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N O T E S  T O  T H E  L E A R N E R  

 

Dear Learner, 

Welcome to this Learning programme. We trust that this Learning programme will be of great value to 

you during your studies and in your new learning experience. To succeed in anything in life requires a lot 

of hard work. 

 

It will be expected of you to work through this study guide with a great deal of attention. It provides you 

with information on how to work through the material, details exactly what will be expected of you and 

what objectives you need to achieve during the study of this Learning programme. 

• Complete your assignments with dedication and submit them in time. 

• Complete the self-study sections for your own benefit. The self-study sections provide you with 

the opportunity to practice what you have learnt. 

• Act as adult learners 

 

The theory you are learning helps you to understand why you are doing things in a specific way. It also 

gives you a way to compare what you are doing to the way others do things. However, the only way to 

become competent is by doing the actual work according to the unit standards. This Learning 

programme provides you with a step-by-step method that you must apply to all unit standards. 

 

As all parties to this learning intervention have duties and responsibilities to fulfil, so do you, in your 

capacity as the learner. On the final page of this section, you will find a commitment letter which serves 

to confirm your commitment to this learning intervention. Please read it and sign it, if you agree 

thereto. Should you not agree, please notify your facilitator so that the matter can be resolved.  
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Use of the Learner Guide 

Use of the Learner Guide 

There are five (5) modules in this Learner Guide. 

Skills Programme 3: Meeting communication and information 

U/S number Unit Standard name Level Cr 

13934  Plan and prepare meeting communications  Level 3  4  

9533  Use communication skills to handle and resolve conflict in the workplace  Level 3  3  

8968  Accommodate audience and context needs in oral communication  Level 3  5  

8969  Interpret and use information from texts  Level 3  5  

8970  Write texts for a range of communicative contexts  Level 3  5  

 

A specific goal is given for each lecture or theme. You will have to attain a number of objectives to attain the goal 

of each session. First read the objectives to focus your thoughts on the information that may be relevant to attain 

the objectives. Once you have your thoughts focussed, skim or scan the course work prescribed for each theme to 

orientate you with the material you have to study. 

 

During classes an overview of a theme will be given, after which a number of problems and/or questions will be 

discussed. You are advised to develop a concept map of each theme that not only represents each theme visually, 

but also relates the different components. 
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M O D U L E  S T R U C T U R E  

 
 

 
 

 

 

 

 

Module 1  The office environment and its requirement 

 

 

Module 3  Meeting communication and information 

 

 

Module 4  The workplace and staff 

 

 

Module 5  Business calculations 

 

 

Module 6  Business Environment 

 

 

Module 2  Co-Ordination, bookings and business 
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Unit Standard 8968  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO 1 INTERACT SUCCESSFULLY WITH AUDIENCE IN ORAL COMMUNICATION 

AC 1 

Contributions to group work are appropriate to the task and nature of the group, and 
promote effective communication and teamwork. Range - Identifying purposes, agendas, 
procedures and schedules; monitoring developments and retaining focus; drawing 
conclusions; preparing and delivering feedback and ensuring group ownership of conclusions 

AC 2 

Interviews successfully establish a relationship appropriate to the context, and provide a non-
threatening opportunity for participants to share information. Range - Formal and informal; 
plans, background research; ordering of questions; flexibility in the situation when sequence 
or focus is disrupted; organisation of data elicited; and conclusions drawn 

AC 3 
Participation in formal meetings is appropriate to the purpose and context of the meeting. 
Participation is consistent with meeting procedures and contributes to the achievement of 
meeting objectives 

AC 4 

Participation in debates or negotiations is appropriate to the purpose and topic. Participation 
is consistent with formal procedures and contributes to meaningful interaction between 
participants. 
Range - Spectrum of informal and formal debating procedures and procedures for 
negotiations and meetings. 

AC 5 Responses to the ways others express themselves are sensitive to differing socio-cultural 
contexts 

SO 2 USE STRATEGIES THAT CAPTURE AND RETAIN THE INTEREST OF AN AUDIENCE 

AC 1 Key words, pace and pause, stress, volume and intonation are used in appropriate ways to 
reinforce the message 

AC 2 Body language is appropriate to context and topic, and reinforces main ideas and attitudes 

AC 3 Formal communications are planned in writing, and plans are detailed, complete, and realistic 
with respect to time allocation and content 

AC 4 
Visual aids are appropriate to topic and context, and enhance the presentation and the 
transfer of information and understanding. Range - Cue cards; visual aids; handouts; multi-
media 

AC 5 
Techniques are used to maintain continuity and interaction. Range - Responding to queries, 
repetition of information, rewording, asking questions to check understanding, referring to 
cue cards; timing techniques; responsiveness to audience cues that contact is being lost 

SO 3 IDENTIFY AND RESPOND TO MANIPULATIVE USE OF LANGUAGE. 
Range - News clips, summaries, political speeches, marketing material, advertisements 

AC 1 Facts and opinion are identified and distinguished 
AC 2 Omission of necessary information is noted and addressed 

AC 3 The implications of how the choice of language structures and features, specifically tone, 
style and point of view affect audience’s interpretations of spoken texts are explained 

AC 4 Distortion of a contributor’s position on a given issue is explored with specific reference to 
what has been selected and omitted 
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CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems: using context to decode and make meaning individually and in groups in oral, 
reading and written activities 
UNIT STANDARD CCFO WORKING 
 Work effectively with others and in teams: using interactive speech in activities, discussion and research projects 
UNIT STANDARD CCFO ORGANIZING 
 Organise and manage oneself and one’s activities responsibly and effectively through using language 
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information: fundamental to the process of developing language 
capability across language applications and fields of study 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications 
UNIT STANDARD CCFO SCIENCE  
Use science and technology effectively and critically: using technology to access and present texts 
UNIT STANDARD CCFO DEMONSTRATING  
Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and text 
UNIT STANDARD CCFO CONTRIBUTING  
Contribute to the full development of self by engaging with texts that stimulate awareness and development of 
life skills and the learning process 
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All qualifications and unit standards registered on the National Qualifications Framework are public 
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal to 
sell this material for profit. If the material is reproduced or quoted, the South African Qualifications 
Authority (SAQA) should be acknowledged as the source.  

SOUTH AFRICAN QUALIFICATIONS AUTHORITY  

REGISTERED UNIT STANDARD THAT HAS PASSED THE END DATE:  

 

Accommodate audience and context needs in oral communication  

SAQA US ID UNIT STANDARD TITLE 

8968  Accommodate audience and context needs in oral communication  

ORIGINATOR REGISTERING PROVIDER 

SGB GET/FET Language and Communication    

FIELD SUBFIELD 

Field 04 - Communication Studies and Language Language  

ABET BAND UNIT STANDARD TYPE NQF LEVEL CREDITS 

Undefined  Regular-Fundamental  Level 3  5  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Passed the End Date -  
Status was 
"Reregistered"  

2004-10-13  2006-02-09  SAQA 0356/04  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2007-02-09    2010-02-09    

 
This unit standard is replaced by:  

US ID Unit Standard Title 
NQF 
Level 

Credits 
Replacement 
Status 

119472  
Accommodate audience and context needs in oral/signed 
communication  

Level 3  5  Complete  

 

PURPOSE OF THE UNIT STANDARD  

Learners at this level are aware of their audiences and purposes for communication. They adapt their style and 
language register to the requirements of different situations. They are able to speak confidently in both formal and 
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familiar settings. They can articulate their purposes and reasons for the adoption of a particular register and style 
in any situation. They can usually identify the assumptions and inferences implicit in what people say and how they 
say it.  
 
Learners credited with this unit standard are able to:  
•  interact successfully with audience in oral communication  
•  use strategies that capture and retain the interest of an audience  
•  identify and respond to manipulative use of language  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

The credit calculation is based on the assumption that learners are already competent in terms of the following 
outcomes or areas of learning when starting to learn towards this unit standard: the NQF Level 2 unit standard.  
 
US: FET-C/01 - Maintain and adapt oral communication  

 

UNIT STANDARD RANGE  

The learner can engage in oral interactions in a variety of formal and informal contexts in socio-cultural, learning 
and workplace situations.  
 
Specific range statements are provided in the body of the unit standard where they apply to particular specific 
outcomes or assessment criteria.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Interact successfully with audience in oral communication.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Contributions to group work are appropriate to the task and nature of the group, and promote effective 
communication and teamwork.  

ASSESSMENT CRITERION RANGE  

Contributions include: Identifying purposes, agendas, procedures and schedules; monitoring developments and 
retaining focus; drawing conclusions; preparing and delivering feedback and ensuring group ownership of 
conclusions. 
  

 

ASSESSMENT CRITERION 2  



SDA | MODULE 3 | STUDENT GUIDE 10 

 

2. Interviews successfully establish a relationship appropriate to the context, and provide a non-threatening 
opportunity for participants to share information.  

ASSESSMENT CRITERION RANGE  

Formal and informal; plans, background research; ordering of questions; flexibility in the situation when sequence 
or focus is disrupted; organisation of data elicited; and conclusions drawn. 
  

 

ASSESSMENT CRITERION 3  

3. Participation in formal meetings is appropriate to the purpose and context of the meeting. Participation is 
consistent with meeting procedures and contributes to the achievement of meeting objectives.  

ASSESSMENT CRITERION RANGE  

Spectrum of formal meeting procedures. 
  

 

ASSESSMENT CRITERION 4  

4. Participation in debates or negotiations is appropriate to the purpose and topic. Participation is consistent with 
formal procedures and contributes to meaningful interaction between participants.  

ASSESSMENT CRITERION RANGE  

Spectrum of informal and formal debating procedures and procedures for negotiations and meetings. 
  

 

ASSESSMENT CRITERION 5  

5. Responses to the ways others express themselves are sensitive to differing socio-cultural contexts.  

 

SPECIFIC OUTCOME 2  

Use strategies that capture and retain the interest of an audience.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Key words, pace and pause, stress, volume and intonation are used in appropriate ways to reinforce the 
message.  

 

ASSESSMENT CRITERION 2  

2. Body language is appropriate to context and topic, and reinforces main ideas and attitudes.  

 

ASSESSMENT CRITERION 3  

3. Formal communications are planned in writing, and plans are detailed, complete, and realistic with respect to 
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time allocation and content.  

 

ASSESSMENT CRITERION 4  

4. Visual aids are appropriate to topic and context, and enhance the presentation and the transfer of information 
and understanding.  

ASSESSMENT CRITERION RANGE  

Cue cards; visual aids; handouts; multi-media. 
  

 

ASSESSMENT CRITERION 5  

5. Techniques are used to maintain continuity and interaction.  

ASSESSMENT CRITERION RANGE  

Responding to queries, repetition of information, rewording, asking questions to check understanding, referring to 
cue cards; timing techniques; responsiveness to audience cues that contact is being lost. 
  

 

SPECIFIC OUTCOME 3  

Identify and respond to manipulative use of language.  

OUTCOME RANGE  

News clips, summaries, political speeches, marketing material, advertisements.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Facts and opinion are identified and distinguished.  

 

ASSESSMENT CRITERION 2  

2. Omission of necessary information is noted and addressed.  

 

ASSESSMENT CRITERION 3  

3. The implications of how the choice of language structures and features, specifically tone, style and point of view 
affect audience`s interpretations of spoken texts are explained.  

 

ASSESSMENT CRITERION 4  

4. Distortion of a contributor`s position on a given issue is explored with specific reference to what has been 
selected and omitted.  
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UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Providers of learning towards this unit standard will need to meet the accreditation requirements of the 
GENFETQA.  
 
Moderation Option: The moderation requirements of the GENFETQA must be met in order to award credit to 
learners for this unit standard.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The following essential embedded knowledge will be assessed through assessment of the specific outcomes in 
terms of the stipulated assessment criteria:  
 
Learners can understand and explain that language have certain features and conventions which can be 
manipulated. Learners can apply this knowledge and adapt language to suit different contexts, audiences and 
purposes.  
 
Candidates are unlikely to achieve all the specific outcomes, to the standards described in the assessment criteria, 
without knowledge of the stated embedded knowledge. This means that for the most part, the possession or lack 
of the knowledge can be directly inferred from the quality of the candidate`s performance. Where direct 
assessment of knowledge is required, assessment criteria have been included in the body of the unit standard.  

 

UNIT STANDARD DEVELOPMENTAL OUTCOME  

N/A  

 

UNIT STANDARD LINKAGES  

N/A  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems: using context to decode and make meaning individually and in groups in oral, reading 
and written activities.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others and in teams: using interactive speech in activities, discussion and research projects.  

 

UNIT STANDARD CCFO ORGANISING  

Organise and manage oneself and one`s activities responsibly and effectively through using language.  
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UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information: fundamental to the process of developing language 
capability across language applications and fields of study.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications.  

 

UNIT STANDARD CCFO SCIENCE  

Use science and technology effectively and critically: using technology to access and present texts.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and text.  

 

UNIT STANDARD CCFO CONTRIBUTING  

Contribute to the full development of self by engaging with texts that stimulate awareness and development of life 
skills and the learning process.  
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Interact Successfully with Audience in Oral Communication 

Can the misunderstanding of a few words literally mean the differences between life and death? They can in the 

airline business. A number of aviation disasters have been largely attributed to problems in communication. 

Consider the following: 

  History’s worst aviation disaster occurred in 1977 at a foggy Tenerife airport in the Canary Islands. 

The captain of a KLM flight thought the air traffic controller had cleared him to take off. But the controller 

intended only to give departure instructions. Although the language spoken between the Dutch KLM captain and 

the Spanish controller was English, confusion was created by heavy accents and improper terminology. The KLM 

Boeing hit a Pan AM at full throttle on the runway, killing 583 people.  

 

The preceding example tragically illustrates how miscommunication can have deadly consequences. One can 

therefore state with confidence that it is essential for good communication in any organisation. Research 

indicates that poor communication is probably the most frequently cited source or interpersonal conflict. Because 

individuals spend nearly 70% of their waking hours communicating, (writing, reading, speaking and listening), it 

seems to be reasonable to conclude that one of the most inhibiting forces to successful group performance is a 

lack of effective communication. In one survey of top executives of medium and large South African 

organisations, the consensus was that the standard of communication in their organisations needed to be 

improved at all levels.  

 

No group can exist without communication, the transference of meaning among its members. It is only through 

transmitting meaning from one person to another that information and ideas can be conveyed. Communication 

however, is more than merely imparting meaning. It must also be understood. In a group where one member 

speaks only Zulu and the others understand Zulu, the individual speaking Zulu will not be fully understood. 

Therefore communication must include both the transference and the understanding of meaning. An idea, no 

matter how great, is useless until it is transmitted and understood by others.  

 

Perfect communication, if there were such a thing, would exist when a thought or an idea was transmitted so that 

the mental picture perceived by the receiver was exactly the same as that envisioned by the sender. Although 

elementary in theory, perfect communication is never achieved in practise.  

 

Functions of Communication 

Communication serves four major functions within a group or organisation; control, motivation, emotional 

expression and information.  
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Communication acts to control member behaviour in several ways. Organisations have authority hierarchies and 

formal guidelines that employees are required to follow. When employees, for instance, are required to first 

communicate any job-related grievances to their immediate boss, to follow their job description, or to comply 

with company policies, communication is performing a control function. Communication fosters motivation by 

clarifying to employees what is to be done, how well they are doing, and what can be done to improve 

performance if it is below par.  

 

For many employees, their workgroup is a primary source for social interaction. The communication that takes 

place within the group is a fundamental mechanism by which members show their frustrations and feelings of 

satisfaction. Communication, therefore, provides a release for the emotional expression of feelings and for 

fulfilment of social needs. The final function that communication performs relates to its role in facilitating 

decision making. It provides the information that individuals and groups need to make decisions by transmitting 

the data to identify and evaluate alternative choices.  

 

No one of these four functions should be seen as being more important than the others. For groups to perform 

effectively, they need to maintain some form of control over members, stimulate members to perform, provide a 

means for emotional expression, and make decision choices. You can assume that almost every communication 

interaction that takes place in a group or organisation performs one or more of these four functions.  

 

The Communication Process 

Communication can be thought of as a process or flow. Communication problems occur when there are 

deviations or blockages in that flow.  

 

A communication Model 

Before communication can take place, a purpose, expressed as a message to be conveyed, is needed. It passes 

between a source (the sender) and a receiver. The message is encoded (converted to a symbolic form) and is 

passed by way of some medium (channel) to the receiver, who translates (decodes) the message initiated by the 

sender. The result is transference of meaning from one person to another.  

 

The message is the actual physical product from the source encoding. “When we speak, the speech is the 

message. When we write, the writing is the message. When we paint, the painting is the message. When we 

gesture, the movements of our arms, the expressions on our faces, are the message”.  

