What principles does effective communication depend on?

9. Do you agree with the statements?

1). Communication influences your thinking about yourself and others.

2). Communication influences how you learn.

3). Communication represents you and your employer.

4). Communication skills are desired by business and industry.

Tema 2. The Foundations of business communication
Humanus ons camocmitinoi pobomu

1. What is the value of business communication?
2. What is the definition of business communication?
3. What are the basic elements of business communication?
4. Why is business communication beneficial for execution or implementation of plans and policies.
5. Effective business communication is vital for achieving organizational goals, isn’t it?
6. Do you agree with the following statements:
1). Effective communication helps employees accomplish their tasks more effectively and efficiently.
2). Businesses need poor communication to promote products and services in an effective way because
of strong competition in the market environment.
3). Business communication plays a significant role in maintaining harmony in relations between
management and subordinates.
4). Effective business communication usually provokes conflicts in working environment.
5). Effective business communication influences negatively on the efficiency of the company staff.
6). A proper and smooth system of communication in business is insignificant for qualitative leadership
activities.
7). Attracting new customers is a vital part of any business.
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Tema 3. Interpersonal Communication
Ilumanns ons camocmitinoi pobomu

1. What social skills are the most important in modern business organizations?
2. What are the different styles of behavior?
3. Can assertiveness be confidently recommended without worrying about cultural and social context?
4. Do you agree with the statements “Listening is a core competence. People who cannot listen cannot
relate”.
5. What does self-disclosure mean? Is it necessary to self-disclose to develop a relationship with another
person?
6/ Do you agree with the statements?
1). Interpersonal communication is a complex process, which incorporates some important aspects of
communication.
2). The best communicators always interact with others poorly.
3). A new competitive reality is putting emotional intelligence at a premium in the workplace and in the
marketplace.
4). To avoid misunderstanding and inappropriate reaction communicators should aware of the cultural
differences?
5). Effective interpersonal communication demands only perfect social skills.

Tema 4. Team and Group Communication
Humanns ona camocmitinoi pobomu

. What are the reasons of team and group forming?

. Name the main characteristics of effective teams?

. What are the main characteristics of ineffective teams?

. Speak about steps of team development.

. Conflict in team activities can arise for a number of reasons. Name some of them.
. What steps for dealing with conflicts do you know? Are they useful?

. What is groupthink? How can team avoid it?

8. Do you agree with the statements?

1). A team is a unit of two or more people who work independently and they are responsible for
achieving their own goals.

2). Effective teams perform better than individuals at solving complex problems.

3). A successful team can provide a number of advantages.

4). Groupthink is a positive phenomenon in business teams.

5). Frustrating waste of time is a main disadvantage of working in teams.

~NOoO oIk wWN -

Tema 5. Business ethics
Tumanusa ona camocmitinoi pobomu

1. What are the key goals of ethical communication in business?

2. Why should business communicators use inclusive language?

3. What are the main rules of giving credit?

4. What examples of unethical communication can you enumerate?

5. What is stealth marketing? What does it involve as a major issue in business

communication transparency?

6. Do you agree with the statements?

1). Being ethical makes good business sense.

2). Being a moral person and having sound personal ethics is sufficient to handle the ethical issues that
you may face in the workplace.

3). It is essential for business organizations to develop training programs and workshops that teach
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employees how to relate to each other, to the company, to customers, and to business partners.
4). Ethics audits help monitor ethical progress.

