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Unit 1

Improving Oral
Communication Skills

ral communication is an important business communication
skill. It includes listening, conducting interviews and meetings,
and giving speeches and presentations. Good communication skills

are highly important in assessing an individual’ s chance of success.






Unit 1 Tmproving Oral Communication Skills

Part | Warm-up

Situational Practice

Hosting Business Guests

Sample Dialogue 1
(At the airport)

A;
B:

A

@ >

B.
A:
B:

>® > o>

Excuse me. Are you Mr. Johnson from Britain?

<

Yes, I am.

: My name is Zhang Lan. I'm from China Chemicals Imp & Exp Corporation. This is

Wang Ning, frém Ever Bright Trading Company. We’ve come to meet you,

: How are you, Mr. Zhang? I'm very pleased to meet both of you. Thanks for coming to

meet me.

: Welcome to Beijing.

: Well, I'm sorry I'm so late. You see, there was a certain delay in Manchester and we

were late for 30 minutes. I hope you haven’t been waiting long.

: No, no, it’s OK. I was able to catch up on some of my notes.

: Oh, good.

: It’s a great pleasure to meet you, Mr. Johnson.

: Yeah, I’ve been looking forward to meeting you too, Mr. Zhang.

: How was your flight?

: Great service and nice food! Thanks. Where are we heading now?

: Oh, good. I think it is best if we go to your hotel to check in first if that's OK. If you

don’t mind, we’d like to accommodate you at the Holiday Inn. This way, please.
Terrific. '

Can I take one of your bags?

Oh, thanks, here you are.

(On the way)
A: You’ll be here for three days, right?

B:
A,
B:

That’s right. I'll attend the Trade Fair tomorrow and then I’ll go to Guangzhou.
Is there any place you’d like to visit in particular? I could help you arrange that.
Well, the schedule is a bit tight but I'd like to make a field tour to a car manufacturing
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A
B:
A

factory, if possible.

Ok. I'll have it set up for you and let you know this evening. s
That will be terrific. Thank you.

My pleasure.

(At the hotel)

A
B:
A:

FrFErI>T

This is your room. How do you find it?

Oh, what a nice room! Thank you for everything you’ve done for me.

It’s a pleasure to be of help. If you should have any inconvenience, don’t hesitate to let
me know and I'll be glad to help you out. And I hope you will enjoy your stay in
Beijing.

I'm sure I will. By the way, can I get a city map in the hotel?

: Yes, you can get one at the service counter downstairs.

I see.

: Mr. Johnson, if there’s nothing else, I think I will be leaving now.

I think that’s all. You’ve thought of everything.

: Good-bye, then. Have a good rest. I'll be seeing you tomorrow morning.

Right. See you tomorrow. I’ll be ready for business.

Sample Dialogue 2

A:
B:

Good morning, My name is Rick Wadeson. I’m from Britain. Here is my card.
Thank you. I'm pleased to meet you, Mr. Wadeson. My name is Liu Feng, the
representative of China National Arts & Crafts Import and Export Corporation.

: Pleased to meet you, too, Mr. Liu. I travel a lot every year on business, but this is my

first visit to China. I must say I have been much impressed by your friendly people.

: Thank 'you for what you said. Have you seen the exhibition halls? On display are most of

our products, such as cushions, table cloths and luncheon sets.

: Oh, yes. I had a look -yesterday. I found some of the exhibits fine in quality and

beautiful in design. The exhibition has successfully displayed to me what your corporation
handles. I've gone over the catalogue and pamphlets enclosed in your last letter. I've got

some idea of your exports, I think I’m interested in importing your cushions.

: Our cushions are known for their good quality. They are one of our major exports. The

cushions are brightly colored and beautifully designed. They’ve met with great favor
overseas and are always in great demand.

: I like the traditional Chinese design. Now I’ve a feeling that we can do a lot of trade in



Unit 1 Improving Oral Communication Skills e

o
this line. We wish to establish long-term relations with you.

B: That’s great!

A Concerning our financial position, credit standing and trade reputation, you may refer to
our bank, or to our local chamber of commerce.