 

Our message is affected by the code or group of symbols we use to transfer meaning, the content of the message 

itself, in the decisions that we make in selecting and arranging both codes and content. The channel is the 

medium through which the message travels.  
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It is selected by the source, who must determine which channel is formal and which one is informal. Formal 

channels are established by the organisation and transmit messages that pertain to the job-related activities of 

members. Other forms of messages, such as personal or social, follow the informal channels in the organisation.  

 

The receiver is the object to whom the message is directed. But before the message can be received, the symbols 

in it must be translated into a form that can be understood by the receiver. This is the decoding of the message.  

 

Just as the encoder was limited by their skills, attitudes, knowledge, and socio-cultural system, the receiver is 

equally restricted. The final link in the communication process is a feedback loop. “If a communication source 

decodes the message that he encodes, if the message is put back into his system, we have feedback”.  

 

Feedback is the check on how successful we have been in transferring our messages as originally intended. It 

determines whether or not understanding has been achieved.  

 

Steps in the Communication Process 

If a manager is to get it right when he communicates, he needs to realise that successful communication, though 

it may start with himself, is not a one-way process at all. Response or reciprocity is the essence of communication. 

Communication is reciprocal.  

 

There are four steps in the communication process: 

 Attention 

 Apprehension 

 Appreciation 

 Action 
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Attention: 

Some of us may be used to the army command “Attention!” The officer realises that the soldiers must come to 

attention before they can respond effectively. Of course, we are not suggesting that an authoritarian attitude in 

gaining the attention of the person with whom we are communicating.  

 

But gaining their attention is vital. To gain the attention of the person we are communicating with, we must 

respect their circumstances. Art of gaining the attention of the receiver of any communication is the human 

greeting or the question about the person’s state of health, family or work circumstances.  

 

We must have the good grace not to interrupt but to involve ourselves in the other person’s work or human 

condition and to involve him in our condition. Gaining the attention of the receiver requires preparation, whether 

that preparation is the result of years of experience and is largely unconscious or whether it is well thought out 

before the initial communication takes place.  

 

Apprehension: 

Gaining the apprehension or understanding of the receiver is a difficult matter. But it is essential if the 

communication is to be successful. Apprehension is a very subtle part of the communication process. If the 

relationship is true between the sender and receiver, there should be indirect ways of ascertaining whether the 

apprehension is of a positive or negative type.  

 

Assimilation: 

A person can understand a message, but do not necessarily need to accept it or agree with it. Assimilation has 

three meanings: 

Absorption into the body;  

 Becoming part of another social group or state; and  

  Becoming like someone else or another group. 

 

In communication all three apply. A receiver must assimilate the communication until it becomes part of him. In 

this way the difference between different social groupings in business can be broken down. If a person assimilates 

an idea into himself, he becomes one with the sender of the communication and this is the ideal result of 

communication.  
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Action: 

The last step in the communication process is action. Unless communication results in some kind of action, it can 

easily remain abstract and theoretical. Once assimilation has taken place, there should be a natural desire on the 

part of the receiver to implement the idea, but again, the sender needs to encourage and promote the required 

action and possibly to involve himself in the execution of the action plan. Support and facilitation are important 

aspects of the sender’s involvement in this last stage of the communication process.  

 

It is therefore of utmost importance to ascertain and complete the following in the communication process when 

dealing with groups: 

Identifying the purposes of the communication by ensuring that the group understands what is expected of them 

Formulating and generating agendas to ensure that the ideas and actions required are clearly stipulated 

Explaining the procedures and schedules according to which the actions are required 

Monitoring the developments and retaining focus of the group 

Drawing conclusions of the communication and what is the required steps in the process to achieve the actual 

goals 

Preparing and delivering feedback to the sender of the communication and ensuring group ownership of 

conclusions. 

 

Interviews 

Face-to-face conversation is the most 

effective form of oral communication 

because it is likely that concentration 

and attention will be at the maximum, 

and interruptions and barriers can be 

kept to the minimum.  

 

There is ample opportunity for open 

response if the level of trust is high, 

and problems of disagreement, distrust and tension can be worked through more easily than in other forms of 

oral communication. The words interviewer and interviewee carry a certain status level, which can effectively 

become a barrier to communication in the conversation. Therefore the interviewer must try and normalise the 

unequal relationship as much as possible.  
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Many interviewers talk too much, the interviewee must be given the opportunity to express their views freely. 

Although questions may elicit responses form the interviewee, the interview should not consist of a series of 

questions and answers.  

 

This form of interviewing is too much like an interrogation. Questions should not be threatening and they should 

not allow for the respondent to answer in such a way that he thinks the questioner expects to be answered.  

 

When dealing with large groups of people it is essential to ensure that one maintains the groups’ attention, 

concentration and involvement. When working in formal and informal interviews one needs to firstly ensure that 

the agenda of the interview corresponds with the formality thereof.  

 

If there will be a formal interview process, it is essential for the participants to ensure that they understand and 

stick to the agenda of the interview and that their participation remains structured, as planned. With informal 

interviews, there is much more scope for the individuals to participate on as they are not limited to certain areas. 

In the interview process, there is more than one stage of the two way communication.  

 

The people being interviewed will be asked questions and given the opportunity to respond to the questions, the 

interviewers will, in turn, have the opportunity to ask the questions and allow the interviewees to respond.  

When dealing with groups in the planning process, it is essential to give member of the group the opportunity to 

add their own meaning or value to the planning process. When one decides upon the group who will participate, 

one needs to take into consideration the fact of the value that the particular member will add to the groups’ 

discussion and ability to meet the intended outcome of the plan.  

 

Each member, no matter how minor their intended role in the planning process may be, must be given an equal 

opportunity to voice their input in the plan. Failing to do so, will result in the member withdrawing from the 

meeting and adding their input only when directly required to do so. Conducting background research on people 

will be left to a single person to conclude and gather. Once the research has been completed, the person 

responsible therefore must provide the remainder of the group with the relevant outcomes and findings.  

 

The order of questions must be structured in such a fashion where they are conducted in a chronologically. 

Starting with the educational background of the person, moving to their workplace experience and then 

concluding with their personal goals and attributes ensures that the questioning is structured, it gives the 

interviewee the opportunity to recognise and follow the process which the interviewers are following and present 

them with the chance to answer the questions correctly, without having to move from one subject to another.  
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By showing flexibility, the person allows for the group to interact in such a manner where they are able to make 

sense of the interviewees’ situation for themselves. Not all people have exact chronological lives. Some may start 

with a career and then at a later stage move towards further education. This may be a confusing situation for 

some interviewers, which they need to clarify to ensure they understand it.  

 

They must understand each person to enable them to give accurate input of their feelings of the person. When 

one interviewer does not have any questions to ask; or ask questions which the interviewee does not understand, 

the person leading the interview has to show their flexibility in the manner where they will interact between the 

two people to ensure understanding.  

 

The data or information drawn from the candidates must be done in such a way where it does not involve their 

personal lives. Obtaining data of a person for a specific purpose must be done by a trustworthy and respectable 

person who will not divulge this information to any other party, except those relevant.  

 

Many people will feel threatened when such information is gathered about them and then discussed by others, 

with them. In such a case, the person must be informed that such information is duly obtained and used only for 

the purpose of the interview and will not be disclosed to any other party.  

 

The candidate must also be given the opportunity to explain information gathered to ensure that the interviewers 

are properly informed about each matter. Under no circumstances must this type of information be used in a 

threatening manner, as the participant will feel threatened and will withdraw from the entire process.  

 

Conclusions drawn from the interviewing process must be recorder individually by each member and then tabled 

afterwards, in private. All conclusions have to be given the merit it deserves to ensure that the person tabling 

their conclusion feels their input is valued.  

 

Each member of the group may have slightly different information regarding the job applicants derived from 

interviewing the candidates, reading resumes, and speaking to references. In this situation, the group must 

determine the best choice by sharing both opinions on the candidates and factual information they have 

collected. 
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Formal Meetings 

Before any meeting is held, there should be adequate preparation. Any meeting should be properly convened, 

constituted and be conducted in accordance with the constitution, i.e. the rules governing the objects of the 

association whether it be a business organisation or a club. A meeting is properly convened if due, reasonable 

notice is given to the intended attendees. Proper preparation also needs to take place in order for the meeting to 

be successful.  

 

The following needs to be chosen and prepared: 

 The purpose of the meeting 

 The people who will be invited 

 Who the chairman will be 

 Who the secretary will be 

 Where the meeting will take place 

 The seating arrangements 

 What materials will be required 

 

The different types of meetings 

There are different types of meetings; they may be private or public, formal or informal. Business organisations 

usually make use of the following meetings: 

 

Brainstorming: 

A brainstorming meeting involves participants from different levels of the organisation and are regarded as 

equals, each with a contribution to make. Ideas are called for on a particular topic without prior preparation and 

all ideas are recorded, usually on a flip chart, without evaluation or judgement. Free creative thinking is 

encouraged, and many useful business ideas are generated in this way. A brainstorming meeting is usually 

regarded as fun, and it helps to build morale among the participants and to encourage communication.  

 

Problem-solving: 

This is less creative than brainstorming, but it is more conclusive. Participants are asked to evaluate and to take 

decisions. To begin with, an analysis of past and present strategies, successes, and failures and of future 

objectives will be helpful. All the participants are asked to formulate ideas and put them on paper, without 

consulting with one another. These responses are then collected and redistributed in no particular or in small 

groups of people, where the responses are evaluated. Each group must be assigned a representative who will 

formulate and communicate the outcomes of the groups’ decisions to the rest of the meeting.  
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Briefing: 

Often meetings need to take place to brief people about work that has to be done. It is important that such briefs 

should be in writing, preferably be prepared before the briefing meeting, although the meeting may bring about 

certain changes in the brief and it may have to be reformulated. Briefings must be precise and leave no doubt on 

either side about what is to be expected.  

 

Consulting: 

A consulting meeting is the meeting between representatives of an organisation and external representatives of 

another company. Here it is the task of the client to allow the consultants to understand the problems which has 

prompted the organisation to hire their services.  

 

Procedures at meetings: 

Introduction 

The prospect of finding yourself in the unfamiliar surrounds of a meeting in progress can be quite daunting. Fear 

of the unknown and the lack of knowledge in correct meeting procedures have literally stopped people from 

taking on roles or positions on decision-making bodies. Obtaining an understanding of these procedures will allow 

you to break through this barrier and make a contribution to various organisations and decision-making bodies. 

 

The Meeting 

Meetings occur when groups of people gather to discuss, and try to resolve matters which are of a mutual 

concern. Recommendations are made, directions given and courses of action decided. For a meeting to effectively 

achieve these goals, a structure needs to be in place. If a meeting has little or no structure, the results are 

unproductive and dissatisfying for all concerned. 

 

The Agenda 

Prior to the meeting, an agenda is prepared and circulated to all members. This agenda forms the structure of the 

meeting. It states where and when the meeting will take place and what matters will be discussed. A draft copy of 

the minutes of the previous meeting, along with any other relevant material that the members should read prior 

to the meeting, are distributed at the same time as the agenda.  

 

How to conduct a meeting:  

One of the biggest complaints about most organisations is meetings . . . they waste too much of our precious 

time. This is bad news for organisations. Meetings are important because that is where an organisation’s culture 

and climate perpetuates itself.  

 



SDA | MODULE 3 | STUDENT GUIDE 23 

 

Meetings are one of the ways that an organisation tells its workers: “You are a member.” If you have bad, boring, 

and time-wasting meetings, then the people begin to believe that this is a bad and boring company that does not 

care about time.  

 

Likewise, great meetings tell the workers, “This is a great organisation to be working for!” Also, remember that 

bad meetings lead to more bad meetings which cost even more money. Why are there so many bad meetings? 

Poor planning by the meeting’s organiser and a lack of involvement by the participants. Listed below are some 

guidelines for conducting effective meetings. 

 

Prepare for the meeting: 

1. Define the objectives and desired outcomes. Know what you are trying to achieve by having a meeting. 

2. Determine if a different activity could be used besides a meeting. A lot of wasted meetings are called when a 

couple of phone calls, e-mail or one-on-ones would have worked better. 

3. Determine topics to cover and the best format for the discussion of each one. Know what you want to get 

accomplished by the meeting. 

4. Estimate the length of the meeting. People need to know how long to plan for the meeting. 

5. Create an agenda that is carefully scripted. 

6. Deliver agenda in advance so that the participants have time to plan and prepare for the meeting. 

7. Make every meeting a learning event: incorporate creative and cutting edge education on a topic. 

8. Use a variety of tools and activities to make the meeting productive and fun . . . get them charged up! 

 

Prepare to attend a meeting: (for participants) 

1. Know the purpose of the meeting. Know what your purpose for attending is. 

2. Gather all data that you need to bring to the meeting. 

3. Know the agenda of the meeting and ensure your agenda coincides with the meeting agenda. 

4. Know your role and the path that you are going to follow. 

5. Arrive on time and be prepared to stay until at least the planned stop time. 

6. Take the meeting seriously, but do have some fun while attending. 

 

Set up the meeting place:  

1. Select a physical setting that is comfortable, big enough, and will serve the purpose. 

2. Create a warm and attractive atmosphere conducive to interaction. 

3. Provide appropriate refreshments. 

4. Have appropriate visual aids and learning aids on hand. 

5. Always do something a little different and new. Make them glad that they came. 
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Assign a note taker (minutes)  

1. Who attended. 

2. What problems were discussed. 

3. Key decisions reached. 

4. Next steps: who needs to accomplish a task, start and end date of task and what is exactly needed. 

 

Start the meeting:  

1. Communicate the purpose and desired outcomes to all participants. 

2. Clarify the type of participation and interaction desired. 

3. Set the ground rules: when the meeting will end, how each member will be heard, what is expected. 

4. Show that you value their ideas, opinions and questions. 

 

Conduct the meeting:  

1. Take time to tell and hear stories. 

2. Clarify and paraphrase key ideas. 

3. Ask for different points of view; protect new ideas. 

4. Use brainstorming techniques. 

5. Record ideas and notes on a flip chart. 

6. Stay focused on the agenda topics. Do not wander off topic or become distracted. 

7. Assign next steps throughout the meeting. Make all next steps specific assignments. 

 

Keep the meeting focussed and moving:  

1. Get information and data from the meeting. Ensure all people are heard. 

2. Let the people carry the content; you guide the process. 

3. Acknowledge and reinforce constructive contributions. 

4. Use the agenda to stay on track. 

5. Vary the pace: speed up, slow down, and take breaks. 

6. Keep the group aware of where they are in the process. 

7. Periodically summarise key points and ask for agreement. 

8. Help the group reach consensus and reach conclusions. 

 

What to do in a meeting (Our roles) 

 We are less rewarded for our involvement in a meeting when we assume that our role has been more 

central to its processes than when we are able to question its value to other participants. 
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 We degrade and pollute the meeting environment more when we assume that any negative impacts of 

our initiatives on other participants are of little consequence than when we have doubts concerning the 

ability of the meeting to deal with them. 

 

 We are more threatening to other participants when we assume that our role is not experienced as 

intimidating and discriminating by some than when we question how others may be threatened by our 

actions in the meeting. 

 

Debates or Negotiations  

Negotiation is a process of trying to reach an agreement between two or more parties, each of whom is in control 

of resources sought after by the other party or parties. The purpose of the negotiation is to agree on the 

resources that each can exchange to the benefit of the other party and to its own benefit also. The whole idea of 

negotiation is to concentrate on interests that are common and to reduce the differences the parties have; in 

other words to build on areas of co-operation and to work through areas of conflict.  

 

An experienced negotiator demonstrates the following characteristics: 

 They will initiate co-operation by emphasising common ground before moving on to differences 

 They will consider problems as opportunities for problem solving that will benefit both parties 

 They will be open-minded and creative rather than inflexible.  

 They will deal with concrete, practical details rather than abstract principles 

 They will clear up minor disagreements before moving to major ones 

 They must discuss differences rationally and without emotion 

 

One of the most difficult issues in a negotiation experience is that of holding different values from those held by 

the other party. It is important to agree on an Agenda for the negotiating process and to establish the roles of the 

various negotiators.  

 

Negotiating is not a brainstorming, so a definite negotiating structure helps. Each party in the negotiating process 

usually has a chief spokesman who will act as an advocate for their party’s case and who will cross-examine the 

other party when they present their case.  

 

There may be observers on each side; often observers who do not participate in the actual negotiations process 

may be able to guide the spokesman more rationally. The negotiation itself strives for common ground in issues, 

relationships and decision making.  
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After an arrangement is reached, it should be restated to avoid misunderstanding and then be reduced to writing 

so that commitment from either side may be obtained.  