Tema 6. Business etiquette

Iumanns ons camocmitinoi pobomu
1. Explain the importance of business etiquette, and identify three key areas in which good etiquette is
essential.
1) Which of the following is the best characterization of etiquette in today’s business environment?
a) Business etiquette is impossible to generalize because every company has its own culture; you have to
make it up as you go along.
b) With ferocious international competition and constant financial pressure, etiquette is an old-fashioned
luxury that businesses simply can’t afford today.
c) Ethical businesspeople don’t need to worry directly about etiquette because ethical behavior
automatically leads to good etiquette.
d) Etiquette plays an important part in the process of forming and maintaining successful business
relationships.
2. If you forgot to shut off your mobile phone before stepping into a business meeting and you receive a
call during the meeting, the most appropriate thing to do is to:
a) Lower your voice to protect the privacy of your phone conversation.
b) Answer the phone and then quickly hang it up to minimize the disruption to the meeting.
c¢) Excuse yourself from the meeting and find a quiet place to talk.
d) Continue to participate in the meeting while taking the call; this shows everyone that you’re an effective
multitasker.
3. Your company has established a designated “quiet time” from 1:00 to 3:00 every afternoon, during
which office phones, IM, and email are disabled so that people can concentrate on planning, researching,
writing, and other intensive tasks without being interrupted. However, a number of people continue to
flout the guidelines by leaving their mobile phones on, saying their families and friends need to able to
reach them. With all the various ringtones going off at random, the office is just as noisy as it was before.
What is the best response?
a) Agree to reactivate the office phone system if everyone will shut off their mobile phones, but have all
incoming calls routed through a receptionist who will take messages for all routine calls and deliver a note
if an employee truly is needed in an emergency.
b) Give up on quiet time; with so many electronic gadgets in the workplace today, you’ll never achieve
peace and quiet.
c) Get tough on the off enders by confiscating mobile phones whenever they ring during quiet time.
d) Without telling anyone, simply install one of the available mobile phone jamming products that block
incoming and outgoing mobile phone calls.
4. Constantly testing the limits of your company’s dress and grooming standards sends a strong signal that
you:
a) Don’t understand or don’t respect your company’s culture.
b) Are a strong advocate for workers’ rights?
¢) Are a creative and independent thinker who is likely to generate lots of successful business ideas?
d) Represent the leading edge of a new generation of enlightened workers whowill redefine the workplace
according to contemporary standards.

Tema 7. Intercultural Communication
Humanns ons camocmitinoi pobomu
1. What are the common stereotypes of the different cultural groups in the workforce in your region?
2. How do these stereotypes affect relations between members of different groups?
3. How are these stereotypes reinforced by local/national media?
4. What are cultural assumptions? Are they important for successful cross-cultural communication?
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How?

5. How do norms, attitudes and beliefs influence intercultural communication? Give your own
examples.

6. What dimensions of cultures can you name? Name examples of cultural differences using these
dimensions.

1.5. Inousioyanwvni 3a60anus

[nauBinyanbHi 3aBIaHHs ependadaroTbes y popMi pedepariB-orisaaiB. 3aBnanns y dopmi IHJ(3
00MPAETHCS CTYIEHTOM JA0OPOBUIFHO HA MOYATKYy ceMecTpy. BUKOHaHHS iHAMBITyalbHOTO 3aBIAHHS Y
dopwmi IH/I3 moxe nepenbdayae:

- mig0ip Ta OMpaIOBaHHS JITEPATYPHU 33 TEMOIO;

- CKJIQJIaHHs TUTaHY 1 BUKOHAHHS POOOTH (BCTYI, nepuie numanHs - PO3KPUTTS TEOPETHUHUX
ACMeKTIB MpoOJIeMH, BUKIAJ OCHOBHHX 1€l Ta MPOMO3HWINA aBTOPIB; Opyee NUMAHHA - aHANI3
(aKTUYHUX Ta CTATUCTHYHMX JAHUX; BUCHOBKH; CIIMCOK BUKOPUCTAHOI JIiTepaTypH Ta iHGOopMaIiitHux
JoKepen);

- mpe3enTanis [H/[3 Ha mpakTHYHUX 3aHATTAX (BUCTYH JI0 S5 XBHUJIHH).

[nnuBinyansHe 3aBaaHHs y Gopmi pedepaTiB-orisaiB 0OMPaEThCS CTYAEHTOM JOOPOBUILHO HA
MI0YaTKy CEMECTPY 1 BUKOHYETHCS 32 yCTAICHUMH BUMOTaMH.

