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This guide on Talk about’ has been produced by OCR to help you understand the
skills and techniques you will need to develop, practice and use in studying for your

chosen qualification. This guide has not been written to go with any one qualification
but focuses on research skills that are in many areas of both education and work
environments. Other skills guides are available at www.ocr.org.uk.
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Getting started

Every day we communicate with people all over the world in many different ways.
These could be:

An advert on television or radio telling us about the
latest computer game

A text message from a friend or relative
An email telling us some news
- A web site informing you of a sale of products
A telephone call
- Ajobinterview
A presentation that you go to watch
A pop-up advert from the internet

There are many different ways of communicating, which
means the world of communication has become much
easier to access, but at the same time, we have many
different choices as to which method of communication
we should choose.

Is texting your teacher to say that you are not coming
to school a good idea?

- Istelephoning people when launching a new product
the quickest way to let people know that they should
buy it?

If you have had an argument with someone, is email
the best way to say sorry?

This guide will help you understand about many of the
different forms of communication that are used both in
our social and working lives.
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What is communication?

Communication is about getting information from one person to another person so that they
understand the message.

Communicating will involve at least two people - the
sender and the receiver. The information the person or
people receive may need them to do something, so it will
be important that they understand.

Do you know the game of ‘Chinese Whispers' or have
you watched the TV show Copycats, where you whisper
some information into someone’s ear and they then
whisper it to the next person, until you reach the end of
the line. The message is often not the same at the end

of the game as it was at the beginning. Not everyone
listened carefully and then the message changed as it was
passed on to the next person. Communicating well is
important in life.

There are three main ways that people communicate:
Speaking (verbal), not speaking (non-verbal) and written.

Speaking - verbal

Everyday you will speak to someone, for example:

Saying ‘goodbye’to the people you live with.

Getting on a bus and saying where you want to travel
to.

Answering your telephone.

Having a conversation with a friend
face-to-face.

Buying an item in a shop.
Giving a presentation at school or college.

These are some of the different ways in which you will
speak and pass on a message.

Examples

You will speak differently to your friends compared to you family or teachers. Why is this?

Often, we change the way that we speak to our friends by the tone of our voices or the language that we use.
Think about when you speak to a baby or a young child - What do you change? We often will change what we
say and how we say it and with a baby, we will make sounds to try to make them smile.

You will probably speak differently to someone at work. Why is this?

At work you will want to create a good impression of yourself, especially if you are going to a job interview. You
will need to think about the language that you use and even if nervous, try to remain calm. It can be hard to do
but will help with your communication skills.
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Not speaking - non-verbal

You can let someone know that you are happy by smiling or let a friend know you are cross by
looking angry. These are examples of not speaking skills, in other words, non-verbal ways of

communicating with people.

When communicating with others, your non-verbal signs
such as the expression on your face, where you look,
how you move your head etc can show that you are
listening, being truthful, interested and can create a good
conversation. Other forms of not speaking skills could be:

Gestures

People often talk and move their hands around at the
same time. These movements are known as gestures

and it can make what is being said a little clearer for the
person listening. For example if they were explaining
about a small, medium and large house, they might

make hand gestures to explain the different sizes. Some
gestures however can be negative such as if someone
was to point at you in an angry way, you would know that
it was a negative form of communication.

Some gestures can be confusing and may give the wrong
signals to the person you are talking to. For example, if
someone folds their arms it could mean that they are

cross with you but it could also mean that they are not
interested in what you are saying and are bored.

You should also remember that some gestures mean
different things in different cultures, for example the
thumbs up sign. In some cultures this is a good sign
and means all is well, however in other cultures the
same sign should not be used as it is offensive.

Face

We communicate with our faces all the time. Our faces
can often show how we are feeling at that moment in
time, and sometimes we do not know that our faces are
showing what we are thinking.

Think about your day yesterday: Did you get cross? Did
you find something funny? Did you find something sad?
Were you happy? How did you show all these different
feelings with you face? Use the table below and draw a
simple face to show how you felt.

Happy

Angry

Laughing

Sad
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Body language

People make judgements on others from the way they
walk, sit, stand or position their head. If you walkin

a relaxed way does that mean that you do not care

as much as someone who walks very quickly or with

a purpose? You can tell a lot about what a person’s
thinking from their body language.

Eye contact

In most Western cultures eye contact is a very important
form of communication. Looking at someone in the eye
can show that you are interested in what they are saying,

Let’s discuss

which means that you can have a conversation and
respond. Not having eye contact could show that you
are embarrassed, confused or not interested in what they
are saying. For example, has your teacher ever asked for

a volunteer to read something aloud in the class? Lots of
people will look down so that they do not get picked!

Touch

People often communicate with others through touch.
When you first meet someone at work you may shake
hands. If you have a firm handshake what does that
mean compared to someone with a weak handshake?
This is another form of communication.