 

During the negotiation situation, it is highly possible to get stalled at certain point where neither party agree to 

budge. Things do not move and nothing progresses. This is a stalemate. People and process get 'stuck'. 

Statement can occur any time in any communication and deals handling.  

 

Conflict usually escalates with unresolved issues as the refusal to give in tends to be things that are closer to 

heart. Therefore, a prolonged stalemate unwinds all the effort used before the negotiation and it becomes a 

serious wastage of time and money. It becomes a Catch-22 situation where to end it implies that previous efforts 

are down the drain while to move on implies a need for one party to lose out. 

 

To be unable to find a resolution will imply that it is not just a negotiation stalemate, it is also a mental one. 

People are unable to logically accede to each other' 

 

s position. Hence stalemate is mostly a mental one... the inability to see beyond their current perspectives. Here 

are 3 proven ways to resolve such a stalemate: 

 Switch positions and perspectives. 

 Include someone objective into the negotiation. 

 Willingness to think out of the box and be creative. 

 

Remember, negotiation is a regular part of life and ever present in business dealings. Keep these ways in mind to 

handle the stalemates, be it mental or negotiation nature. These ways will help the situation progress than 

stagnant. 
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Use Strategies that Capture and Retain the Interest of an Audience 

he word kinesics comes from the Greek word for motion or movement. Kinesics is commonly 

referred to as body language and is a very important part of communication. Often one’s words are 

betrayed by one’s body language.  

 

We need to be aware of our facial movements, we need to control those that are meaningless or distracting and 

to practise those that are meaningful and assist the communication process. We should not only try and perfect 

our facial movements; we should also be able to interpret others’ movements. Body language can show when 

someone is ill at ease and needs to be relaxed, or it can show hostility that needs to be taken into account.  

 

An important point to remember in interpreting body and facial movements is that culture is an important 

influence. We should not be so prejudiced as to interpret others’ body and facial movements outside their 

cultural contexts.  

 

A black person may have been taught that it is disrespectful to look an older person in the eye, whereas a white 

person expects to be looked at when he is speaking to someone. The white person may therefore interpret the 

downcast look of the black person, as disrespect, when it is actually intended to be exactly the opposite.  

 

Kinesics can be divided into various categories: 

Involuntary gestures are those movements we make without meaning to do so. For instance, we may wince at 

pain; we may yawn when we are tired. Some voluntary gestures are meaningful even though they are 

involuntary, like yawning when we are tired.  

Voluntary gestures are deliberately used to communicate. We bang the table to emphasize a point, or we point 

at something to accentuate a point.  

Facial expressions are usually used to express emotion; a smile, a grimace, the raising of an eyebrow or even a 

frown. They can be voluntary or involuntary.  

Eye contact and movements are meant to influence the degree of with the person or persons in the 

communication exercise.  

Body postures tend to be less voluntary, but the way we stand, walk or lounge tells others a great deal about us. 

Most of the time, we are communicating through body postures without even realising it.  

 

People that are related to each other like to keep as close as possible to each other. Words that are related to 

each other need to be kept together in order to avoid misunderstanding. The rule is to keep together any words 

T 
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that are closely related to each other and to proofread sentences to make sure that confusion of interpretation 

may not take place.  

 

Speaking too quickly is one of the most common speech problems – perhaps because almost all of us tend to 

speed up our speech when we’re stressed or excited. And when are we not stressed when we’re working?  

 

Making a cold call, meeting a new contact, working on a project with a deadline – all of these situations are 

stressful and cause all kinds of physiological responses, including speeding up our speech. 

Some people, however, are genuine “motor mouths” – people who always speak rapidly. 

 

Speaking too slowly is much less common, but believe it or not, there are people who tend to speak naturally with 

a rate of speed that leaves gaps between words and drawls out syllables to extremes. The trick to speaking at an 

appropriate pace is remembering that you need to speak at a rate that allows your listener to understand what 

you’re saying.  

 

Listening is not a one-step process; we have to physically hear what is said and then translate language into 

meaning. If we speak too quickly, this vital second step of the process is lost. Like expression, the natural rate at 

which you speak is part of your speech signature.  

 

The problem with speaking at a pace that’s either too fast or too slow is that it interferes with communication. 

When you speak too quickly, you literally “blow away” your listener. He can’t mentally keep up with you and will 

quickly stop trying.  

 

While a small part of your message may get through, most won’t. When you speak too slowly, your listener has 

too much time for processing, and the mind either locks on how irritatingly slowly you’re speaking or wanders off 

to more interesting things. If you hear phrases such as “Could you repeat that?” often, or often encounter glazed 

looks, you’re probably a person who usually speaks too quickly or too slowly. 

 

Slowing Your Speech Down 

Focusing on our enunciation when we speak is one good way to slow down our speech. When we focus on 

enunciating clearly, we force ourselves to stop slurring and eliding syllables when we speak. Another way to slow 

down our speech is to concentrate on phrasing. Oral speech, just like written speech, is composed of phrases and 

sentences.  

 

In fact, the punctuation of written speech is simply a set of sign posts to tell us how the written information 

should be phrased. For instance, when I wrote: “If you hear phrases such as “Could you repeat that?” often, or 
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often encounter glazed looks, you’re probably a person who usually speaks too quickly or too slowly,” the 

punctuation dictates that when you read or say this sentence, you are going to pause briefly after the question 

mark, pause again after the word ‘often’ because of the comma, and again after ‘looks’. The sentence should be 

read the same way, whether you read it silently or read it out loud. 

 

But people who speak too quickly tend to ignore phrasing entirely. They don’t pause for commas, hyphens, 

question marks or even periods, jamming all the phrases together. Therefore, concentrating on the phrasing can 

really help slow down speedy speakers. 

 

The Speech Problem 

Speaking in a monotonous voice is a real communication killer. When the variety of your voice’s pitch doesn’t 

vary, it’s impossible for your listener to maintain any interest in what you’re saying. He tunes out – quickly. Once 

again, your message falls by the wayside. But even if he did hear it, he probably wouldn’t believe it.  

 

People who speak in a monotone or with inappropriate expression in their voices are perceived as untrustworthy, 

boring, or even shifty. As a business, sales or professional person, you can see why you’d want to fix this sloppy 

speech problem right away! 

 

Other Speech Problems of Expression 

Now, you may be saying to yourself (with a sigh of relief), “I certainly don’t speak in a monotone!” That’s excellent 

news, but unfortunately, the obvious monotone, where there is no variety of pitch in the voice, is only one sloppy 

speech habit related to expression. A far more common problem is a lack of appropriate vocal variety, or, as I call 

it, tired voice.  

 

If you have tired voice, your speech just doesn’t convey the appropriate emotional shadings and vitality that make 

people’s voices interesting and pleasant to hear. Think of it this way; your voice is as much a part of your 

signature style as the colour of your eyes or the way you walk. People can identify you by these signature traits. 

And in some cases, people have developed “signature” voices that are grating, braying, booming or otherwise just 

downright unpleasant for other people to listen to – because their voices are not suitably expressive. 

 

The good news is that having a monotonous or tired voice is not a life sentence. Everyone can change their 

signature voice (to some degree, barring physical complications) just as we can change the way we walk or even 

the colour of our eyes. 

 

Speech Exercise: Emotion Sentences 
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The purpose of this exercise is to practice getting more vocal variety into your speech, so you are going to be 

saying these sentences in different ways. First, say the sentence out loud as you would if you were ecstatically 

happy.  

 

Then say the same sentence out loud as you would if you were extremely sad. 

1. I just got a call saying that I won a vacation in Cape Town.  

2. I’m going to have to change that light bulb.  

3. Our town now has a new recycling program.  

4. My next door neighbour is moving out next week.  

5. I’ll be able to retire in only two more years. 

 

Speech Exercise: Belief Sentences 

The purpose of this exercise is to practice conveying meaning through expression in your speech, so once again, 

you are going to be saying these sentences in different ways. First, say the sentence out loud as you would if you 

truly believed the statement.  

 

Then say the same sentence out loud as you would if you didn’t believe what you were saying and wanted to 

convey your disbelief to your listener. 

1. You’ll never regret buying one of these.  

2. This extended warranty is a great deal.  

3. This is definitely an once-in-a-lifetime opportunity.  

4. What I’m doing now is the best thing I’ve ever done.  

5. I am the best at what I do. 

 

Delivering Verbal Communication 

People in organisations spend a great deal of their time speaking. Much of this however, is impromptu. People 

have to respond immediately to many requests, questions and statements. Impromptu, or unprepared speaking, 

is the most common form of public speaking that we do. There are many forms of oral communication to groups, 

below some of these methods are covered in detail: 

 

The Format for a talk 

A talk has a simple structure: 

 A beginning 

 A middle  

 An end 

 

The beginning of the talk is very important. Listeners make up their minds very quickly about the speakers’: 
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 Attitude towards them as well as towards his/her subject 

 Knowledge of the subject 

 

Speakers should strive to create a very good first impression, they should tell the audience: 

 Why they are listening 

 What will they gain from listening 

 

Speakers should use one of the following techniques to gain the audiences’ attention: 

 Ask questions 

 Refer to current or recent events that link the topic and give it added interest 

 Begin with an unusual statement or statistic that attracts interest 

 Refer to a specific problem that makes the audience think about their topic 

 Show a diagram, picture or object to attract interest 

 State the main points of their talk 

 

The middle often the weakest part of the talk, speakers should therefore ensure that they: 

Attract and re-attract the audience’s attention with good non-verbal communication 

 Organise their talks very well 

 Ensure that they present the material coherently, with good transitions 

 Use audio-visual aids to back up their key points 

 

Speakers should ensure that they end with a high note. The end of the talk should leave a lasting impression. 

Speakers should not allow the talk to fade out.  

 

Making use of the following techniques will ensure this occurs: 

 Summarise the main points 

 End with an appeal for action 

 Ask a challenging question 

 Use a quotation, statistics or vivid illustration to sum up the main idea. 

 Remind the audience why the key points are important to them 

 The speaker must not introduce new materials at the end, as it will cause confusion with the audience.  
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The Format for an oral report 

An oral report is normally based on a written report; therefore it will follow the same format as the written 

report. People normally present reports because they have been instructed to: 

 Investigate a problem 

 Report the feasibility of a project 

 Report on a situation 

 

An oral report therefore has a more rigid format than a talk. The format is as follow: 

Introduction 

 A brief statement on the instructions given to the speaker. These instructions should include: 

o The name of the person who gave the instructions 

o The date of the instructions 

o The main instructions given 

 An overview or summary of the report, which must include: 

o A statement of why the audience needs to listen to the report 

o A statement of what the audience will gain from listening 

o A brief description of the background of the report 

o A brief summary of the key findings 

o The main conclusions 

o The main recommendations 

 

Body of the report 

This section must include: 

 A brief statement of the procedures used to gather the information (such as counter interviews, site 

inspections or the use of special equipment) 

 The main findings, backed up with visual aids such as overhead projector, or flip charts. 

 

Conclusions 

These are the insights gained from the facts of the investigation and the implications of these facts. No new 

information must be given at this stage of the report. 

 

Recommendations 

These are the proposed actions that must be taken as a result of the findings and conclusions.  
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Preparing for a talk or an oral report 

A good oral presentation results from careful preparation, using the following procedures will assist you in your 

preparations: 

 Decide on your purposes, for example: 

o To inform 

o To persuade 

o To entertain 

 Analyse the needs of your audience 

 Decide what your audience needs to know or to do at the end of your presentation. This decision will 

help give you focus. 

 Prepare a mind-map for your ideas 

 Prepare a horizontal topic outline of your selected key and supporting ideas. This will give you the body 

of your talk or report 

 Add the introduction and conclusion to your plan 

 Once you are satisfied with your plan, prepare postcard-sized cue-cards as your notes. Ensure that you: 

o Number each card 

o Write key points only with large letters for easy reading 

o Write on one side only 

o Attach the cards to each other so that you can work through them without dropping them or 

getting them in the wrong order 

 

The following examples of horizontal plans illustrate: 

 The body of a talk 

 The complete talk 

 

This outline shows three main points, numbered one to three, with supporting ideas.  

 Purposes 

o The purposes of this talk are to: 

o Inform the audience of the procedure for writing a bad-news letter of adjustment 

o Persuade the audience that this procedure is effective 

 Audience 

o The audience is a group of experts in marketing. They are attending a workshop on letter-

writing as they wish to keep up to date on the latest techniques 
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1 

Planning letter 

2 

Organising letter 

3 

Writing letter 

Purposes 

Inform 

Give bad news 

Maintain goodwill 

Audience needs 

Attitude 

Indirect approach 

Thanks 

Explanation 

Bad news 

Goodwill 

Beginning of letter 

Subject line 

Style 

Tone 

Readability 

Jargon free 

 

 

 1st Main Point 2nd Main Point 3rd Main Point  

INTRODUCTION PLANNING LETTER ORGANISING LETTER WRITING LETTER CONCLUSION 

 Importance of 
well planned letter of 
adjustment 

 Handling bad 
news in letter 

 Transparency 
 Overview of talk 

 Purposes 
o Inform 
o Give bad 
news 
o Maintain 
goodwill 

 Audience needs 
 Attitude of 

audience 

 Indirect approach 
o Thanks 
o Explanation 
o Bad news 
o Goodwill 

 Beginning of letter 
 Middle of letter 
 End of letter 

 Subject line 
 Neutral opening 
o Establish 
goodwill 

 Clear, simple style 
 Neutral to friendly 

tone 
 Good readability 
 Jargon free 

 Sum up key 
points 

 Transparency 
 Set the 

audience a task of 
writing a bad-news 
letter of 
adjustment 

3 minutes 5 minutes 5 minutes 5 minutes 3 minutes 

 

Note that the speaker has added the following items from the first outlined plan: 

 An Introduction 

 A Conclusion 

 Visual Aids 

 Running time for each section 

 

Preparing a persuasive talk 

A persuasive talk needs a special approach. People would find it easier if they could base all persuasion on facts. 

However, this is often not possible. In reality, they have to use a combination of facts and personal appeal based 

on the audience’s needs and goals. Persuasion can be defined as follow: 

“An attempt by a person or group to change the attitudes, beliefs or behaviour or another person or group”. 

This definition stresses that persuaders have to take into account the beliefs, attitudes, needs and goals of 

others. Persuaders should also find out if the audience is likely, at the start, to be positive or negative towards 

them or their ideas.  

 

Approaches to persuasion 
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Persuaders could use a: 

 

Logical appeal 

This appeal uses facts as a basis. The persuader could use an inductive or deductive approach. The inductive 

approach uses specific examples as a basis for making a general statement. This approach is useful if your 

audience starts off against your view.  

 

If you were a salesperson, you could, for example, show specific results of tests to move towards a general 

statement of your product. The deductive approach starts with a general statement and moves to specific 

statements to back it up. This approach is effective if you feel that your audience is likely to accept your general 

statement as long as you support it with specific examples.  

 

Note that: 

 Use both sides of an argument to persuade people. Do not simply argue from one point of view. 

 If you feel that your audience is hostile, start with points with which they can agree. Then move to your 

point of view.  

 

Psychological appeal 

This approach is based on an analysis of the audience’s needs, desires and motives. It should stress the benefits 

to the audience.  

 

Personal appeal 

This is based on the speaker’s reputation or credibility. Note that the persuaders need to show their knowledge 

of the facts. They also need to persuade through their own attitudes and enthusiasm.  

 

Plan for a persuasive message 

The following plan for a persuasive talk is suggested: 

 

Introduction: 

 Gain the audiences’ attention 

 Establish a common ground with the audience 

 Work on points of agreement with the audience 

 Stress the advantages for the audience 

 

 

The Middle: 
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 Develop the argument in terms of its advantages and disadvantages 

 Work from the problem to the solution 

 Keep stressing the advantages to the audience 

 

The End: 

 Stress the desired action in terms of what the audience can gain 

 

Presenting the talk or report 

Once you have prepared your talk or report, you should rehearse it in front of an audience. Encourage your 

audience to discuss problems with you. Check your timing. Ensure that you can use your audio-visual aids 

effectively. Check the balance of your presentation so that you allocate the exact time to each stage.  

 

When you present your talk or oral report, pay special attention to your: 

 Non-verbal communication, particularly your voice, eye-contact, your hand movements and the way 

you stand 

 Your dress and general appearance 

 Your level of enthusiasm 

 Your style 

 The quality of your audio visual aids, and the way in which you use them.  

 

Show genuine concern for your audience, make immediate eye contact with your audience and try not to read 

too much from your cards. Make sure that you dress appropriately. When you start, stand evenly on both feet. 