1.5.1. Ocnosni eumozu 00 nanucanus peghepamie-o2naoie

[Tpu BUKOHAHHI IHIUBITyaJIbHOTO 3aBJIaHHS HEOOX1IHO B3ATH JI0 yBary, 1o pedepar (nart. refero
— JIOHOITY, TOBIIOMIISIO, TIEPEKa3yr) — Iie KOPOTKH TIepeka3 3MICTy HayKoBOI poOOTH, KHUTH abo
BUYCHHSI, 0()OPMJICHE y BUIJISIII MUCHMOBOI ITyOJI1YHOT IOMOBIIi; AOMOBIIbL HA 3a7]aHy TeMY, 3p00JIeHa Ha
OCHOBI KPUTHYHOTO OTJISITY BiIOBITHUX JKepen iHdopMallii (HayKOBUX Mpallb, JITEPATYPH MO TEMI).

31 cBOro 60Ky, pedepaT-orisl CKIaTaeThCcs Ha OCHOBI JEKITBKOX JKEPET 1 31CTaBIIsie Pi3HI TOUKU
30py 3 AOCTIKYBaHOTO MUTAHHS.

Pedepar-ornsaa, He3aneXHO BiJ TE€MH, MICTUTh BHM3HAYEHI DPEKBI3UTH: THUTYJIbHA CTOpiHKA
BCTAHOBJICHOTO 3pa3Ka, BCTYI, PO3JLIM, BUCHOBKH, CITUCOK BUKOPUCTAHUX JDKepen 1 gojmaTku (y pasi
HEOOX1HOCTI).

OO0O0B’A3K0BO B TEKCTI MOBUHHI OyTH MOCWJIAHHS Ha JpKepena, 10 Oy BUKOPUCTaHI IMpH
HanucaHHi pedepary. [locunanHs mogar0ThCs y KBaIpaTHUX AY’KKax 3 BKa3iBKOIO HOMepa Jixepena, 3a
SIKUM BOHO BHECEHE Y CITHCOK BUKOPHCTAHUX JDKEPEIT, Ta CTOPIHKH (SKIO TIOJIAETHCS TOYHA ITUTaTa abo
YHCIIOBI JaHi), Hanpukian [3, c.8].

TexHiuH1 BUMOTH: TeKCT Mae OyTu HaOpanuil mpudrom Times New Roman, 14 kernem uepes
1,5 intepBanu. [Tons: Bepxue — 2,0 cM, HuxKHE — 2,0 oM, niBe — 3,0 cM, paBe — 1,0 cm. 3aranbpauii o0csar
pedepary-ormsiny — 1o 15 cropinok gopmary A4.
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1.5.2.Temu peghepamie-ocnaoie ma naykoeo-0ociionux 3ag0ans

Why is it important to communicate well?

The key principles of effective communication.
What makes business communication effective.
Interpersonal communication and team skills.

Dealing with conflicts in groups and teams.

Advantages and disadvantages of team communication.
Group dynamics.

Committing to ethical and legal communication in business.
- Common unethical business practices.

. - Effective ethics training for employees.

. Characterize your national culture in terms of dimensions.

. What stereotypes and culture differences can you single out in your culture?
. How do they effect intercultural communication?

. The English language as the language of business.

. Cultural background effects communication in the workplace.

. Responsibilities of the communicator and the audience.

* Temu Haykosux pobim, pepepamis, meKCcmie MOHCYMb 3MIHIOBAMUCH BUKTIAOAYEM.

1.6. ITiocymkosuii konmposo
[TincymMKOBHIA cEeMeCTPOBHUI KOHTPOJIb IPOBOAMUTHLCS Y (hopMi yCHOTO 3alTiKy. 3aTiKOBHi OiieT
MICTHTB 3 MTUTaHHS.

1.6.1. lTumannsn 013 NIOCYyMK08020 KOHMPOTIIO
Humannsa Ne 1 ¢ exzamenauiiinux oinemax

What is communication? Enumerate the main features of communication.
What are essential components of communication?

What are some possible types of communication?