B: Thank you for your information. As you know, our corporation is state-owned, we
always stick to the principle of equality and mutual benefit in our trade with foreign
countries. Establishing business relations between us will be to our mutual benefit. I have
no doubt that the mutually beneficial relations will bring about closer ties between us.

A That sounds interesting. I'll send a telex home." As soon as I receive a definite answer,
I’ll place orders.

B: We’ll then make an offer as soon as possible. I hope a lot of business will be put through
between us. '

A: Sodo L

Practice

Build up a dialogue with your part;ter based on the following situation.
You are Assistant Manager of Hope Computer Corp. Ltd. You are-asked to go to the airport
to meet an important customer of your company, Mr. Darren Miller from the Silicon Valley,

California, the U.S. You have never met this Miller before, and now you’re at the airport

waiting for him with a sign board. When you meet each other, you identify yourself, greet
him and start an informal talk about his flight, about the weather in Beijing; give a brief
introduction to Beijing and draft an itinerary for him.

“Language

Useful patterns and expressions

v" Mr. Smith, I’d like to introduce you to. . .

v' Mr. Smith, I’d like you to meet. . .

v 'Mr. Smith, please allow me to introduce my colleague. . . and. . .

v" I don’t think we’ve met each other before. My name is. ..

v I’'m happy to have the pleasure of meeting you.

v" I’ve been looking forward to meeting you.

v" It’s a great pleasure to have you here with us.
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v You must be our long-expected guest, President Green from the Trade Delegation!

v Thank you very much for coming all the way to meet me in person.

v" I'm delighted to make your acquaintance.

v' Thank you for coming all the way to our company.

v" Welcome to Shanghai General Motors.

v It is'a great pleasure to have such an enthusiastic group to participate in our project.

v We appreciate very much that you have come to visit our city in spite of the long and tiring
journey.

v I would like to show you our tentative itinerary.

v" We have a tight schedule for your short/brief visit. I hope you don’t mind.

v' May I ask what line of business are you in exactly?

v" You can talk the business out with Mr. Smith who is in charge of this line.

v I'm sure our business dealings will develop productively.

Part Il Test Your Communication S((ills

What do you want from your career? Money? Respect? Achievement? Freedom?
Stimulation? All of the above?

Most of us want it all, but very few of us get it. Why does one person succeed and another
fail? No doubt the reason is complex. But one factor is surely the ability to communicate —
the knack of understanding other people, predicting their probable reactions, and expressing

ideas to influence them in desired ways.

In almost every occupation, your success will depend, at least to some extent, on your ability
to work with other people. And that means you will need to commumcate If you can do it

well , you will have an advantage. The ability to communicate is highly valued by employers.

Consider this . Out of 120 job descriptions appearing in one issue of the National Business
Employment Weekly , almost every listing included this requirement: “ The persons we seek
must have strong oral and written communication skills. ”

Perhaps the best way to improve your ability is to practice. Establish some realistic goals for

yourself. Now we’ll guide you through some communication practice, teach you how to build
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up your communication skills and prepare you for whatever may come along later in your life

and career.

Are you an effective . communicator? Now try to find out what kind of communicator you
are. Please answer the following questions honestly. '
Questions ‘ Yes No

. 1 often try to put myself in the speaker’s shoes.

. I feel comfortable when I speak, even if others disagree with me.

. I can comfortably talk about my feelings in front of the public.

. I know how to ask for an additional explanation if I do not understand.
. I think it is not good to interrupt the speaker. ‘

. I can detect the mood of the listeners while speaking.

. 1 do not jump to conclusions.

. I can confront someone who is against me.

D D e et et et e D D e €D

. I can voice my disagreement with others.

O 00 2 O kW N =

» 10. The audience usually can understand what I say.

(The more “Yes” answers, the better communicator you probably are. )

Exchange your opinions with your partner. What kind of communicator are you? Do you
share some similarities? When you’ve finished, you may share your ideas as a class.

Part lll Read and Talk

1. To Be a Good Conversationalist

Have you ever wished you were better at making conversation? A great conversationalist is
someone who connects with people and makes them feel important. When they talk to you,
they make you feel like you’re the only person in the room.