Do not cross your arms or legs or twist your back. Use gestures to emphasize your points and keep contact with 

the audience.  

 

Make sure that you: 

 Speak with a lively voice 

 Speak clearly 

 Speak at a speed that allows your audience to tune in to your voice 

 Vary your speed 

 Use your voice to emphasize your key points 

 Use pauses for impact 

 

 

The speakers’ credibility: 
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A speaker’s credibility is vitally important. The audience must believe in the speaker if the message is going to 

have any impact. Credibility may be defined as “an attitude towards a sender held at any given time by a 

receiver”.  

 

This definition stresses that credibility is conferred on a sender by a receiver. A sender has no credibility. It also 

stresses that credibility is dynamic. It changes all the time, and may change from the beginning of a talk to the 

end. In presentations, three kinds of credibility are recognised: 

 

Initial 

Initial credibility is conferred on the speaker before they start. This is based on what the audience believes 

about the speaker.  

 

Derived 

Derived credibility is conferred on a speaker during the presentation. It is based on: 

 The way the speaker puts across the message 

 The impact of the message 

 The quality of the speakers’ delivery 

 

Terminal 

Terminal credibility is conferred on the speaker at the end of the presentation. Speakers should, therefore, pay 

attention to every stage of the presentation. Credibility may be defined as a combination of the audience’s 

assessment of the speakers’: 

 Level of authority 

 Trustworthiness 

 Intentions towards the audience 

 

Achieving credibility 

Speakers can also make themselves credible by: 

 Paying very careful attention to the beginning of the message 

 Ensuring that they are introduced by someone respected by the audience 

 Paying close attention to their appearance 

 Selecting their ideas carefully and support what the audience likes 

 Using facts to back up general statements 

 Making sure that their delivery is excellent 

 Establishing common ground with the audience 

 Appearing open minded and sincere 
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 Ending on a powerful note 

 

Using audio-visual aids 

Audio-visual aids are essential if you wish for the audience to remember the points you make. These aids have 

the following advantages: 

 They create immediate impact 

 They make ideas more concrete 

 The reinforce key points 

 They assist with the conveying of ideas 

 They guide the speaker and the audience 

 They help to retain the attention of the audience 

 

Audio-visual aids should support the talk or report. They must never serve as a replacement. Keep the following 

points in mind when using audio-visual aids: 

 They must not be over used; they can destroy the balance of the talk or report 

 They should be audible, visible, simple and immediately understandable 

 They must be well planned 

 They must be kept on long enough for the audience to listen, look and absorb the material 

 They must work effectively 

 

The overhead projector: 

The main advantages are: 

 The speaker can remain facing the audience 

 The speaker can plan in advance, or write on transparencies in front of the audience 

 It can be used with the lights on 

 It is suitable for small and large venues 

 Transparencies can be stored and re-used 

 

The main disadvantages are: 

 They may be subjected to power failures and broken bulbs 

 They need a good screen at the correct angle for the correct image 

 

When you prepare transparencies, ensure that you keep them simple so that your audience can read and 

understand them in the time you will keep them on the overhead projector. 
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The flip chart: 

The main advantages of the flip-chart are that: 

 It is very portable 

 It does not need power, so it can be used without being concerned about power failures 

 The speaker can prepare in advance or write as the presentation evolves 

The main disadvantage is that it is not suitable for a large audience. When writing on a flip chart, make sure 

that you write large enough for the entire audience to read. Keep the sheet simple so that the audience can 

understand it. Keep in mind that you can make small notes with pencil on each page which can guide you 

through the presentation.  

 

Video: 

The advantage of a video is that it illustrates vividly the spoken and visual together. It may be shown with the 

lights up so that the speaker can maintain contact with the audience. The main disadvantages are that 

expensive equipment has to be used. It is subject to more frequent breakdowns than simpler equipment. It may 

also draw attention away from the speaker if it is not controlled properly. When using video, make sure that you 

test the equipment at the venue, before you intend using them and that you have everything ready for 

immediate playing.  

 

Audience response and questions 

 

Talking to a sluggish audience: 

If your audience is likely to be sluggish, try the following: 

 Prepare some questions in advance and write them down on an overhead transparency. Use these 

either to start or end your talk. 

 Build questions in to your talk. Your questions should develop your argument, stimulate the audience 

and encourage participation.  

 

Handling questions: 

All oral presentations give you the chance of involving the audience. The most useful involvement is through 

questions. The most effective technique is to set aside time for answering questions at the end. Keep in mind 

that if you have a very large audience, you might have to write the questions on an overhead transparency. 

Ensure that you control the situation so that your audience participation does justice to the audience, content of 

your speech or talk and the time restrictions placed on your speech. Unreasonable numbers of questions and 

interruptions can ruin an otherwise good speech.  
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Guidelines for controlling questions: 

The following six questions will help you to control the questions from your audience: 

 Make sure that you know your audience, your subject and your purposes very well 

 Try to anticipate what areas of your subject are most open to questioning, then judging from that try to 

predict what questions your specific audience will ask. 

 Try to answer each question, or try to react to all questions 

 Carefully consider the rest of the audience. Try to satisfy those asking questions but also the rest of the 

audience in your answer 

 Do not feel or act as if you know everything or have to win every argument 

 Try to encourage good questions and audience participation. Speakers easily discourage questions with 

even a slightly overbearing attitude. Do not make people angry so that they decide to give you a bad 

name.  

 

Difficult questions: 

This section will guide you answer difficult questions, it is merely a guide and you should judge each question on 

its merit.  

 

When a question actually contains two questions; “Why do you make the good like this, and what do you think 

of the method?” refer each part back to the questioner. Then answer each part separately. Some questions 

become very complex, do your best to analyse each section and answer it separately.  

 

When a question is emotionally loaded; “Would you be for or against us sending our fruit to the desperate 

people of the poverty stricken areas?” point out that not everyone would agree that the people in question are 

desperate. State politely that you would rather not answer the question as it has been phrased.  

 

When the question is totally off the point; either ask the questioner to re-phrase the question or ask if you can 

delay the answer until after the presentation. Do not insult the questioner by telling them that the question is 

off the point.  

 

When you do not know the answer to the question; do not attempt to bluff your way through. Admit that you 

do not know the answer and then ask the rest of the audience f they could assist in answering the question.  
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Identify and Respond to Manipulative Use of Language 
 

Manipulative use of language 

When there are speakers appearing in public, they are there for a specific reason. They are either attempting to 

convey their messages to the listeners. Differences in perception from the listeners will cause the message or 

idea to come across differently to what the message was intended. Most differences in perception are caused 

by differences in visual or spoken interpretations. The type of language used may be totally misunderstood by 

people of different cultures. In South Africa we use the term just-now to refer to the future, whereas people of 

other countries use it to mean what it actually states; now.  

 

When we use language abstractly there is much room for interference, i.e. for an assumption or interpretation 

on the part of the listener. Abstraction in language means that there is some area of vagueness, some lack of 

precision, some room for interpretation on the part of the receiver. The use of jargon in communication often 

distorts a message. Users of jargon tend to assume that everyone understands the jargon. Whereas this is 

seldom true. Doctors treating patients may use terms that patients do not understand but the patients are 

usually too polite or ignorant to ask what the terms mean. The use of jargon tends to blur communication and 

to make people feel excluded if they do not understand or to make people feel superior or included if they do 

understand.  

 

The same applies to language that categorises or labels people or things. Such words are radical or reactionaries 

and conservatives or liberals do not serve much purpose because they have widely different meanings 

according to their contexts. A person can be both radical and reactionary depending on the situation. The 

trouble with labels is that they tend to stick whether they are appropriate or not.  

 

Language may be deliberately misleading. Business policy includes the strategy of planned obsolescence, but it 

would be unwise to make this known to the buyer of a product. Salespeople deliberately avoid referring to this 

strategy of manufacturing. A buyer of an over-head projector is not warned on purchase that the machine 

cannot be used continuously during a working day; after the machine has been purchased and used for six 

months; the person servicing the machine explains that the machine has been overused and needs to be 

replaced. The owner of the machine feels that he has been misled and then changes his supplier. All this arises 

from poor communication.  
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News Clips  

The Lebanese crisis explained  
By Roger Hardy  
BBC Middle East analyst  
 
Lebanon is the most politically complex and religiously divided country in the Middle East, which is what makes it such a 
potentially explosive factor in an unstable region.  

Tiny Lebanon baffles outsiders. Even people in the Middle East find its politics confusing. Set up by France after World War I 
as a predominantly Christian state, Lebanon is now about 60% Muslim, 40% Christian. It has 18 officially recognised 
religious sects and sharing power between them has always been a complicated game. Lebanese Muslims have tended to 
look east for support from the other Arab states and from Iran. The Christians have tended to look west to Europe and the 
United States. The country's proximity to Israel - and the presence of a large number of Palestinian refugees on its soil - 
mean it is also intimately tied to the Arab-Israeli dispute. While Lebanon has plenty of problems of its own, it has also 
become the arena where many of the region's conflicts and rivalries are played out.  

Syrian influence  

The long conflict which ravaged the country from 1975 until 1990 was both a civil war and a regional war. It left Lebanon 
firmly under Syria's thumb, and with a southern strip of territory occupied by Israel as a buffer zone.  

Israel has repeatedly intervened in Lebanon to protect its northern border. The civil 
war also drew in Iran to fight Israel and support the Lebanese Shia. In 1982, with 
Iranian help, the Shia created Hezbollah, the Party of God, which has evolved into a 
major player in Lebanese politics and an important ally of Iran and Syria. Israeli forces 
eventually withdrew in 2000 and Syrian forces in 2005. But while Syria no longer has 
a military presence, it has retained political influence through its relationship with 
Hezbollah.  

Israeli onslaught  

It is against this backdrop of conflict and polarisation that the war on the Lebanese-
Israeli border unfolded during the summer. The capture of two Israeli soldiers by Hezbollah provoked a month-long Israeli 
onslaught. The areas where the Shia movement enjoys support - south Lebanon and the southern suburbs of Beirut - bore 
the brunt of the Israeli offensive. This caused large-scale death and destruction but failed to secure the soldiers' release or 
Hezbollah's defeat. Hezbollah claimed it had won a "divine victory". In the aftermath of the war, the country began the task 
of physical reconstruction - but was still plagued by its old divisions.  
Polarisation  

The government is badly split between anti-Syrian and pro-Syrian factions. The first is a loose alliance of Sunnis, Christians 
and Druze (a heterodox offshoot of Islam) and enjoys the support of the United States. The second is an essentially Shia 
grouping dominated by Hezbollah, with the backing of Syria and Iran. Symbolising the polarisation is the fact that the 
president is pro-Syrian and the prime minister anti-Syrian. The political deadlock has persisted into 2007, defying the 
mediation efforts of various Arab states. Relations with Syria are complicated by ongoing efforts to establish an 
international tribunal to investigate the killing of the former Lebanese prime minister Rafiq Hariri in 2005. Many Lebanese 
hold Syria responsible for the assassination - something Damascus staunchly denies. The UN Security Council has indicated 
that, if Lebanese politicians are too divided to agree on the setting up of a tribunal, it will become the UN's task to do so. 
The outbreak of fighting in the north of the country on 20 May has added a new twist to Lebanon's problems. Clashes 
between the Lebanese army and a shadowy group called Fatah al-Islam, based in a Palestinian refugee camp near Tripoli, 
have left dozens dead. The Lebanese government sees the hand of Syria behind Fatah al-Islam. Others see a different but 
no less worrying possibility - that radical Islamists of the al-Qaeda type now see Lebanon, like other failing states, as 
attractive terrain in which to establish a foothold.  

 
Lebanese politics have resulted in a 
succession of wars and atrocities 
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Zimbabwe	passes	law	to	monitor	phones,	mail	

By Nelson Banya 

HARARE, August 3 (Reuters) - Zimbabwe's President Robert Mugabe has signed into law an act enabling 
state security agents to monitor phone lines, mail and the Internet, a government notice published on Friday 
said. 

Officials have said the new law is designed to protect national security and prevent crime, but human rights 
groups fear it will muzzle free speech under a crackdown on dissent. 

In the government notice, Chief Secretary to the President and Cabinet Misheck Sibanda said Mugabe had 
agreed to the Interception of Communications Act, which was approved by both houses of Zimbabwe's 
parliament in June. 

The law gives police and the departments of national security, defence intelligence and revenue powers to 
order the interception of communications and provides for the creation of a monitoring centre. 

Postal, telecommunications and internet service providers will be required to ensure that their "systems are 
technically capable of supporting lawful interceptions at all times". 

Critics have said the law is a government ploy to keep tabs on the opposition at a time when political 
tensions are mounting and Mugabe is deflecting growing criticism from Western powers. 

Zimbabwe is suffering a severe economic crisis, marked by the world's highest inflation rate, 80 percent 
unemployment and persistent food, fuel and foreign currency shortages. 

The southern African country, once viewed as a regional bread basket, cannot feed itself and faces severe 
shortages of basic consumer goods after a government-ordered price freeze in June that has emptied shop 
shelves. 

Mugabe -- Zimbabwe's ruler since independence from Britain in 1980 -- denies controversial policies such 
as the seizure of white-owned farms to resettle landless blacks have ruined the economy, and blames 
Western sanctions for the economic turmoil.  

© Reuters 2007. All Rights Reserved 
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Advertisements & Marketing 
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Is there such a thing as a pretty cigarette, or are they trying to change the holistic picture on smoking? 



SDA | MODULE 3 | STUDENT GUIDE 46 

 

 

Do points 10 and 11 actually pertain to the car itself or are they added extras which are not standard? 
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Speech 

Nelson	Mandela’s	address	to	rally	in	Cape	Town	on	his	release	from	prison.	11	February	1990	

Friends, comrades and fellow South Africans. I greet you all in the name of peace, democracy and freedom for 

all.  

 

I stand here before you not as a prophet but as a humble servant of you, the people. Your tireless and heroic 

sacrifices have made it possible for me to be here today. I therefore place the remaining years of my life in your 

hands. On this day of my release, I extend my sincere and warmest gratitude to the millions of my compatriots 

and those in every corner of the globe who have campaigned tirelessly for my release. 

 

I send special greetings to the people of Cape Town, this city which has been my home for three decades. Your 

mass marches and other forms of struggle have served as a constant source of strength to all political prisoners. 

I salute the African National Congress. It has fulfilled our every expectation in its role as leader of the great 

march to freedom.  

 

I salute our President, Comrade Oliver Tambo, for leading the ANC even under the most difficult circumstances. I 

salute the rank and file members of the ANC. You have sacrificed life and limb in the pursuit of the noble cause 

of our struggle. I salute combatants of Umkhonto we Sizwe, like Solomon Mahlangu and Ashley Kriel who have 

paid the ultimate price for the freedom of all South Africans.  

 

I salute the South African Communist Party for its sterling contribution to the struggle for democracy. You have 

survived 40 years of unrelenting persecution. The memory of great communists like Moses Kotane, Yusuf 

Dadoo, Bram Fischer and Moses Mabhida will be cherished for generations to come. I salute General Secretary 

Joe Slovo, one of our finest patriots. We are heartened by the fact that the alliance between ourselves and the 

Party remains as strong as it always was.  

 

I salute the United Democratic Front, the National Education Crisis Committee, the South African Youth 

Congress, the Transvaal and Natal Indian Congresses and COSATU and the many other formations of the Mass 

Democratic Movement. I also salute the Black Sash and the National Union of South African Students. We note 

with pride that you have acted as the conscience of white South Africa.  

 

Even during the darkest days in the history of our struggle you held the flag of liberty high. The large-scale mass 

mobilisation of the past few years is one of the key factors which led to the opening of the final chapter of our 

struggle.  
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I extend my greetings to the working class of our country. Your organised strength is the pride of our movement. 

You remain the most dependable force in the struggle to end exploitation and oppression. I pay tribute to the 

many religious communities who carried the campaign for justice forward when the organisations for our 

people were silenced.  

 

I greet the traditional leaders of our country - many of you continue to walk in the footsteps of great heroes like 

Hintsa and Sekhukune. I pay tribute to the endless heroism of youth, you, the young lions. You, the young lions, 

have energised our entire struggle. I pay tribute to the mothers and wives and sisters of our nation. You are the 

rock-hard foundation of our struggle. Apartheid has inflicted more pain on you than on anyone else.  

 

On this occasion, we thank the world community for their great contribution to the anti-apartheid struggle. 

Without your support our struggle would not have reached this advanced stage. The sacrifice of the frontline 

states will be remembered by South Africans forever. My salutations would be incomplete without expressing 

my deep appreciation for the strength given to me during my long and lonely years in prison by my beloved wife 

and family. 