Is communication important for better understanding of yourself and others?
Identify the major verbal and nonverbal barriers to communication.

Explain how communication skills help you solve problems, learn new things.

NogakrowbdpE

you will work.
8. Enumerate some essential responsibilities of the communicator to the audience.
9. What is business communication?
10. What is the difference between communication and business communication?
11. What does effective communication mean?

12. Explain the importance of effective communication to your career and to the companies where

you will work.

13. Describe the communication skills employers will expect you to have and nature of

communication in an organization by using an audience-centered approach.
14. How can you define interpersonal communication?
15. What does effective interpersonal communication involve?
16. What are the most important interpersonal skills?
17. Why are interpersonal communication skills important?
18. What is ethics?
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19.
20.
21.
22.
23.
24.
25.

26.
27.
28.

29.
30.

=

11.
12.
13.
14.

15.
16.

17.

18.
19.

20.
21.
22.

Give the examples of unethical business communication.

What are typical ethical topics in business?

Should companies encourage an ethical culture?

What is transparency?

What is copyright? Why are issues of copyright law so important for business communicators?
What elements are required to ensure ethical business communication?

Prove, that business communication is governed by a wide variety of laws designed to ensure
accurate, complete messages.

What is the difference between business ethics and etiquette?

What are the key aspects of business etiquette?

Why do you think people are more likely to engage in rude behaviors during online
communication than during in-person communication?

Prove that business etiquette is vitally significant to your career.

Name the reasons for studying intercultural communication.

IHumannsa Ne 2 ¢ exzamenauiunux oinemax

Draw what you think communication looks like.

List three environmental cues and indicate how they influence your expectations for
communication.

How does context influence your communication? Consider the language and culture people
grew up with, and the role these play in communication styles.

If you could design the perfect date, what activities, places, and/or environmental cues would
you include to set the mood?

Prove that each of five components serves an integral function in the overall communication
process.

Which of the verbal and nonverbal barriers do you find most challenging? What can you do to
overcome these barriers at work and in your personal life?

What principles does effective communication depend on?

Recall one time you felt offended or insulted in a conversation. What contributed to your
perception?

When someone lost your trust, were they able earn it back?

. Does the communicator have a responsibility to the audience? Does the audience have a

responsibility to the speaker? Why or why not?

What is the value of business communication?

What is the definition of business communication?

What are the basic elements of business communication?

Why is business communication beneficial for execution or implementation of plans and
policies?

Give brief characteristic of the main types of business communication.

What is the main difference between internal (upward) and internal (downward)
communication?

Why is lateral (or horizontal) communication considered as crucial for companies especially in
reaching the desired results?

What does the written form of business communication include?

What type of business communication is a vital source of viewing and representing
organizational issues?

What social skills are the most important in modern business organizations?

What are the different styles of behavior?

Can assertiveness be confidently recommended without worrying about cultural and social
context?
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23.
24.
25.
26.
27.
28.
29.

30.

17.
18.
19.
20.
21.
22.
23.
24,
25.

26.

Do you agree with the statements “Listening is a core competence. People who cannot listen
cannot relate”.

What does self-disclosure mean? Is it necessary to self-disclose to develop a relationship with
another person?

What are the key goals of ethical communication in business?

Why should business communicators use inclusive language?

What are the main rules of giving credit?

What examples of unethical communication can you enumerate?

What is stealth marketing? What does it involve as a major issue in business communication
transparency?

What are the common stereotypes of the different cultural groups in the workforce in your
region?

Humannsa Ne 3 ¢ exzamenauiitnux oinemax

Please recall a time when you gave a speech in front of a group. How did you feel? What was
your experience? What did you learn from your experience?

If you were asked to get the attention of your peers, what image or word would you choose and
why?

If you were asked to get the attention of someone like yourself, what image or word would you
choose and why?

Make a list of mass communication messages you observe for a one hour period of time.
Describe the communication skills employers will expect you to have and the nature of
communicating in an organization.

Communication is important to your career.

What are the reasons of team and group forming?