Can you think of any other gestures or expressions that can have different meanings?
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Speaking - verbal communication

Verbal communication is when messages are passed
between at least two people and the most common form
of verbal commmunication is face-to-face speaking. This
could be:

A chat with a friend or neighbour.

A meeting with a teacher, colleague or manager.
+  Avideo chat on Facetime or Skype.

A group discussion on a recent topic.
« A presentation on a new course.

It could even be watching a comedian on stage
telling jokes to an audience.

Other forms of verbal communication could be:
A telephone conversation with a customer.
A voicemail message that has been left.

- Atelevision programme or advert.
An audio book.

- Videos on the internet.

Sign language is considered to be a verbal form of
communication as well.

In all the examples above, the tone of the voice will make
the person listening understand even more.

Tone

Itis important when thinking about a situation, that you
decide upon the best form of communication. Should
it be a formal form of communication e.g. a business
meeting or an informal chat? Which is going to be best?
Which is going to be the most effective? Does anyone
else need to know? If so, should it be a group meeting?

When you have decided upon the best form of verbal
communication, you will need to think about what is
going to be said. If the language used is not understood,
then the message will not get across, if you speak softly
will you be heard? If you speak too loudly will the person
you are talking to feel embarrassed? If you are not
interested you may sound bored!

You will also need to think about how you are going to say
what you are going to say. This is called ‘tone’ The tone of
your voice can change the meaning of the words you say.

When did you last have a chat on the telephone? Were
you happy or sad? If you were happy, how did the person
you were speaking to know? If you were sad, how did the
person know? Tone can show our feelings to others even
if they can't see us. That's why it is important in all verbal
situations.

These are all different examples of how important the
tone of your voice and the language spoken can affect
how the person you are speaking to reacts to what you
say. This is why thought is needed in each situation.
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Written communication

There are many different forms of written communication  texting over the past few years. In 2012 about 19 billion

that are used every day in our personal lives. You could messages were sent world wide everyday over the

write a list for shopping, a list of ‘things to do; revision internet in comparison to 17.1 billion texts. In the future it
notes, reminders — all sorts of different written forms is expected that this will rise even further to 50 billion chat
of communication. You could even write a ‘thank you messages being sent a day by 2014.

letter’to an Aunt or Uncle for a birthday present that you

http://www.huffingtonpost.co.uk/2013/04/29/instant-
messaging-overtake-texting _n_3176599.html

received.

We see different examples of written communication in

our lives. It could be: The first text was sent over 20 years ago in 1992 with a

simple message of ‘Merry Christmas. But it was really
An advertisement at a bus stop. only in 1999 when texting became a way of life for many.
Texting has transformed some people lives, making it
eaiser to communicate with family and friends more
easily. Texting has even formed its own language known
as 'text speak’

«  Anewspaper headline.
A leaflet through the front door about a new pizza
delivery business.

. Abook that you are reading. http:.//www.bbc.co.uk/news/technology-20555620

Other forms of written communication might be a report

Information on web pages. '
about your progress at school, college or work. You might

An email from someone. receive a letter offering you a job. Businesses use different
A noticeboard at coll . forms of written communication to communicate with
noticeboard at college or work. their staff:
A questionnaire about your studies. . Memo
- Aform you have to fill in for membership. Letter
A news letter telling you of the latest information Email
about your course.
Notices

+ Anassignment you need to complete.
A memo or Memorandum is used within a business

A text message from a friend. (internal) to inform another person about some

We have many different choices of written information. Itis very similar to a note as it will be a
communication especially with mobile phones. small amount of information. It may need the person
According to research from OFCOM 150 billion text who reads the memo (the receiver) to do something, for
messages were sent in 2011. http://media.ofcom.org. example, research a topic.

uk/2012/07/18/uk-is-now-texting-more-than-talking/ .
Instant messaging has grown even more popular than

INTEROFFICE MEMORANDUM “

Nuts ‘n Bolts Ltd
TO: JAMES JOHNSON
FROM: LOUISE SMITH
SUBJECT: CLIENT 234

Find out DATE: MARCH 13,2013
Can you think of examples of any text cc RICHARD JAMES
speak? For example: LOL = Laugh Out

Loud

The meeting with the above client went very well and has meant that our
order from this business has now increased by 50% for next year. They have
asked for information on the 741 series. Please can you send it to them?
Thank you.
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It is very important that when you write information
that the words are correct — some English words have a
double meaning.

Some words sound the same but are spelt differently and
mean different things for example:

Two boys went to the seaside and they ate too many
ice creams.

A button has fallen off my shirt so | had to sew it back
on again.

The girls went to London on the train, when they got
there they met their friend at the station.

- She looked on the internet to see whether the weather
would be sunny the next day.