 

I am convinced that your pain and suffering was far greater than my own. Before I go any further I wish to make 

the point that I intend making only a few preliminary comments at this stage. I will make a more complete 

statement only after I have had the opportunity to consult with my comrades.  

 

Today the majority of South Africans, black and white, recognise that apartheid has no future. It has to be ended 

by our own decisive mass action in order to build peace and security. The mass campaign of defiance and other 

actions of our organisation and people can only culminate in the establishment of democracy. The destruction 

caused by apartheid on our sub-continent is in- calculable.  

 

The fabric of family life of millions of my people has been shattered. Millions are homeless and unemployed. 

Our economy lies in ruins and our people are embroiled in political strife. Our resort to the armed struggle in 

1960 with the formation of the military wing of the ANC, Umkhonto we Sizwe, was a purely defensive action 

against the violence of apartheid.  

 

The factors which necessitated the armed struggle still exist today. We have no option but to continue. We 

express the hope that a climate conducive to a negotiated settlement will be created soon so that there may no 

longer be the need for the armed struggle.  
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I am a loyal and disciplined member of the African National Congress. I am therefore in full agreement with all of 

its objectives, strategies and tactics. The need to unite the people of our country is as important a task now as it 

always has been. No individual leader is able to take on this enormous task on his own.  

 

It is our task as leaders to place our views before our organisation and to allow the democratic structures to 

decide. On the question of democratic practice, I feel duty bound to make the point that a leader of the 

movement is a person who has been democratically elected at a national conference. This is a principle which 

must be upheld without any exceptions.  

 

Today, I wish to report to you that my talks with the government have been aimed at normalising the political 

situation in the country. We have not as yet begun discussing the basic demands of the struggle. I wish to stress 

that I myself have at no time entered into negotiations about the future of our country except to insist on a 

meeting between the ANC and the government.  

 

Mr. De Klerk has gone further than any other Nationalist president in taking real steps to normalise the 

situation. However, there are further steps as outlined in the Harare Declaration that have to be met before 

negotiations on the basic demands of our people can begin.  

 

I reiterate our call for; inter alia, the immediate ending of the State of Emergency and the freeing of all, and not 

only some, political prisoners. Only such a normalised situation, which allows for free political activity, can allow 

us to consult our people in order to obtain a mandate. The people need to be consulted on who will negotiate 

and on the content of such negotiations. Negotiations cannot take place above the heads or behind the backs of 

our people. It is our belief that the future of our country can only be determined by a body which is 

democratically elected on a non-racial basis.  

 

Negotiations on the dismantling of apartheid will have to address the over- whelming demand of our people for 

a democratic, non-racial and unitary South Africa. There must be an end to white monopoly on political power 

and a fundamental restructuring of our political and economic systems to ensure that the inequalities of 

apartheid are addressed and our society thoroughly democratised.  

 

It must be added that Mr. De Klerk himself is a man of integrity who is acutely aware of the dangers of a public 

figure not honouring his undertakings. But as an organisation we base our policy and strategy on the harsh 

reality we are faced with. And this reality is that we are still suffering under the policy of the Nationalist 

government. Our struggle has reached a decisive moment.  
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We call on our people to seize this moment so that the process towards democracy is rapid and uninterrupted. 

We have waited too long for our freedom. We can no longer wait. Now is the time to intensify the struggle on all 

fronts. To relax our efforts now would be a mistake which generations to come will not be able to forgive.  

 

The sight of freedom looming on the horizon should encourage us to redouble our efforts. It is only through 

disciplined mass action that our victory can be assured. We call on our white compatriots to join us in the 

shaping of a new South Africa. The freedom movement is a political home for you too.  

 

We call on the international community to continue the campaign to isolate the apartheid regime. To lift 

sanctions now would be to run the risk of aborting the process towards the complete eradication of apartheid. 

Our march to freedom is irreversible. We must not allow fear to stand in our way.  

 

Universal suffrage on a common voters' role in a united democratic and non-racial South Africa is the only way 

to peace and racial harmony. In conclusion I wish to quote my own words during my trial in 1964. They are true 

today as they were then:  

'I have fought against white domination and I have fought against black domination. I have cherished the ideal 

of a democratic and free society in which all persons live together in harmony and with equal opportunities. It is 

an ideal which I hope to live for and to achieve. But if needs be, it is an ideal for which I am prepared to die.' 
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You are now ready to go through a check list. Be honest with yourself. 

 

Tick the box with either a √ or an X to indicate your response. 
 

 

□ I am able to interact successfully with audience in oral communication 
□ I am able to use strategies that capture and retain the interest of an audience 
□ I am able to identify and respond to manipulative use of language    

 

 

 

 

 
 
 
 
 
 
 
 
 

 
 

You must think about any point you could not tick. Write this down as a goal. 
Decide on a plan of action to achieve these goals. Regularly review these goals. 

 

 

 

 

 

 

 

 

My Goals and Planning: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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Learners at this level read and view a range of texts. Learners credited with this unit standard are able to read a 

variety of text types with understanding and to justify their views and responses by reference to detailed 

evidence from text. They are also able to evaluate the effectiveness of different texts for different audiences 

and purposes, by using a set of criteria for analysis. Learners credited with this unit standard are able to:  

• Use a range of reading and viewing strategies to understand the literal meaning of specific texts  

• Use strategies for extracting implicit messages in texts  

• Respond to selected texts in a manner appropriate to the context  

• Explore and explain how language structures and features may influence a reader.  

Unit Standard 8969  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 

SO 1 USE A RANGE OF READING AND/OR VIEWING STRATEGIES TO UNDERSTAND THE LITERAL MEANING 
OF SPECIFIC TEXTS. 

AC 1 
Unfamiliar words/signs are identified. Their meanings are correctly determined by using knowledge of 
syntax, word-attack skills/sign parameter/analysis skills, and contextual clues. (Borrowed words/signs, 
complex terms, acronyms, neologisms, colloquialisms, slang, jargon, dialect) 

AC 2 Different options for the meanings of ambiguous words are tested, and selected meanings are correct 
in relation to the context. 

AC 3 Main ideas are separated from supporting evidence and paraphrased or summarised 
AC 4 The purpose of visual and/or graphic representations in texts are recognised and explained 

AC 5 
Features of visual texts are explained in relation to the way they impact on meaning. (Composition, 
layout, light, foregrounding, back-grounding, perspective, camera angle, frame, sequence, use of 
colour/black and white, font type, font size, headlines, captions, subtitles.) 

SO 2 USE STRATEGIES FOR EXTRACTING IMPLICIT MESSAGES IN TEXTS 
AC 1 Source of text is identified and discussed in terms of reliability and possible bias 

AC 2 Attitudes, beliefs and intentions are explored in order to determine the point of view expressed either 
directly or indirectly 

AC 3 

Techniques are explored and explained in terms of purpose and audience. (Length of sentence, 
punctuation/non-manual features, diction/choice of words, use of figurative language/jargon/technical 
terms/slang/dialect/irony/humour/satire/sarcasm/legalisms, choice of visuals, choice of camera angle, 
type of shot, cinematographic techniques.) 

AC 4 Promotion of, or support for, a particular line of thought/cause is identified and explained with 
reference to selection or omission of materials 

SO 3 RESPOND TO SELECTED TEXTS IN A MANNER APPROPRIATE TO THE CONTEXT 
AC 1 Instructions and requests are acted upon 
AC 2 Text-type, format and register used are on the appropriate level of formality 

SO 4 
EXPLORE AND EXPLAIN HOW LANGUAGE STRUCTURES AND FEATURES MAY INFLUENCE A 
READER/VIEWER 

AC 1 

The choice of words/signs, language usage, symbols, pictures and tone/sign size and pace is described 
in terms of how a point of view is shaped or supported. (Bias (cultural, religious or peer preferences, 
misrepresentation, discrimination, racist, sexist, ageist); humour; irony; sarcasm, use of omission and 
silence, figurative expressions, repetition; hyperbole; generalisations; stereotyping; pictures and 
captions; typography and grammar.) 
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CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems: using context to decode and make meaning individually and in groups in oral, 
reading, signed and written activities.  
 
UNIT STANDARD CCFO WORKING  
Work effectively with others and in teams: using interactive speech/signing in activities, discussion and research 
projects.  
 
UNIT STANDARD CCFO ORGANISING  
Organise and manage oneself and one’s activities responsibly and effectively through using language.  
 
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information: fundamental to the process of growing language 
capability across language applications and fields of study.  
 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications.  
 
UNIT STANDARD CCFO SCIENCE  
Use science and technology effectively and critically: using technology to access and present texts and exploring 
the ethics of science and technology through studying texts from and about these fields.  
 
UNIT STANDARD CCFO DEMONSTRATING  
Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and texts.  
 
UNIT STANDARD CCFO CONTRIBUTING  
Contribute to the full development of oneself: by engaging with texts that stimulate awareness and development 
of life skills and the learning process.  
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All qualifications and unit standards registered on the National Qualifications Framework are public 
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal 
to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications 
Authority (SAQA) should be acknowledged as the source.  

SOUTH AFRICAN QUALIFICATIONS AUTHORITY  

REGISTERED UNIT STANDARD THAT HAS PASSED THE END DATE:  

 

Interpret and use information from texts  

SAQA US ID UNIT STANDARD TITLE 

8969  Interpret and use information from texts  

ORIGINATOR REGISTERING PROVIDER 

SGB GET/FET Language and Communication    

FIELD SUBFIELD 

Field 04 - Communication Studies and Language Language  

ABET BAND UNIT STANDARD TYPE NQF LEVEL CREDITS 

Undefined  Regular-Fundamental  Level 3  5  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Passed the End Date -  
Status was 
"Reregistered"  

2004-10-13  2006-02-09  SAQA 0356/04  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2007-02-09    2010-02-09    

 
This unit standard is replaced by:  

US ID Unit Standard Title NQF Level Credits Replacement Status 

119457  Interpret and use information from texts  Level 3  5  Complete  

 

PURPOSE OF THE UNIT STANDARD  

Learners at this level read and view a range of texts. Learners credited with this unit standard are able to read a 
variety of text types with understanding and to justify their views and responses by reference to detailed 
evidence from text. They are also able to evaluate the effectiveness of different texts for different audiences and 
purposes, by using a set of criteria for analysis.  
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Learners credited with this unit standard are able to:  
•  use a range of reading and viewing strategies to understand the literal meaning of specific texts  
•  use strategies for extracting implicit messages in texts  
•  respond to selected texts in a manner appropriate to the context  
•  explore and explain how language structures and features may influence a reader.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

The credit calculation is based on the assumption that learners are already competent in terms of the following 
outcomes or areas of learning when starting to learn towards this unit standard: Level 2 unit standards.  
 
US: FET-C/02 Access and use information from texts  

 

UNIT STANDARD RANGE  

A variety of written and visual texts used in socio-cultural, learning and workplace contexts.  
 
Specific range statements are provided in the body of the unit standard where they apply to particular specific 
outcomes or assessment criteria.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Use a range of reading and viewing strategies to understand the literal meaning of specific texts.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Unfamiliar words are identified. Their meanings are correctly determined by using knowledge of syntax, word-
attack skills, and contextual clues.  

ASSESSMENT CRITERION RANGE  

Borrowed words, complex terms, acronyms, neologisms, colloquialisms, slang, jargon, dialect. 
  

 

ASSESSMENT CRITERION 2  

2. Different options for the meanings of ambiguous words are tested, and selected meanings are correct in 
relation to the context.  

 

ASSESSMENT CRITERION 3  
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3. Main ideas are separated from supporting evidence and paraphrased or summarised.  

 

ASSESSMENT CRITERION 4  

4. The purpose of visual and/or graphic representations in texts are recognised and explained.  

ASSESSMENT CRITERION RANGE  

Photographs, aerial photographs, schema, bar graphs, pie charts, pictures, drawings, illustrations, cartoons, 
maps, mind-maps, diagrams. 
  

 

SPECIFIC OUTCOME 2  

Use strategies for extracting implicit messages in texts.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Source of text is identified and discussed in terms of reliability and possible bias.  

 

ASSESSMENT CRITERION 2  

2. Author`s attitude, beliefs and intentions are explored in order to determine the point of view expressed either 
directly or indirectly.  

 

ASSESSMENT CRITERION 3  

3. Author`s techniques are explored and explained in terms of purpose and audience.  

ASSESSMENT CRITERION RANGE  

Length of sentence, punctuation, diction/choice of words, use of figurative language/jargon/technical 
terms/slang/dialect/irony/humour/satire/sarcasm/legalisms, choice of visuals, choice of camera angle, type of 
shot, cinematographic techniques. 
  

 

ASSESSMENT CRITERION 4  

4. Promotion of, or support for, a particular line of thought/cause is identified and explained with reference to 
selection or omission of materials.  

 

SPECIFIC OUTCOME 3  

Respond to selected texts in a manner appropriate to the context.  

 
ASSESSMENT CRITERIA  
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ASSESSMENT CRITERION 1  

1. Instructions and requests are acted upon.  

 

ASSESSMENT CRITERION 2  

2. Text-type, format and register used are on the correct level of formality.  

 

SPECIFIC OUTCOME 4  

Explore and explain how language structures and features may influence a reader.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The choice of words, language usage, symbols, pictures and tone is described in terms of how a point of view 
is shaped or supported.  

ASSESSMENT CRITERION RANGE  

Bias (cultural, religious or peer preferences, misrepresentation, discrimination, racist, sexist, ageist), humour, 
irony, sarcasm, use of omission and silence, figurative expressions, repetition, hyperbole, generalisations, 
stereotyping, pictures and captions, typography and grammar. 
  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Providers of learning towards this unit standard will need to meet the accreditation requirements of the 
GENFETQA.  
 
Moderation Option: The moderation requirements of the GENFETQA must be met in order to award credit to 
learners for this unit standard.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The following essential embedded knowledge will be assessed through assessment of the specific outcomes in 
terms of the stipulated assessment criteria:  
 
Learners can understand and explain that language have certain features and conventions which can be 
manipulated. Learners can apply this knowledge and adapt language to suit different contexts, audiences and 
purposes.  
 
Candidates are unlikely to achieve all the specific outcomes, to the standards described in the assessment 
criteria, without knowledge of the stated embedded knowledge. This means that for the most part, the 
possession or lack of the knowledge can be directly inferred from the quality of the candidate`s performance. 
Where direct assessment of knowledge is required, assessment criteria have been included in the body of the 
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unit standard.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems: using context to decode and make meaning individually and in groups in oral, 
reading and written activities.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others and in teams: using interactive speech in activities, discussion and research 
projects.  

 

UNIT STANDARD CCFO ORGANISING  

Organise and manage oneself and one`s activities responsibly and effectively through using language.  

 

UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information: fundamental to the process of developing language 
capability across language applications and fields of study.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications.  

 

UNIT STANDARD CCFO SCIENCE  

Use science and technology effectively and critically: using technology to access and present texts.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and texts.  

 

UNIT STANDARD CCFO CONTRIBUTING  

Contribute to the full development of self by engaging with texts that stimulate awareness and development of 
life skills and the learning process.  
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USE A RANGE OF READING AND/OR VIEWING STRATEGIES TO UNDERSTAND THE LITERAL 

MEANING OF SPECIFIC TEXTS 
People sending and receiving messages should take great care to distinguish between facts and opinion.  

Compare – You are the best sales person in the team. (Opinion) 

With – You sold ten motor cars in the last month, compared with Peter’s five. (Fact) 

 

People could attempt to persuade others by either using factual language or by using emotive language, or 

they could use a mixture of the two. The following example illustrates an attempt to persuade by means of 

facts. This writer has avoided strong connotations.  

 

Buy the XYZ Water-pump for the following reasons: 
 It has a phosphor bronze impeller guaranteed for 10 years 
 It can pump 5000 litres of water a minute 
 It has a head of 8 meters 
 All the parts are locally made 
 The supply of parts is guaranteed until 2020 

 

The next example tries to persuade people by using emotive means: 

 

But the tried and trusted XYZ Water-pump. You will not find a 
better one anywhere. It pumps a greater volume than any other 
pumps. It is more reliable and does the job where you want it. 

 

In the above section, the majority of the language is pure opinion. The only fact is, that the pump really exists.  