Name the main characteristics of effective teams?

What are the main characteristics of ineffective teams?

. Speak about steps of team development.

. Conflict in team activities can arise for a number of reasons. Name some of them.

. What steps for dealing with conflicts do you know? Are they useful?

. What is groupthink? How can team avoid it?

. How do these stereotypes affect relations between members of different groups?

. How are these stereotypes reinforced by local/national media?

. What are cultural assumptions? Are they important for successful cross-cultural communication?

How?
How do norms, attitudes and beliefs influence intercultural communication? Give your own
examples.
What dimensions of cultures can you name? Name examples of cultural differences using these
dimensions.
What are communication codes?
What aspects of culture affect business communication?
What should management do to improve intercultural communication in theworkplace?
How can intercultural barriers be overcome?
What are cultural assumptions? Are they important for successful cross-cultural communication?
How?
How do norms, attitudes and beliefs influence intercultural communication? Give your own
examples.
What dimensions of cultures can you name? Name examples of cultural differences using these
dimensions.
What are the common stereotypes of the different cultural groups in the workforce in your
region?
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27. How do these stereotypes affect relations between members of different groups?

28. How are these stereotypes reinforced by local/national media?

29. What examples of unethical communication can you enumerate?

30. What is stealth marketing? What does it involve as a major issue in business communication
transparency?

1.6.2. Ilpuknao 6inema o 3aniKy
BUJIET Ne 00

Explain the importance of effective communication to your career and to the companies where you
will work.

Recall one time you felt offended or insulted in a conversation. What contributed to your perception?
Describe the communication skills employers will expect you to have and the nature of
communicating in an organization.
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2. Cxema HapaxyBaHHs 0aJtiB

2.1. HapaxyBanHs OaiiB CTyJ€HTaM 3 HAaBYAJIBHOI JUCHIMIUIIHUA 31HCHIOETHCS BIAMOBIIHO 0
TAKOI CXEMHU:

BuBuenns
HaBYaJIbHOI JUCIUILIIHA
|
| Jlo 100 6aniz |
I
| |

OuHa (ieHHa, BEUipHs) 3aouHa (nucraHuiiza) Gopma
dhopMa HaBYAHHS HaBYaHHS
Jlo 10 6amiB — Jo 5 6aniB —
3a pe3ynbTaTaMu HaBYaHHS 3a pe3ynbTaTaMu HaBYaHHS
IiJ1 Yac JeKIii M1 Yac JIEeKIIi
Jlo 40 6amiB — Jo 256aniB —
3a pe3ynbTaTaMu HaBYAHHS 3a pe3ynbTaTaMu HaBYaHHS
i 9ac CeMiHapCHKHUX i 9ac CeMiHapCHKIX
(pakTHYHUX, TaOOPATOPHUX ) (TIpakTHYHUX, Ta00PaTOPHUX )
3aHSTh 3aHsTh
Jo 20 6aiiB — Jo 40 6aiB —
3a pe3yabTaTaMu CaMOCTIHHOT 3a pe3ynbTaTaMu CaMOCTIHHOT
poboTH poboTH
Jo 30 6amiB —

3a pe3yjibTaTaMH CKJIQJAaHHS
CEMECTPOBOr0 KOHTPOJIIIO

O06csr 6aniB, 3100yTUX CTYAEHTOM Mij Yac MPaKTUYHUX 3aHATh, OOUMCIIIOETHCS 32 CyMOIO OaliB,
3100yTHX M Yac KOXKHOTO 13 3aHATh, MepeAdauyeHrnX HaBUaJIbHUM IUIAHOM, 1 BH3HAYAETHCS 3TIHO 3
nyHKkToM 4.3.5 IlonoxeHHs Hpo Opradi3alil0 OCBITHBOTO Ipolecy B XMEJIbHHIBKOMY YHIBEPCHTETI
YIOpaBIiHHSA Ta MpaBa.