Becoming a good conversationalist requires knowing three things; first, How to start a
conversation ; second, how to keep it going ; and third, how to end it.

Starting a conversation usually means coming up with an opening line or icebreaker. The best
kind of icebreaker is one that’s positive. The last thing people want to hear from a stranger is
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-how noisy the party is, how awful the food is, or how ugly the people are dressed.

A compliment is always a good icebreaker and will usually be appreciated. Any news event is
a good icebreaker. Read the newspaper because it’s so important to know what’s going on in
the world. The fact is, ény opening line will do, as long as it’s not negative. The best way
to entice a person to have a conversation with you is by being sincere and respectful, and
letting them know that you are interested in talking to them.

Once you’ve got a conversation going, the best way to keep it going is by asking the other
person questions that don’t require just a yes or no answer or questions which show genuine
interest on your part. For example, if someone says, “I'm from Miami,” you may respond
with, “I've been to Miami!” and continue with, “ How long have you lived there?” then, “I
was born there, and I've lived there all my life. ” You might say, “I’ve never met anyone
who is a Florida native. Is your family from Miami as well?”

You keep asking questions based on the last thing a pefson says. This is called the
“elaboration technique. ” Choose questions that will get the other person to elaborate on what
they’re saying. Ask questions similar to those a reporter might ask to draw a person out:
who, what, when, where, and why questions.

Once you hit on something you find interesting, keep asking questions in order to get the
person to elaborate about the topic as much as possible. A good conversationalist elaborates
ont the experiences they’ve had. Instead of saying the party was fun, tell why it was fun.
Describe why you had a good time — who was there, what happened, where it was, and
how people arranged the party. Go into detail. Description is the best form of communication
because it keeps people’s interest up and stimulates them. Use words to create images and
paint pictures so that the other person can get a visual as Well as an auditory image of what
you’re describing to them. If you use the description effectively, you can make the person
feel as though they were actually there. Here are seven tips that can help you be an excellent
communicator .
@ Be aware of your own body and facial language. Make good facial contact when
you speak, and be physically expressive without being excessive.
@ Don’t gossip. You run the risk of offending the person you’re talking to. It also
makes you look small.
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¢ Cultivate a wide range of topics. .
¢ Have a sense of humor. Everyone enjoys a humorous story or joke. Sexual and
ethnic humor, however, are not worth the effects that jokes may have on your total
image. People may be offended.
¢ Don’t interrupt. People hate being interrupted. Fight the impulse to interrupt and
give the person you’re talking to the time they need to complete what they’re saying
to you.
® Be enthusiastic and upbeat. Don’t be afraid to show enthusiasm. It allows the other
person to feel that you’re interested in what they’re saying to you.
® Be flexible in your point of view. Try to be as open as possible, and try to see things
from the other person’s point of view.
There are also some signals that you can send to the other person that will bring the
conversation to its close without hurting anyone’s feelings. Breaking eye contact is a discreet
signal that the conversation is about to end. Another way to signal is to use transition words
like well or at any rate. You may want to recap all that was said. Whatever you do, don’t lie
to the other person. If you’re not interested in talking to them again, don’t mention the
possibility of a future meeting, just to be polite. Instead, you may want to say, “Nice
meeting you.” And then, leave.
Finally, be sure to give the other person a good firm handshake. The final impression you
make can be just as important as the initial one you made.

> Read the above article out aloud.
» Work in pairs. Exchange opinions with your partner on “ How to be a good
conversationalist?”

2. What Characterizes a Good Communicator?

Communication is a two-way street. If someone is communicating with you, then you are
understanding the message that they are giving. Invariably we remember a person who is a
good communicator, but unless their approach is analyzed we usually will not understand
exactly why they are such a good communicator. What then characterizes a good
communicator?

Be an active listener. To listen carefully is to try to understand what the message is. A

person needs to listen to the obvious message and also see if there is another, more indirect
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message being delivered. The active listener will give appropriate signs and body language to
indicate the high level of involvement in the listening process ( nodding, uttering appropriate
sounds). Importantly, a good listener does not interrupt someone when they are speaking.
Difficult though it may be, it is better to wait until the speaker has finished.