Other words are spelt the same but can mean different
things, for example in the sentences below:

- There was a row on the boat about which oars they
should use to row.

The nurse wound the bandage around the wound on
his arm.

Written forms of communication must be clear and have
accurate spelling so that they can be understood by the
reader.
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Help! | don’t understand!

There will be times when communication does not work
as it should do. Often it is because the message has not
been received in the way that the sender wanted. Itis
important that the sender reads the communication
before sending it.

These mixed messages are sometimes called ‘Barriers to
Communication’. Common types of barriers are:

Language

- Cultural differences
Jargon

- Physical disabilities
Different views

Communication is very important in our ever changing
world. Communication around the world is much

easier with computers, mobile phones and tablets,
meaning that even though the world is big, the world of
communicating is much, much smaller for all to use.
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Communication tasks and activities

Task

a) Write a list of the different forms of communication that you have received in the past week.

b) From the list of different forms of communication that you have received, which do you think were informal (for
example, from friends) and which were more formal (for example, from college, school or work)? Mark these on
your list.

c)  Write a list of the different forms of communication that you have sent in the past week.

d) From the list of different forms of communication that you have sent, which do you think were informal and
formal? Mark these on your list.

Non-verbal game

This is a group task where everyone in the group must not speak. Each person must sit on a chair in a circle,
facing each other.

Scenario : All group members are on a newly discovered planet called Rema. Itis very, very small and only 4
people can stand on the planet at once for no more than 10 seconds as long as the rest sit down. The planet will
explode if there is too much standing weight on the surface. To survive the group must keep 4 people standing
at all times for not more than ten seconds and as a group they must co-operate with each other only using non-
verbal methods of communication. They must work out a system.
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Activity 1

You need to let your manager know that you have to go
to an appointment but it will mean that you miss the first
two hours of work. Thinking about all the communication
methods that you have learnt in this guide, which method
do you think you should use to tell your manager you

are going to be late? Why is this the right method of
communication?

Activity 2

You haven't finished your latest assignment for your
course. You need to tell your tutor/teacher but which
method of communication should you use? Why should
you use this method instead of another one?

Activity 3

You are going to be 30 minutes late meeting a friend
because the bus you were on broke down. What method
of communication will you use and why?
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OCR'’s resources are provided to support the delivery of OCR
qualifications, but in no way constitute an endorsed teaching
method that is required by OCR. Whilst every effort is made

to ensure the accuracy of the content, OCR cannot be held
responsible for any errors or omissions within these resources.
We update our resources on a regular basis, so please check the
OCR website to ensure you have the most up to date version.

This resource may be freely copied and distributed, as long as
the OCR logo and this small print remain intact and OCR is
acknowledged as the originator of this work.

Our documents are updated over time. Whilst every effort is made
to check all documents, there may be contradictions between
published support and the specification, therefore please use the
information on the latest specification at all times. Where changes
are made to specifications these will be indicated within the
document, there will be a new version number indicated, and a
summary of the changes. If you do notice a discrepancy between
the specification and a resource please contact us at:
resources.feedback@ocr.org.uk.

OCR acknowledges the use of the following content: Cover
Communicating YAKOBCHUK VIACHESLAV/Shutterstock.com;
Page 3 Teenage boy on mobile phone, S SHOT/ Shutterstock.com:
Page 4 Girls Gossipping, Dmytro Zinkevych/Shutterstock.com;
working in coffee shop, mavo/Shutterstock.com: Page 5 Happy
group of people, Dean Drobot/Shutterstock.com: Page 6 Couple
shaking hands, Gutesa/Shutterstock.com: Page 7, Happy groupd
of teenagers, Pressmaster/Shutterstock.com: Page 9 Selection of
Oars, Art65395/Shutterstock.com: Page 11 Planet, lunamarina/
Shutterstock.com; Astronaut, siraphat/Shutterstock.com: Page 12
Selection of commmunication devices, Africa Studio/Shutterstock.com

Whether you already offer OCR quialifications, are new to OCR, or
are considering switching from your current provider/awarding
organisation, you can request more information by completing the
Expression of Interest form which can be found here:
www.ocrorg.uk/expression-of-interest

Please get in touch if you want to discuss the accessibility of
resources we offer to support delivery of our qualifications:
resources.feedback@ocr.org.uk

Looking for a resource?

There is now a quick and easy search tool to help find free resources
for your qualification:

www.ocr.org.uk/i-want-to/find-resources/

www.ocr.org.uk

OCR Customer Support Centre

General qualifications

Telephone 01223 553998

Facsimile 01223 552627

Email general.qualifications@ocr.org.uk

OCR is part of Cambridge Assessment, a department of the University of
Cambridge. For staff training purposes and as part of our quality assurance
programme your call may be recorded or monitored.

© OCR 2019 Oxford Cambridge and RSA Examinations is a Company
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