3 HaBYAJIBHOI AUCLUIUIIHYU Mepe0ayeHo NMPOBEACHHS 9 NEeKIIMHNUX 3aHATh 3a JIEHHOK (HOPMOIO
HaBYaHHS.

Ne 3/t dopma Kinekicts KinekicTh BigBigaHUX JEKIIN
HaBYAHHS JIEKIIiH 3a 1 2 3 4 5 6 7 8 9
IIJIAHOM
1 Jlenna 9 1,1 1,1 1,1 1,1 1,1 1,1 1,1 1,1 10

3 HaBYAIBHOI JII/ICI_II/IHJ'IiHI/I r[epe;[6aquo IMPOBCACHHA 9 MMPAaKTUYHUX 3aHATH 3a JICHHOIO (I)OpMOIO
HaBYaHHA.

OO6csr 6aniB, 3700yTUX CTYIEHTOM IiJ] Yac MPAKTUYHHX 3aHATh 3 HABUAIBHOI JUCHUILIIHH,
BU3HAYaeThes 3a popmynoro Y =Bb1+b2+...+bn/n x K, ne:
Y «—3arajbHa cyma OaiiB;

b — kinbKicTh OaliB, OTpUMaHUX Ha OJHOMY 3aHSTTI;
N — KIJIBKICTh CEMIHApChKUX (MPaKTUYHUX, J1IAOOpAaTOPHUX) 3aHATh, BHU3HAYEHUX POOOUYOIO
HPOTrPaMoIo;
K — xoediuient, skuit, nopiBHioe 11 (3 ypaxyBaHHAM crieli(iKy HABYATIbHOI AUCIUILTIHK).
3a pe3yiabTaTaMy MPAKTUYHOTO 3aHATTS KOXKHOMY CTYAEHTY JI0 BIJOBITHOTO JOKYMEHTa 00Ky

YCIILITHOCTI BUCTABISAETHCS KUTBKICTB 0atiB Big 0 10 5 unciom, kpatHum 0,5, Ky BiH OTpUMaB IPOTITOM
3aHATTS.

1.2. [Tin gac mpoBeneHHS CeMIHAPCHKUX (MPAaKTHYHUX, JIAOOPATOPHUX) 3aHATH CTYJICHTaM
BHUCTABJIIIOTHCS OaJIH, SIKMM BiTIOBia€ PiBeHb 3HAHb CTY/ICHTIB, TOAaHui y Ta0. 4.2. [TonoxeHHs Ipo
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OpraHizalilo OCBITHBOTO Mpoliecy B XMEJIbHUIIBKOMY YHIBEPCUTETI YIPaBIiHHS Ta MIPaBa.

1.3.

[lin yac mpoBeneHHS CeMIHApCHhKUX (MPAaKTHYHUX, JIAOOPATOPHUX) 3aHATH CTYJICHTaM
BUCTAaBIISIOTHCS Oallv, SKMM BIANOBiAa€ piBeHb 3HAHDb CTY/ACHTIB, MofaHui y Ta0:m. 4.2. [TonoxxeHHs npo

OpraHizarlito OCBITHbOTO MPOIIECY B XMEIIbHUIILKOMY YHIBEPCHUTET] YIIPaBJIiHHS Ta MpaBa.

Tabmuis 4.2.
Kpurepii moTouHOTO OIIIHIOBaHHS 3HAHb CTYJCHTIB
3MiCT KpUTEPIiB OLIHKU
. . TecroBi 3aBaaHHs
Oninka [TucemoBi
. . OJTHAKOBOTO . o
3a OJTHE 3aHATTA YCcHi BUCTYTTH HETECTOB1 piBHs pisHHX piBHiB
3aBIaHHS . CKJIQJIHOCT1
CKJIAIHOCTI
1 2 3 4 5
5 CryneHT y TOBHOMY OOCS3i BOJIOJI€ CryneHt CryneHt HaOpaB
HAaBYAJIbHUM  MaTepiajoM, BUIbHO | MPaBUIBHO HE MEHIIIEe
CaMOCTIHHO Ta apryMEHTOBAaHO MOro | BHPIIIMB yCi 90 % Bin
BUKJIAJIA€ TiJ YaC YCHUX BUCTYMIB Ta | abo HE MEHIIe MaKCHUMAaJIbHO
nmucbMOBHX Bimmosimeid, rmooko Ta | 90 % rtecroBux MO>KJIMBOL
BCEOIYHO PO3KpHUBA€E 3MiCT 3aBJ/IaHb. KUIBKOCTI OauTiB.
TEOPETUYHUX NHUTAHb Ta MPAKTHUYHHUX
3aB/IaHb, BUKOPUCTOBYIOUYH IPU LILOMY
000B’SI3KOBY Ta JI0IaTKOBY
miteparypy. I[IpaBunbHO BUpimMB yci
a6o ne wmenme 90 % mnUCEMOBHX
3aBJIaHb.