 

People use standard words when they meet and part. These standard words are used to acknowledge other 

people. They can be used without thinking, and often do not carry the meanings that on the surface they 

should. A greeting such as “How are you” will often be responded to with “I’m fine thank you”. The speaker 

would not expect a long description of someone’s health. The social formula’s helps to oil the wheels of 

conversation. They are therefore very important to help people in organisations, especially strangers, to work 

together.  
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Technical terms are essential for the right audience. However, where possible they should be avoided for a 

mixed or non-technical audience. However, even a technical or expert audience may not understand all your 

terms. You therefore have a range of choices: 

 You can define all technical terms in a glossary or special dictionary for that message. This will be a 

successful approach for a technical report 

 You can leave out all the technical terms 

 You can explain the terms as you come across them 

Most people make use of technical terms which are often used in their workplaces, at their homes or even in 

the hobbies they practice. Use the block below to write a couple of technical terms in, which you use.  

 

TECHNICAL TERMS 

 

Many people choose to use the technical terms in their texts and language, it makes them seem more 

impressive. However, messages crowded with technical terms do not communicate effectively. You should also 

make use of often-used words, rather than seldom used ones. Unfamiliar words make the messages more 

difficult to understand and they increase the number of syllables per word. Let’s look at the following examples: 

Less familiar words     More familiar words 

To take cognisance of     to take note 

To terminate      to stop or end  

To proliferate      to increase 

Disbursements      payments 

Emoluments      income 

Are there any other words which you have heard, which have simpler meanings or simpler words which can be 

used as a substitute? Write them in the block below.  

FAMILIAR & LESS FAMILIAR WORDS 
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Referential words are factual, whereas emotive words suggest an attitude. Referential words are more 

appropriate in reports. A mixture of referential and emotive words would be better in business letters. Compare 

the following: 

Referential words (factual)    Emotive words 

The XYZ motor car uses 10l of fuel per 100km  The motor car is very fuel efficient 

His mass is 40 kilograms     He is skeletal 

 

Loan words 

There are also other types of words which are used by the composers of messages. These words, which are 

borrowed from other languages, are commonly used and recognised in English. And example of such a word is 

kindergarten. It is derived from the word “Kindergarten”, which literally means children’s garden, is a German 

word meaning school for very young children. Can you think of any other loan words which you have heard or 

used? Write them in the block below.  

 

LOAN WORDS 

 

 

Many writers also make use of complex terms, which are built out of using a functor followed by a sequence of 

arguments. The arguments are put in ordinary brackets, separated by commas, and placed after the functor. 

The functor must be an atom. That is, variables cannot be used as functors. On the other hand, arguments can 

be any kind of term. Can you think of any complex which you have heard or used? Write them in the block 

below. 

 

COMPLEX TERMS 
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Then there are acronyms, which are used to shorten the words. Acronyms are used to shorten the long 

explanation of words in sentences. Instead of saying “… the South African Revenue Service has declared that 

there will be a tax break for individuals who have registered with the South African Revenue Service...” it would 

be much easier to say “… SARS has declared that there will be a tax break for individuals who have registered 

with SARS…” Can you think of any other acronyms which you know? Complete the table below to show them. 

 

Neologisms 

A neologism is a word, term, or phrase which has been recently created, they often to apply to new concepts, to 

synthesize pre-existing concepts, or to make older terminology sound more contemporary. Neologisms are 

especially useful in identifying inventions, new phenomena, or old ideas which have taken on a new cultural 

context. The term "e-mail", as used today, is an example of a neologism. Can you think of any other neologisms 

that you have used or heard? Write them in the block below. 

 

NEOLOGISMS 

 

 

Colloquialisms 

A colloquialism is an expression not used in formal speech, writing or paralinguism. Colloquialisms can include 

words (such as "gonna" or "grouty"), phrases (such as "ain't nothin'" and "dead as a doornail"), or sometimes 

even an entire saying ("There's more than one way to skin a cat"). Colloquialisms are often used primarily within 

a limited geographical area. Words that have a formal meaning may also have a colloquial meaning that, while 

technically incorrect, is recognizable due to common usage. A colloquialism is often referred to a speaking 

engagement that a group of people participate in that also share a common knowledge of the subject matter. 

Can you think of any other colloquialisms that you have used or heard? Write them in the block below. 

COLLOQUIALISMS 
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Slang & Jargon 

Slang is the use of highly informal words and expressions that are not considered standard in the speaker's 

dialect or language. Slang is often highly regional, specific to a particular territory. Slang terms are frequently 

particular to a certain subculture, such as musicians, and members of minority groups. Nevertheless, usage of 

slang expressions can spread outside their original arenas to become commonly understood, such as "cool" and 

"jive". While some words eventually lose their status as slang, others continue to be considered as such by most 

speakers. In spite of this, the process tends to lead the original users to replace the words with other, less-

recognized terms to maintain group identity. Being informal speech, slang should be distinguished from jargon, 

which is the technical vocabulary of a particular profession. Moreover, jargon may not be intended to exclude 

non-group members from the conversation, but rather deals with technical peculiarities of a given field 

requiring a specialized vocabulary. Jargon is terminology, much like slang, that relates to a specific activity, 

profession or group. It develops as a kind of shorthand, to express ideas that are frequently discussed between 

members of a group. Can you think of any other colloquialisms that you have used or heard? Write them in the 

block below. 

SLANG & JARGON 

 

Dialect 

A dialect is a variety of a language characteristic of a particular group of the language's speakers. The term is 

applied most often to regional speech patterns, but a dialect may also be defined by other factors, such as social 

class. In popular usage, the word "dialect" is sometimes used to refer to a lesser-known language (most 

commonly a regional language), especially one that is unwritten or not standardised. This use of the word 

dialect is often taken as negative by the speakers of the languages referred to in that way since it is often 

accompanied by the wrong belief that the minority language is lacking in vocabulary, grammar, or importance. 

The number of speakers, and the geographical area covered by them, can be of arbitrary size, and a dialect 

might contain several sub-dialects. A dialect is a complete system of verbal communication (oral or signed, but 

not necessarily written) with its own vocabulary and grammar. Can you think of any other colloquialisms that 

you have used or heard? Write them in the block below. 

DIALECT 
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In texts people use words which sometimes have dual meaning. As a reader, you have to identify the correct 

meaning of the word to be able to understand the texts correctly. This could involve using the word, in different 

contexts to understand the various meanings thereof, once you understand the various meanings, you will be 

able to understand what the writer means by this word, this is called ambiguous words. Let’s look at an example 

of such words;  

The atmosphere was very thick in the office after the outcome of the audit visit 

The milkshake this shop sells is very thick.  

You will find that in the first sentence, the word “thick” has a more figurative meaning, whereas in the second 

sentence has a literal meaning to the same word. Can you think of any other words which have the same 

meaning and spelling but different meanings in different sentences, that you have used or heard? Write them in 

the block below. 

AMBIGUOUS WORDS 

 

 

When a salesman arrives at your front door, introducing you to a brand new product which is on the market, 

they will be telling you about all the advantages of the product as well as the price. They can give you brochures, 

reading materials and references of people or companies who have bought the product. But, ask yourself the 

following, “What is the main idea of the visit?” Is the salesman there to tell you about the advantages and price 

of the product, or are they there to actually sell you something? If you agree to the latter, then you are able to 

realise the main idea of the visit and the correspondence. Very similar with items which people write. You will 

find in an advertisement that there are large text displays which focus you on the price and features of the items 

being advertised, but the “small print” is usually hidden in the corner below.  

 

In order to allow for the reader to understand what the actual message of the advertisement is, the advertiser 

will make use of certain camera angles, different text sizes and colours to draw the readers’ attention to the 

areas of concern where the advertiser wants the readers’ attention to be focussed.  

 

Similarly with the use of foreground or background; when real estate developers are adverting property which is 

close to the beach, but not necessarily on the beach, they will make use of a tropical island background and 

show the houses on a beach. Although the beach is close to the house or real estate, it is not right next to it, as 
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what the picture shows. This draws the attention of the reader to the picture and the main heading, which will, 

together, place the words “house” and “beach” in the 

readers’ minds.  

 

Even with the manner in which the light shines on the 

objects which are shown in the advertisements, the light 

is used in such a manner where the item which is actually 

advertised, is highlighted by the light and in that manner 

lays the focus of attention of the reader on the item. 

Looking at the picture, you will find that it is not so much 

the car that is in focus, as what is the interior is. You will 

also see that there are little or no items in the 

background, causing minimal disturbance of the focus on the interior of the car. The angle of the camera is in 

such a manner to show most of detail of the interior, which is the core focus point. When advertising 

contrasting effects of older models to newer ones, a black and white photograph can be placed side by side to a 

colour one. This will enhance the changes in the newer model, as people are more likely to associate the change 

from black and white to colour, as that from old to new.  

 

Let’s look at the example below: 
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Use Strategies for Extracting Implicit Messages in Texts 
 

“Ladies and Gentlemen, boys and girls, admirers or circuses everywhere…” Roll up, roll up, roll up to the Circus 
Extraordinaire, the grandest, most splendid circus in the universe. Death-defying chills on the trapeze, ferocious 
man-eating animals just arrived from the deepest jungles of South America, big top thrills beyond description, 
amazing acrobats, dazzling dancers and comical clowns! All of this and much more, all brought to you 
especially for your enjoyment by the greatest of circuses, the most unique of circuses. Ladies and gentlemen, 
boys and girls, I give you… the Circus Extraordinaire! So come on folks, get your tickets before they’re all sold 
out. Just step this way for the circus ride of the century.” 

 

This advert for a circus is difficult to resist, and who would want to? A fairytale world of excitement has been 

painted. Look at how the words have been used. They are not factual, but exaggerated, persuasive and emotive. 

Clearly, language is a powerful tool. Concept: Emotive language persuades us to adopt the point of view of the 

writer or speaker. It influences, manipulates and creates emotions in people.  

 

The Media 
Fact and Opinion 

Learning to distinguish between fact and opinion puts us in a good position to judge whether we are being 

manipulated or not. A fact is something that is known to be true; an opinion is a judgement or estimation. It 

expresses a point of view. Language is a mixture of fact and opinion. Usually a writer will make more use of one 

than the other, depending upon their intention. Can you say whether the following are facts or opinions? 

□ Thabo Mbeki is the second president of a democratic South Africa 

□ Soweto is an acronym for South-Western Townships 

□ The Vaal river is one of South Africa’s main arteries 

□ The most famous South African is Desmond Tutu 

□ South Africa became a republic in 1961 

□ Bloemfontein is the legislative capital of South Africa 

□ Es’kia Mphahlele is South Africa’s best writer of fiction 
 

Numbers 1,2,3 and 5 are facts, they can be proven; numbers 4 and 7 are opinions. But what do you 

make of number 6? It looks like a fact, but the information is incorrect. Bloemfontein is actually the 

judicial capital of South Africa. You should not believe everything you read. When you are uncertain, 

you need to do some research.  

Subjectivity, objectivity and bias 

You must be familiar with these three terms in order to understand the effects of emotive language. Concept:  

Subjectivity is an approach that is based on a person’s emotions and beliefs. It is not neutral because it conveys 
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personal experiences and feelings. Objectivity is a state that is neutral and impartial. It reveals a point of view 

that is not distorted by personal bias. Bias is a deliberate, irrational conviction not based on evidence. Another 

word for bias is prejudice. If you are prejudiced, you have formed an opinion that is not based on fact. Let’s look 

at some newspaper headlines from 1989. Both headlines describe an action by the members of the Mass 

Democratic Movement (a political party of the 80’s and 90’s) who swam on Durban’s Addington and South 

beaches. Under apartheid policy these beaches were reserved for Whites.  

 

T H E  C I T I Z E N  

5 000 INVADE DURBAN “WHITE” BEACHES 
10 HELD FOR SHOWING ANC FLAG 
 
 

DAILY NEWS 
§ Police and MDM lauded for handling of massive 
protest 

§ Minor incidents as peaceful mass gathering shows 
its defiance 

BEACH DEMO: ALL SIDES WIN PRAISE 
 

The headline from “The Citizen” shows the newspapers’ viewpoint. The emotive word “invade” has a military 

connotation, and suggests that the action of the crowd is illegal. The newspaper clearly disapproves of the 

protest, and its approach is subjective. Later on in the article, the smaller heading “10 Held for showing ANC 

flag” reinforces the idea of illegality. However, an objective approach is shown by “The Daily News”. It reports 

both sides of the story and the choice of words is not emotive. The intention of the headline is to convey 

information in an unbiased way.  

 

TIP: subjective language generally makes more use of adjectives than objective language.  

Let’s read the following newspaper headlines and identify whether they are subjective or objective, give a 

reason for your answer.  
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NEWSPAPER HEADLINE SUBJECTIVE OBJECTIVE REASON 

A SENSATIONAL WORK OF 

FICTION 

   

 

 

CIGARETTE 

MANUFACTURER ADMITS 

SMOKING KILLS 

   

 

 

TSAFENDA’S SAD LIFE    

 

 

JACKY  SELEB I  APPOINTED  

COMMISS IONER  OF  POL ICE  

   

 

 

KEY UNITA  BASES 

CAPTURED 

   

 

 

SENSITIVE COASTAL 

AREA IN DANGER 

FROM DEVASTATING 

FIRE  

   

 

 

 

Now let’s see how well it went.  

1. A sensational work of fiction – the adjective “sensational” arouses emotions of disapproval, therefore 

this is subjective 

2. Cigarette manufacturer admits smoking kills – this admission is factual and the gist of the article is 

reported, therefore it is objective.  

3. Tsafenda’s sad life – pity is evoked by the use of the word “sad”, therefore it is subjective 

4. Jacky Selebi appointed Commissioner of Police – a simple fact is reported without an emotion, therefore 

it is objective. 

5. Key Unita bases captured – two facts are reported. The use of the metaphor “key” shows the 

importance of the bases, therefore it is objective. 

6. Sensitive coastal area in danger from devastating fire – the adjective “devastating” shows how much 

danger the coastal area is in. It also shows the writer’s concern and distress. “Sensitive” indicates the 

area’s importance.  
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Advertising 

Advertising aims at providing information about a particular product or service. It describes and promotes 

products or services in order to persuade people to buy or use them. Advertisers compete with one another. 

Therefore, they have to promote their products in exciting, innovative and attention-grabbing ways.  

 

We need to be aware of the ways in which this is done. Then we will not be manipulated into buying products or 

services we don’t need. The discussion of advertising has been divided into four sections, Attention, Interest, 

Desire and Action.  

 

Advertising aims at: 

 Attracting the Attention of a specific audience 

 Arousing and maintaining Interest 

 Creating a Desire for the product 

 Manipulating the consumer into taking Action 

 

Attention is vital for the advertiser to obtain from their consumers. It can be attracted by : 

 Eye catching images or pictures 

 Clever use of language 

 Posing a question 

 Catchy headlines 

 An attractive layout 
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Once the prospective customer’s attention has been attracted the advertisement must sustain their Interest. 

The consumer must feel compelled to read on. Let’s look at two ways of doing this: 

 

Visual techniques  

 Cartoons 

 Statistics 

 Colourful, attractive photographs 

 Unusual layouts 

 Graphs 

 Outline diagrams 

 

Linguistic techniques 

 Punchy headlines and captions 

 Repetition 

 Opinion stated as fact 

 Distorted language 

 Rhetorical questions 

 Puns 

 Clichés 

 Alliteration 

 Jingles and catchy songs 

 Slogans 

 Unusual trade names 

 Emotive language 

 Exaggeration 

 Incomplete sentences 

 Jargon 

 Technical language 

RRRRRRRRRRROARS WITH FLAVOUR! 
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Let’s look at some examples.  

Tippex – for life’s little mistakes 
A play upon words. Mistake has two meanings. Firstly, a mistake in 

life; secondly, a mistake in writing something down.  

Go Grabba burger now 

There are two techniques here. Distorted language; “grab a” has been 

changed to “grabba” which is catchy. Alliteration, with the repetition 

of the letter “g”.  

Simply the best – by far 
A slogan is used to make the line more memorable for the readers to 

remember 

Your safety is our security 

A slogan makes the line more attention grabbing. The alliteration of 

the letter “s” also brings the slogan to our attention. Emotive 

language – “safety and security” – also serves to catch our attention.  

Looking for an easy way to get 

your money across the boundary? 

Standard Bank Cricket. Limited 

overs. Unlimited action. 

Here a number of techniques are used. Investing money off-shore is 

cleverly advertised by the use of the cricketing term “boundary”. We 

think immediately of the word “border” in this context. A play upon 

words is employed. Incomplete sentences make the advertisement 

easy to read. Opposite states, limited and unlimited, makes us 

concentrate on the advertisement.  

 

Get an advertisement from a newspaper or magazine and paste it in the block below. Underline or highlight the 

area which you feel is used to maintain the interest of the reader. 
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Advertisers also appeal to the basic human desires or needs, and try to satisfy them. Take a look at this table, 

which lists some basic human needs.  