Clarify a point if it is not clearly understood. To do this, the listener should wait for an
appropriate juncture in the conversation and then request further information. There are
various ways to do this; rephrase what has been said (“So what you are saying is
that. .. ?”) or to ask for additional explanation (“ What exactly did you mean by. .. 7"
For the message to be clearly understood, the listener must indicate the level of
understanding.

Give your listener undivided attention. This is shown by limiting outside influences, by eye
contact and by concentrating on what is being said. No doubt you have all experienced the
uncomfortable situation in which you are talking and the listener’s eyes wander to something
else. The message is no longer being clearly received. This registers with the speaker and
vsually affects the communication.

Be able to deal with topics that are often delicate or sensitive. Some people find it a strain to
talk about their emotions or feelings, a situation, which often causes problems in a
relationship or marriage. Even if the subject is particularly sensitive, an individual has the
right and the power of communication to express what is being felt. Sometimes for complex
matters it is advisable to break the information up into categories to facilitate clearer
understanding. If there are three things to be communicated, deal with them, one at'a time
and check understanding of each one before moving on to the next.

For most of us mere mortals it is difficult to talk about touchy topics and more often than not
we tend to avoid them. But this is denying the communicative ability that each of us has.
Usually it is much better to talk about the issues, to communicate what and how you are
feeling. Talking over matters can hone your communication and lead to better understanding
all round. After all, human communication is a remarkable ability — we need to use it
well.
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Checklist for effective communication

1\ L L 2R S LR L L R L LR R L L S R N L R LR LB I L U S U P S P
O With whom am I going to communicate?

-4

What are my objectives in doing so?

What is likely to be the receiver’s view of the subject matter of the communication?
What is likely to be the receiver’s view of me?

What are the likely barriers to effective communication?

Who else do I need to involve, inform, get ideas and information from?

o O O O O O

What is likely to be the most effective medium and channel of communication in

order to achieve my objectives?
(«’\(\K\@(‘K\@KKK\«(\K\@@(\K\«O«AK T e D e T e T e e D D R e D e D e D™

> Read the above article out aloud.
» Make a list of advice on being better communicators — what are the things to
remember and what to avoid.

3. Safe and Unsafe Topics of Conversation -

Lots of factors may contribute to becoming an effective socialiser, such as the ability to
behave appropriately in different cross-cultural situations; the ability to start conversations;
the ability to reply appropriately; the ability to select safe topics for conversation; the ability
to develop conversations around different topics.

But remember; every culture has certain “safe and unsafe topics” or even “taboo topics”.
Taboo means improper and unacceptable. In the United States, the following topics are
usually not brought up in general conversation because they are considered very personal and
private: money (a person’s income, the price paid for possessions, monthly rent or
mortgage ) ; age, religion, marital status and political affiliation. Close friends would
probably discuss these topics, but even they might avoid personal topics about money. Would
these topics be considered taboo in your native country?

Remember there are obviously no universal rules about this kind of things. The range of
acceptable topics of conversation will depend on “ Where you are, who you are with and your
relationship with the people”. The following is a list of safe topics for conversation with Britons ;
<> House and home
< Life at home
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<> Education and career
<> Work
<> Free time and entertainment
<> Travel
<> Art & fashion
<> Health and welfare
<> Shopping
<> Food
<> Geography of the country and the places to visit
<> Weather
<> The economy
There are also some do’s and don’ts in socializing with Britons.
Do: Be punctual for social meetings.
Bring a small gift if you are invited to someone’s home.
Use “please” and “thank you” for requests and services.

Don’t: Make too much physical contact.

Be aggressive and loud.

Be over-enthusiastic.

Ask too many personal questions.

Call the Welsh, Scots and Irish “English” .

Since communication is an activity that has a consequence, we must continually ask ourselves
if we are behaving in a way that harms our communication partner. Beware of these

guidelines and train yourself to be an effective communicator in intercultural communication.

> Read the above article out aloud.
» Do you agree with the above suggestionis? What are some of the safe and unsafe
topics in the Chinese culture? ‘

Part IV Act It Out

Imagine that you’re at the scene of a party and need to talk with people whom you don’t
know well.