45 CTyneHT JOCHTh TIOBHO  BOJIOJIE Crynenr Crynent HabpaB

HaBYAJIbHUM MmarepiaioM, |  MpaBUIbHO 82-89 % Bin
OoOTpyHTOBaHO MOT0 BUKJIAJAE IMiJ Yac BUPIIINB MaKCUMAaJIbHO
YCHUX  BUCTYHIB Ta  IHCBMOBHX 82-89 % MOJKJIMBOT
BIJINIOBIZIEH, B OCHOBHOMY PO3KpHBA€E TECTOBHX KUJIBKOCTI OasiB.
3MICT ~ TEOpeTHMYHMX INHTaHb Ta 3aB/IaHb.
MPaKTUIHUX 3aBJIaHb,
BUKOPHUCTOBYIOUH npu LIOMY
000B’s13K0BY JiTepaTypy. OmHak Tmif
yac BUKJIAJAHHSI JESIKUX MHUTaHb
JIOMTyCKAIOThCS TP IIBOMY  OKpeMi
HecyTTeBl HeTo4yHOCTi. IIpaBuibHO
pupimuB  82-89 %  mmceMoBHX
3aB/IaHb.

24




4 CTyneHT JOCTaTHbO IIOBHO BOJIOJIE CryneHr Crynent Habpas
HaBYIbHUM MaTepiajiom, MIPaBUJIBHO 74-81 % Bin
OOI'PYHTOBaHO HOTr0 BUKJIAJA€ Mif yac BUPIIINB MaKCHUMaJIbHO
YCHUX BHUCTYNIB Ta  IHCHMOBHX 74-81 % MO>KITUBOT
BIJIIIOBiJIC, B OCHOBHOMY PO3KPUBAE TECTOBUX KUTBKOCTI OauiB.
3MICT  TEOPETHYHHX IHTaHb Ta 3aBJIaHb
MIPAKTUIHUX 3aBJIaHb,

BUKOPHUCTOBYIOYH npu IbOMY
000B’s13K0BY JiTeparypy. OnmHak mif
Yyac BUKIAQJaHHS JESKAX IUTaHb HE
BUCTAYa€ JOCTaTHbOI TIMOMHH Ta
apryMeHTallii, JOIyCKAalTbCA TPH
IbOMY OKpeMi HECYTTEBI HETOYHOCTI
Ta HE3HayHl MOMWIKHA. [IpaBHIBHO
BUpimuB 74-81 % NUCbMOBHX 3aBJIaHb.

3,5 Crynent B oMy BOJIOZIC Crynenr CryneHt HaOpaB
HAaBYAJILHUM MaTepiajoM, BUKJIA/Ia€e MIPaBUIBHO 64-73 % Bin
HOr0 OCHOBHHUH 3MICT ITiJ] 4aC yCHUX Ta BUPIIINB MaKCHUMAJIbHO
IMCbMOBHMX BIAIOBIAEH, ajle 3 HeE 64-73 % MO>KJIMBOL
30BCIM TJIMOOKMM Ta  BCEOIYHUM TECTOBUX KUTBKOCTI OatiB.
aHaJi3oM, OOIpyHTYBaHHSIM Ta 3aBJIaHb.
apryMeHTallI€l0, 3 HEJIOCTAaTHIM
BUKOPHUCTaHHSIM HEeoOXiTHO1
JiTepaTypH, JOMYCKAKYU TMPH IBOMY
OKpeMi HECYTTEBI HETOYHOCTI Ta
noMuiku. IlpaBunbHO BupimuB 64-

73 % UCHEMOBUX 3aBIAaHb.