DESIRE OR NEED HOW IT SHOWS ITSELF 

Conformity To be like many others 

Exclusivity To be different 

Greed To get things cheaply 

Gluttony To eat well 

Sex appeal To be attractive to the opposite sex 

Security To be safe 

Envy To want what others have 

Success  To obtain material wealth, status and fame 

Mother love To care for members of the family unit 

Health To have a fit and sound body 

Modernity To have the latest and newest objects 

Hero worship To be like a famous person 

Easy living To have comfort in everyday living 

Beauty  To be good looking and youthful 

 

Get an advertisement from a newspaper or magazine and paste it in the block below. Underline or highlight the 

area which you feel is used to satisfy the need/s of the reader.  

 

Copywriters not only need to attract the attention of the consumer, but also want to ensure that the 

consumer reacts to their advertisements. This is done in certain ways. 

 Buy one, get one free offers 

 Limited term offers 

 Easy payment plan 

 Free gifts 

 Bargain of the century offers 

 Clearance offers 

 Limited stocks 

 Money back guarantees 

 Reduced interest rates 

 Sales 
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TIP 

 Advertisers often sell a lifestyle or an image along with the product.  

 Look out for words such as “real”, “new”, “better” and “natural”.  

 We are most attracted by products that make us feel good. 

 Beware of products that make use of “perfect human beings” and “ideal” settings.  

 

Get an advertisement from a newspaper or magazine and paste it in the block below. Underline or highlight the 

area which you feel is used to attract the attention of the learners and requires them to react.   

 

Satire 

Satire ridicules and mocks humanity’s vices, follies, stupidities and abuses. To ridicule, is to make fun of, or to 

deride. By doing this, satirists hope to change people’s actions, attitudes or beliefs. The satirist wants to make 

the reader laugh or feel scornful, admit the accuracy of the accusation and then bring about change. The satirist 

makes use of irony. They confront the reader with the discrepancy between what characters say and do, and 

what we understand by their actions. The follies of modern society are the targets of satire: war, racism, 

pollution, politics, the family, greed and selfishness. Mostly, cartoon and comics are the vehicles used in satire, 

today.  Read through the following section and answer the questions below, based on it.  

The Garbage Makers 
New York – A mother whale and father whale were swimming along the coast with their adolescent son 
whale when the mother sighted a school of people on the beach. “What’s that?” asked the son whale, 
who had never seen a school of people before, or even a stray person.  
“That’s people, son,” said the father whale. “You see them all up and down the coast at this time of the 
year. They cover themselves with oil, and lie up there on the sand and boil themselves until they 
sizzle.”  
 
“Why did the Great Whale make people anyhow?” asked the son whale. “There are some things” said 
the mother whale “that even whales can’t understand. We must accept the world as it is, and live in 
harmony with it.” The father whale called their attention to a small group of people who had detached 
themselves from the school and who were getting into a metal box mounted on wheels. When they 
were all inside, the metal box moved along the beach throwing up a great cloud of sand and destroying 
vegetation and birds’ nests.  
At that moment six beer cans came flying out the box, followed by a bag containing half a hot dog, a 
mustard jar, some banana peels and an empty plastic body-oil container. “Maybe that’s the reason the 
Great Whale made people,” said the young whale “to make garbage.” “The world doesn’t need 
garbage,” growled the father whale. “Your father has been very sensitive about garbage,” the mother 
whale explained, “ever since he dived into 800 tons of fresh sludge that had just been dumped off the 
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Respond to Selected Texts in a Manner Appropriate to the Context 
 

Reading and responding to texts depends heavily on the 

type of text that is being dealt with, by the reader. We are 

most commonly used to the straight forward question-

answer scenarios where there are facts that we have to 

retrieve from the text or messages. Let’s study the 

following diagram and answer the questions, based on the 

information derived from them.  

 

Circle A is non-drinkers 

Circle B stands for athletes 

Circle C stands for people who speak English 

Circle D stands for pilots 

Circle E stands for smokers 

 

New Jersey coast. Your father and I were not happy. He smelled like a sewer for weeks.” 
The whales made for deep, distant water and later that night, as they drifted off the Gulf Stream, 
admiring the stars, a large ship passed by and spilled oil over them, but they remained in harmony with 
the world as it was, and afterwards dreamed of those unfortunate people far behind them making 
garbage through the sweet summer night.  



SDA | MODULE 3 | STUDENT GUIDE 77 

 

Which of the following statements, according to the diagram, are True, which are False and which are not given? 

STATEMENT TRUE FALSE NOT GIVEN 
Some English speaking athletes drink  √ √ 
The majority of non-drinkers are athletes √   
Most cigarette smokers are English speaking  √  
A few English speakers are drinkers √   
Most English speakers are athletes  √  
Some pilots smoke cigarettes √   
No athlete smokes √   
Many English speakers are pilots  √  
No athlete drinks   √ 
All smokers drink  √ √ 
In most situations and upon receipt of written communication, you will be expected to react upon the 

information provided to you. Your reaction may be in the form of a written response back to the sender of the 

information or as an act to carry out the instructions provided in the text. 

 

In any event, you will be required to understand the instructions clearly and act upon the information. The 

accuracy of the information and the manner in which it is presented will determine whether you will clearly 

understand the instructions and the required actions which needed to be taken. 

 

BRAINSTORM ACTIVITY: 

Brainstorm the impact on the receiver of the communication if the information / instructions provided to them 

in the form of written text are not accurate or is not presented in an easy to understand format. 

 

Explore and Explain How Language Structures and Features May Influence a 

Reader / Viewer 
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TEXTREGISTER

LANGUAGE

AUDIENCE INTENTION

STYLE

TONE
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REGISTER - The level of language used will be aimed at the level according 
to the intended audience. When you are too formal with the register of 
your text, an informal audience will not understand and comprehend 
your communication. When humour, sarcasm and visuals are used, the 
writer must ensure that they are at the level of his / her audience

LANGUAGE - Making use of figurative expressions, repetition, hyperbole, 
typography and grammar, you can manipulate your language use to 
ensure it attracts and maintains the attention of your listeners or readers, 
constantly in order for you to successfully deliver your message 

AUDIENCE - Taking into considderation what the cultural biasness, religion, 
sex, age and race is of your audience is, will ensure that you can aim the 
text directly at them. by knowing who it is that you are communicating 
with, you will be able to communicate much more effectively. 

INTENTION - Your intentions for the text must be met in order for your text 
to be successful. therefore it is of utmost importance for you to make use 
of items such as omission and silence, figurative expressions, silences, 
stereotyping to draw the receivers to your intention so that they 
understand what you require of them. 

STYLE - This is the way that you select and put words together into 
sentences. style is also indicated by the text being concrete or abstract, 
concise or wordy, clear or ambiguous, personal or impersonal, active or 
passive.  

TONE - This is the attitude of the sender towards the receiver and the 
material being communicated. Tone is refleced mostly in the choice of 
vocabulary. 
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You are now ready to go through a check list. Be honest with yourself. 

 

Tick the box with either a √ or an X to indicate your response. 
 

□ I am able to read and view a variety of text types with understanding and to justify their 

views and responses by reference to detailed evidence from texts 

□ I am able to evaluate the effectiveness of different texts for different audiences and 

purposes by using a set of criteria for analysis 

 

 

 

 
 
 
 
 
 
 
 
 
 

 
You must think about any point you could not tick. Write this down as a goal. 

Decide on a plan of action to achieve these goals. Regularly review these goals. 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

My Goals and Planning: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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Learners at this level write texts with complex subject matter and a need for various levels of formality in 

language and construction. They select text type, subject matter and language to suit specific audiences and 

purposes. Writers can use linguistic structures and features to influence readers. They edit own writing to meet 

the demands of a range of text-types. They use language appropriate to the socio-cultural, learning or 

workplace/technical environment as required.  

 

Learners credited with this unit standard are able to:  

• Write for a specified audience and purpose  

• Use language structures and features to produce coherent and cohesive texts for a wide range of 

contexts  

• Draft own writing and edit to improve clarity and correctness 

 

Unit Standard 8970  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 

SO 1 
WRITE/SIGN FOR A SPECIFIED AUDIENCE AND PURPOSE.  
(Narrative, discursive, reflective, argumentative, descriptive, expository, transactional, business correspondence, 
electronic texts, multi-media presentations) 

AC 1 The purpose for writing/signing, the target audience and the context are clear in relation to the 
learning task or activity.  

AC 2 The text-type, style, and register selected are appropriate to audience, purpose and context 

AC 3 Language appropriate to socio-cultural sensitivities is selected and used in an appropriate manner 
without compromising own values or arguments.  

AC 4 Writing/signing is well-structured and conveys its message clearly 

AC 5 Critical thinking skills are used as strategies for planning. (Brainstorming, mind-mapping, using spider 
diagrams, highlighting) 

AC 6 Writing/signing reflects a clear point of view with sound reasons and facts to support arguments and 
logical development of a clearly articulated premise. 

AC 7 

Research skills are evident in the way data and information relevant to the context is identified, 
located, selected and synthesised for inclusion in the final text. Accessing information from different 
sources, sorting, categorising, classifying, sifting for relevance, validity and reliability, recording, 
reporting, formulating conclusions 

SO 2 
USE LANGUAGE STRUCTURES AND FEATURES TO PRODUCE COHERENT AND 
COHESIVE TEXTS FOR A WIDE RANGE OF CONTEXTS.  

AC 1 Meaning is clearly expressed through the use of a range of sentence structures, lengths and types.  

AC 2 
The use of paragraph conventions and links between paragraphs in texts, promotes coherence and 
cohesion in writing/signing. Their use is explained with reference to logical progression, cause and 
effect and/or contrast.  

AC 3 The overall structure of a piece of writing/signing is controlled and the conclusion is clearly formulated 

SO 3 DRAFT OWN WRITING/SIGNING AND EDIT TO IMPROVE CLARITY AND CORRECTNESS 

AC 1 Writing/signing produced is appropriate to audience, purpose and context. Corrections are an 
improvement on the original. 

AC 2 Control of grammar, diction/clarity of sign, sentence and paragraph structure is checked and adapted 
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for consistency. 
AC 3 Logical sequencing of ideas and overall unity are achieved through redrafting. 
AC 4 There is clear evidence that major grammatical and linguistic errors are edited out in redrafts 

AC 5 
Inappropriate or potentially offensive language is identified and adapted/removed. (Obfuscation, 
excessive use of jargon, jargon used to exclude, insensitive choice of words, (gender, rank, hierarchies 
in familiar settings or organisations, family, sports, wealth) offensive or incorrect register) 

AC 6 Experimentation with different layouts and options for presentation is appropriate to the nature and 
purpose of the task. 

 

CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems: using context to decode and make meaning individually and in groups in oral, 
reading/signing and/or written activities.  
 
UNIT STANDARD CCFO WORKING  
Work effectively with others and in teams: using interactive speech/sign in activities, discussion and research 
projects.  
 
UNIT STANDARD CCFO ORGANISING  
Organise and manage oneself and one’s activities responsibly and effectively through using language.  
 
UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information: fundamental to the process of growing language 
capability across language applications and fields of study.  
 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications in writing/signing.  
 
UNIT STANDARD CCFO SCIENCE  
Use science and technology effectively and critically: using technology to access and present texts.  
 
UNIT STANDARD CCFO DEMONSTRATING  
Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and texts.  
 
UNIT STANDARD CCFO CONTRIBUTING  
Contribute to the full development of oneself: by engaging with texts that stimulate awareness and development 
of life skills and the learning process.  
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All qualifications and part qualifications registered on the National Qualifications Framework are public 
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal 
to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications 
Authority (SAQA) should be acknowledged as the source.  

SOUTH AFRICAN QUALIFICATIONS AUTHORITY  

REGISTERED UNIT STANDARD THAT HAS PASSED THE END DATE:  

 

Write texts for a range of communicative contexts  

SAQA US 
ID 

UNIT STANDARD TITLE 

8970  Write texts for a range of communicative contexts  

ORIGINATOR ORIGINATING PROVIDER 

SGB GET/FET Language and 
Communication  

  

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 04 - Communication Studies and Language Language  

ABET BAND UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular-
Fundamental  

Level 3  NQF Level 03  5  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Passed the End Date -  
Status was "Reregistered"  

2004-10-13  2006-02-09  SAQA 0356/04  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2007-02-09    2010-02-09    

 

In all of the tables in this document, both the old and the new NQF Levels are shown. In the text (purpose statements, 

qualification rules, etc), any reference to NQF Levels are to the old levels unless specifically stated otherwise.  

 
This unit standard is replaced by:  
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US ID Unit Standard Title 
Old NQF 
Level 

New NQF 
Level 

Credits 
Replacement 
Status 

119465  
Write/present/sign texts for a range of 
communicative contexts  

Level 3  
NQF Level 
03  

5  Complete  

 

PURPOSE OF THE UNIT STANDARD  

Learners at this level write texts with complex subject matter and a need for various levels of formality in 
language and construction. They select text type, subject matter and language to suit specific audiences and 
purposes. Writers can use linguistic structures and features to influence readers. They edit own writing to meet 
the demands of a range of text-types. They use language appropriate to the socio-cultural, learning or 
workplace/technical environment as required.  
 
Learners credited with this unit standard are able to:  
•  write for a specified audience and purpose  
•  use language structures and features to produce coherent and cohesive texts for a wide range of contexts  
•  draft own writing and edit to improve clarity and correctness  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

The credit calculation is based on the assumption that learners are already competent in terms of the following 
outcomes or areas of learning when starting to learn towards this unit standard: NQF Level 2 Unit Standard.  
 
US: FET-C/03 Write for a defined context  

 

UNIT STANDARD RANGE  

Controls language patterns and structures and engages with context, purpose and audience.  
 
Specific range statements are provided in the body of the unit standard where they apply to particular specific 
outcomes or assessment criteria.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Write for a specified audience and purpose.  

OUTCOME RANGE  

Narrative, discursive, reflective, argumentative, descriptive, expository, transactional, business correspondence, 
electronic texts, multi-media presentations.  

 
ASSESSMENT CRITERIA  
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ASSESSMENT CRITERION 1  

1. The purpose for writing, the target audience and the context is clear, in relation to the learning task or 
activity.  

 

ASSESSMENT CRITERION 2  

2. The text-type, style, and register selected are appropriate to audience, purpose and context.  

 

ASSESSMENT CRITERION 3  

3. Language appropriate to socio-cultural sensitivities is selected and used in an appropriate manner without 
compromising own values or arguments.  

 

ASSESSMENT CRITERION 4  

4. Writing is well-structured and conveys its message clearly.  

 

ASSESSMENT CRITERION 5  

5. Critical thinking skills are used as strategies for planning.  

ASSESSMENT CRITERION RANGE  

Brainstorming, mind-mapping, spider diagram, highlighting. 
  

 

ASSESSMENT CRITERION 6  

6. Arguments are supported with sound reasons and facts, and writing reflects a clear point of view, and shows 
logical development of a clearly articulated premise.  

 

ASSESSMENT CRITERION 7  

7. Research skills are evident in the way data and information relevant to the context is identified, located and 
selected for inclusion in the final text.  

ASSESSMENT CRITERION RANGE  

Accessing information from different sources; sorting; categorising; classifying; sifting for relevance, validity and 
reliability; recording; reporting; formulating conclusions. 
  

 

SPECIFIC OUTCOME 2  

Use language structures and features.  

OUTCOME NOTES  

Use language structures and features to produce coherent and cohesive texts for a wide range of contexts.  
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ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Meaning is clearly expressed through the use of a range of sentence lengths, types, and complexities.  

 

ASSESSMENT CRITERION 2  

2. The use of paragraph conventions, including links between paragraphs in texts, promotes coherence and 
cohesion in writing. Their use is explained with reference to logical progression, cause and effect, and contrast.  

 

ASSESSMENT CRITERION 3  

3. The overall structure of a piece of writing is controlled and the conclusion is clearly formulated.  

 

SPECIFIC OUTCOME 3  

Draft own writing and edit to improve clarity and correctness.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Writing produced is appropriate to audience, purpose and context. Corrections are an improvement on the 
original.  

 

ASSESSMENT CRITERION 2  

2. Control of grammar, diction, sentence and paragraph structure is checked and adapted for consistency.  

 

ASSESSMENT CRITERION 3  

3. Logical sequencing of ideas and overall unity is achieved through redrafting.  

 

ASSESSMENT CRITERION 4  

4. There is clear evidence that major grammatical and linguistic errors are edited out in redrafts.  

 

ASSESSMENT CRITERION 5  

5. Inappropriate or potentially offensive language is identified and adapted/removed.  

ASSESSMENT CRITERION RANGE  

Obfuscation, excessive use of jargon, jargon used to exclude, insensitive choice of words, (gender, rank, 
hierarchies in familiar settings or organisations, family, sports, wealth) offensive or incorrect register. 
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ASSESSMENT CRITERION 6  

6. Experimentation with different layout and options for presentation are appropriate to the nature and purpose 
of the task.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Providers of learning towards this unit standard will need to meet the accreditation requirements of the 
GENFETQA.  
 