3 CryneHt B oMy BOJIOJIIE Crynenr CryneHt HabpaB

HAaBYAJILHUM MaTepiajioM, BUKJIA/Ia€e MIPABUIIHLHO 60-63 % Bix
HOr0 OCHOBHHUU 3MICT Mij] 4ac YCHUX Ta BUPILIUB MaKCHUMAaIbHO
IMMCbMOBHMX  BIONOBiZeH, aie 0e3 60-63 % MOKJIUBOT
IMOOKOro  BCEOIYHOrO  aHalizy, TECTOBUX KIJIBKOCTI OaJtiB.
OoOIpyHTYBaHHsSI Ta aprymeHTarii, 0e3 3aB/IaHb.
BUKOPHUCTaHHS HEOOX1HOT JIiTepaTypH,
JOMYCKAlOYu TP  IOMY  OKpeMmi
CYTT€BI HETOYHOCTI Ta TMOMUJIKH.
[IpaBunpHO BHpimmB 60- 63 %
MMCEMOBUX 3aBJ/IaHb.

2-25 CryneHT He B TOBHOMY 00CsI31 BOJIOJII€ Crynenr CryneHt HabpaB
HaBYAJIILHUM MarepiagoMm. MPaBUIIBHO 35-59 % Bixg
@®parMeHTapHo,  CTHCIO 0e3 BUPIIINB MaKCUMAaIIbHO
aprymeHTamii = Ta  OOTpyHTYBaHHS 35-59 % MO>KITUBOT
BHKJIAJIa€ MOTO i1 YaC yCHUX BUCTYIIB TECTOBUX KIJIBKOCTI OatiB.
Ta MTUCHMOBHUX BIMOBIIEH, TOBEPXOBO 3aBJaHb.

PO3KpUBAE 3MICT TCOPCTUIHUX TTUTAHb
Ta NPAKTHUYHUX 3aBAaHb, JOIIYCKAOYU

OpU [BOMY CYTTEBI HETOYHOCTI.
[IpaBuabHO BHpIMINB 35-59 %
MTUCbMOBHX

3aBIaHb.
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0-15 CrynaeHt YaCTKOBO BOJIOZIE CryneHt Crynent HaOpaB
HaBYaJbHUM MaTepianoMm, HE y 3Mo3i BUPIIINB 0-34 % Bin
BUKJIACTH 3MICT OIJIBIIOCTI IUTaHb 0-34 % MAaKCHMAaJIbHO
TEMHU IIiJl 4YaCc YCHUX BHUCTYIIB Ta TECTOBUX MO>KJTMBOT
MMUCbMOBHX BIAMOBIACH, TOMyCKaOUn 3aBJaHb. KUIBKOCTI OauiB.
IpyH  [BOMY  CYTT€BI  TOMHIIKH.
[IpaBunsHO BUPIIIUB 0-34 %
MMMCHbMOBHX 3aBJIaHb.

[Tepepo3nonin KiIbKOCTI OaniB B MeXaxX MaKCHMAIbHO MOXUIMBOI KIJTBKOCTI OalliB 32 CaMOCTiHHY
poOOTY CTYJIEHTIB Ta BUKOHAHHS 1HUBIIyalIbHUX 3aBJaHb, HABEJECHO B HACTYITHIN TaOIuUIIi:
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y 7 Tem Howmep temu Ycworo GariB
¥ 1. 2. 3. 4. 5 6 7
MaxkcumanpHa
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KUTbKICTh OaimiB 3a 5 5
IHIUBITyaJIbHE
3aBJaHHS
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