Moderation Option: The moderation requirements of the GENFETQA must be met in order to award credit to 
learners for this unit standard.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The following essential embedded knowledge will be assessed through assessment of the specific outcomes in 
terms of the stipulated assessment criteria:  
 
Learners can understand and explain that language have certain features and conventions which can be 
manipulated. Learners can apply this knowledge and adapt language to suit different contexts, audiences and 
purposes.  
 
Candidates are unlikely to achieve all the specific outcomes, to the standards described in the assessment 
criteria, without knowledge of the stated embedded knowledge. This means that for the most part, the 
possession or lack of the knowledge can be directly inferred from the quality of the candidate`s performance. 
Where direct assessment of knowledge is required, assessment criteria have been included in the body of the 
unit standard.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems: using context to decode and make meaning individually and in groups in oral, 
reading and written activities.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others and in teams: using interactive speech in activities, discussion and research 
projects.  

 

UNIT STANDARD CCFO ORGANISING  

Organise and manage oneself and one`s activities responsibly and effectively through using language.  
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UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information: fundamental to the process of developing language 
capability across language applications and fields of study.  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicate effectively using visual, mathematical and/or language skills: in formal and informal 
communications.  

 

UNIT STANDARD CCFO SCIENCE  

Use science and technology effectively and critically: using technology to access and present texts.  

 

UNIT STANDARD CCFO DEMONSTRATING  

Understand the world as a set of inter-related parts of a system: through using language to explore and express 
links, and exploring a global range of contexts and texts.  

 

UNIT STANDARD CCFO CONTRIBUTING  

Contribute to the full development of self by engaging with texts that stimulate awareness and development of 
life skills and the learning process.  
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WRITE / SIGN FOR A S[PECIFIED AUDIENCE AND PURPOSE 
All organisations regard effective communication as essential for survival. Without communication a business 

would not exist. Businesses are concerned with a wide range of communication activities. First of all, 

communication within the company has to be as effective as possible. Companies also have to communicate 

with other companies and suppliers, since good relationships with them are essential. 

 

The linear model 

This model shows communication as a system. This system involves an interrelated and interdependent set of 

elements working together for a specific purpose. 

There are seven elements in the model: 

• a sender 

• a receiver 

• a message 

• a channel 

• feedback 

• psychological and physical noise as potential barriers 

• a result 

 

The model is presented in four stages. 

STAGE 1 

 

 

 

 

 

 

 

 

 

 

 

The elements of the communication process. 

No organisation can function or effectively without a good system of communication. In the unit 

“Communicate verbally” you concentrated on verbal communication and body language.  In this unit you will 

RESULT 

 

SENDER 

 

RECEIVER 

         MESSAGE 

• Direction 
• Code 
• Medium 
• Format 
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be focusing on written communication and the impotence it has within the business sector. Making sure that 

you use the correct format of written communication is essential as it will influence not only the style of the 

communication but also the person who receives it. If you write a formal letter to your friend, they will think 

that you are sending them something other than a friendly letter. As with sending an organisation a friendly 

letter will not have the desired effect for business. Written communication is important as it: 

 Makes a message official 

 Provides a permanent record 

 Can be used as evidence in a court of law 

 

Business Letters 

Business letters are often the only communication that people have with organisations. The content of these 

letters, and the way in which they are expressed will therefore have a very important impact on people. 

Business letters also act as ambassadors for companies. They help to meet the organisation’s objectives by 

generating goodwill and helping customers. 

 

Audience 

Writers should analyse the needs of their readers very carefully. The letter should cater for the reader’s 

emotional need to be treated in a friendly manner. It should also cater for the reader’s needs for information 

and to get action.  

 

Achieving the right tone 

Tone is defined as the attitude of the writer to the reader. An effective tone is very important in business 

letters. Writers should strive to be neutral or friendly. They should avoid a stiff, pompous, unfriendly and 

tactless tone. Tactless letters imply that the reader is wrong or inferior. A tactless tone stresses suspicion, 

obligation or compulsion. 

 

Let’s have a look at the following suggestions to help you to write in a more appropriate tone: 

 NOT: Your letter of 23 April refers… 

BUT: Thank you for your letter of 23 April. 

NOT: Please find enclosed… 

BUT: I have pleasure in enclosing….. 

 

A business letter would be drawn up according to the organizational requirements. In the absence of any 

guidelines follow the layout of the copies of outgoing letters in the files. The writer must always bear in mind 

the purpose of the letter and the person to whom it is being written.  A good letter requires careful 
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structuring. It would normally comprise an introduction to set the scene, the content to develop the message 

and a conclusion to state the action required.   

Remember that a letter is a written 

record and should therefore, be carefully 

worded, the style should reflect the tone 

and there should be no ambiguity. Often, 

the first impression of a firm is reflected 

in a letter.  There should be no 

grammatical or spelling errors in the 

letter. 

 

Some basic points to bear in mind: 

 Think before you write and 

order your thoughts 

 Be concise 

 Do not use clichés  

 Do not be vague 

 Choose the correct tone 

(business- like, 

professional, courteous 

and polite) 

Prepare written communication: 

 The letter must be positive 

 Do not be familiar 

 Do not use slang or jargon 

 Be tactful 

 Avoid using complicated, unusual words or abstract terms 

 Reread the letter once you have finished 

 Edit the letter by cutting out anything that is not necessary 

 

The envelope should match the paper used for the letter and should have the name and address of the 

receiver typed on it. 

 

Memoranda 
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Memos differ in style and content. They can be formal or informal and their most important function is to 

communicate a message and provide a written record for future reference. Most organisations will have a 

standard format for their memos which will usually contain the following:  

 

 Company name and logo 

 Heading 

 To 

 From 

 Date 

 Reference 

 Subject 

 Copies to 

 

Memos are often used for: 

 To put forward suggestions 

 To convey a message 

 To seek information 

 To clarify an issue 

 To outline progress 

 To confirm oral communications 

 To outline policy decisions 

 To convey instructions 

 

Reports 

Reports can also vary in format, style and length.  They range from being very short to several pages long. A 

report is well- structured, informative document, which aims to provide the recipient with information on a 

specific subject.  A short, informal report will normally consist of:  

 An introduction -  background details and reason for 

the report 

 The findings -  information gathered on the subject 

 The conclusions -  recommendations as to what 

action should be taken 
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A formal report should contain: 

 Title page -  author’s name and date 

 Contents page 

 Terms of reference 

 The method used for the investigation 

 Findings 

 Conclusions 

 Recommendations 

 Appendices 

 Bibliography 

 

Logic in reports 

The body of every report should be developed logically. Writers should always ensure that they reach 

conclusions through a logical process. Writers should ensure that they: 

• Have remained objective. 

• Have concentrated on the facts. 

• Have not confused fact and opinion. 

• Have used referential language. 

• Have accumulated enough evidence to reach a conclusion. 

• Have used logical connections. 

 

Style and readability in reports 

Reports should be written in a formal, objective, impersonal and referential style. They should be very well 

set out so that readers can get at the information quickly. 

Graphics should be: 

• Included in the text where they are needed. 

• Properly numbered with good titles. 

• Properly introduced. 

• Properly analysed so that the reader knows what to look for. 

 

After completing the communication, make sure to read it objectively to ensure your message is properly 

relayed as well as that the reader will understand it. If you have not relayed the entire message properly, your 
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reader would not do exactly as expected, due to the lack of information. One also has to guard against an 

information over-flow, where too much information is given as this can confuse the reader as well.  

 

 

Before attempting to start with the writing of communication, proper preparation must be done to ensure that 

the message is correctly structured and that all the information which you want to convey is in the message. 

Let’s look at some ways in which one can prepare the content of the text that has to be written.  

 

Brainstorming: 

When you think of a particular topic, there are certain words and phrases that spring to mind. For instance, 

when we have swim as a topic, words that may spring to mind will be costume, bikini, beach, pool, sunshine, 

umbrella etc. All these items are associated with the original idea, in one way or the other. Each person 

partaking in the brainstorming session will have their own ideas and thoughts on the topic and therefore will 

give different words which they associate with the topic. 

 

Mind-mapping 

Let’s look at an example of what a mind-map looks like when it starts and when it has been completed.  

 

 

 

 

 

 

 

 

You will see that the original start of the mind-map starts with the idea and then commences with a “lighten up” 

branch, from there they go on to add five other items and they branch out onto sub-ideas which support the 

main ideas.  
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Spider diagram 

Showing the style of the legs of a 

spider, this diagram shows supporting 

ideas to the main idea and assists you 

in the preparation of the written 

communication which you have to 

prepare.  

 

There are different purposes for writing 

texts, let’s look at some examples 

below: 

 

Narrative writing 

Narrative journalism is the interpretation of a story and the way in which the journalist portrays it, be it fictional 

or non-fictional. In easier words, it tells a story. Narrative journalism is also commonly referred to as literary 

journalism, which is defined as creative non-fiction that, if well written, contains accurate and well-researched 

information and also holds the interest of the reader. It is also related to immersion journalism, a term used to 

describe a situation when a writer follows a subject or theme for a long period of time (weeks or months) and 

details an individual's experiences from a deeply personal perspective. 

 

Discursive writing 

discursive - (of e.g. speech and writing) tending to depart from the main point or cover a wide range of subjects; 

"amusingly digressive with satirical thrusts at women's fashions among other things"; "a rambling discursive 

book"; "his excursive remarks"; "a rambling speech about this and that". Discursive - proceeding to a conclusion 

by reason or argument rather than intuition.  

 

Reflective writing 

Reflection lies somewhere around the notion of learning and thinking. We reflect in order to learn something, or 

we learn as a result of reflecting. 

 

Reflective writing is the expression on paper/screen of some of the mental processes of reflection. Other forms 

of expressing reflection are in speech, in film, in graphic portrayal, music etc. The expression of reflection is not, 

however, a direct mirror of what happens in the head. It is a representation of that process within the chosen 

Swimming

Costume

Pool

Sun, 
Water

Friends

Games

Tan
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medium and reflection represented in writing, for example, will be different to that encompassed in a drawing. 

In other words, in making a representation of reflection, we shape and model the content of our reflection 

according to many influences. Factors that could shape your reflection into reflective writing might include: 

§ the reason why you are writing reflectively (personal reasons – e.g. in a diary or for academic 

purposes etc)  

§ whether others are going to see what you have written and who they are (e.g. no-one else; a 

tutor who will mark it; a tutor who will not mark it, friends etc.);  

§ your emotional state at the time of writing, and emotional reaction to what you are writing (e.g. 

- a disturbing event that you do not want to think about or something you did well and want to 

enjoy in the rethinking process);  

§ related to the above, how safe you feel about the material and anyone seeing it;  

§ what you know about reflective writing and how able you are to engage in it (see below)  

 

It is also worth noting that you will learn not only from the ‘in the head’ reflection but from the process of 

representing the reflection itself. Also, you will learn different things according to the manner in which you 

represent your reflection.  

 

For example, what you would learn from drawing a picture to represent reflections will differ from what you will 

learn in writing about the same content. It is a part of the process of writing reflectively to be as aware as 

possible of the influences that are shaping the writing that you actually do. 

 

What is Reflective Writing? 

We will start from what reflective writing is not. It is not: 

§ conveyance of information, instruction or argument in a report, essay or ‘recipe’;  

§ straight-forward description, though there may be descriptive elements;  

§ a straight-forward decision e.g. about whether something is right or wrong, good or bad etc.  

§ simple problem solving like recalling how to get to the nearest station.  

 

In the context of your higher education programme, reflective writing will usually have a purpose (e.g. you will 

be writing reflectively about something that you have to do or have done). It will usually involve the sorting out 

of bits of knowledge, ideas, feelings, awareness of how you are behaving and so on.  

 

It could be seen as a melting pot into which you put a number of thoughts, feelings, other forms of awareness, 

and perhaps new information. In the process of sorting it out in your head, and representing the sorting out on 

paper, you may either recognise that you have learnt something new or that you need to reflect more with, 
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perhaps further input. Your reflections need to come to some sort of end point, even if that is a statement of 

what you need to consider next. 

 

It is also worth recognising that reflective writing may be a means of becoming clearer about something. For 

example, you might use reflective writing to consider the kind of career direction that you might take. Into the 

‘melting pot’ you might then ‘put’ ideas, information, feelings, other people’s perspectives and advice.  

 

A metaphor for reflection or its expression in reflective writing in this context is ‘cognitive housekeeping’ to 

imply its nature as a sorting out, clarifying process.  

 

From what has been said above, it will be obvious that reflection is not a straight-forward and ‘tidy’ process 

itself. When you have to represent the process for someone else to read, you will inevitably tidy it up – but if a 

tutor is expecting reflective writing, s/he will not be looking for a dry ‘single-track’ account, or just a conclusion. 

It is also all right to use the first person – ‘I’ - in reflective writing. 

 

Let us assume that you are reflecting on a presentation that you have just done in class. We said, above, that 

reflective writing is not a ‘straight-forward’ description. You will probably have to describe what you are about 

to reflect on and perhaps relate it to the purpose for which you are reflecting. But reflection is more than that. 

You might want to evaluate your performance in the presentation, for example.  

 

This may be represented by you questioning yourself, perhaps challenging yourself. You may consider your 

reactions, and even the manner in which you have initially viewed the situation and written about it. Your 

writing may recognise that others may have different views of the same event. So with regard to the 

presentation, you might think about the performances of others – and so on. 

 

Some subject matter for reflective writing 

Reflective writing may apply to anything that is remotely complex. You might reflect on: 

§ how to go about your dissertation topic;  

§ how well you wrote an assignment;  

§ experiences gained in your part time work;  

§ how to present some project work;  

§ how you want to behave differently in some context;  

§ the way in which your non-work activities relate to the programme that you are on;  

§ the quality of a relationship with someone (to do with your programme or home or family);  

§ how well you got on in your programme last semester;  
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Argumentative Writing  

Argumentative writing is when the reader is attempting to bring their point forward in their written texts, in 

order for the audience to adopt their beliefs or thoughts. During this writing, the person giving the information 

or attempting to win the audience over has to ensure that their text is based on facts. You will need to prepare 

such a text and deliver it to the rest of the class. You aim is to ensure that once you have  

 

Structure your argument similarly to the following: 

I. Introduction - Give background or perhaps an illustrative example to show the significance of the subject or 

the nature of the controversy. Consider stating the conclusion of your argument here as the thesis of your 

essay.  

II. Refutation - Give a brief statement of a refutation of the opposing view(s) to make your reader aware that 

you have considered but rejected it (them) for good reasons. This refutation may be more appropriately 

placed last, just before your conclusion, or even interspersed at effective locations throughout the essay. You 

must choose the best location.  

III. Presentation of your argument - Throughout the body of your essay you should build your case one point 

at a time, perhaps devoting one paragraph to the defence of each of your premises, or setting forth your 

evidence in separate, meaningful categories.  

IV. Conclusion - After all your evidence has been presented and/or your premises defended, pull your whole 

argument together in the last paragraph by showing how the evidence you have presented provides sufficient 

grounds for accepting your conclusion. You may also add here some conventional device to finish your essay, 

such as a prediction, a new example, a reference to the example with which you began (now seen in a new 

light) etc.  

 

Descriptive 

Describe from memory 

Take the topic or object that you are going to write about and picture it in your mind. Take yourself to where 

that object is located. It may be a room in your home, a favourite animal, or maybe it is fresh, homemade 

cookies. Imagine that you are close enough to touch the object.  

 

Can you feel it? Look at it closely. What does it look like? What do you feel as you are imagining the object you 

are going to describe? Use these thoughts to generate free writing. Write every detail about the object that you 

can remember. 
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Sketch 

Draw a picture of your object. Visualize it in your mind and sketch from memory, or place yourself comfortably 

near the object. Allow yourself to fully explore the object and then draw what you experience. Don't worry 

about not being an artist. This sketch is just for you to help you fully explore the details of the object. Sketching 

the object also gives you a creative outlet for when you are struggling with putting pen to paper. 

  

Objective and subjective data chart 

For me the best way to really get some ink flowing in all directions for a descriptive piece is to break apart the 

subjective and objective material. A good way to do this is to take a piece of paper and draw a line down the 

middle. On the top of one side of the line write the word objective and on the top of the other side of the line 

write the word subjective.  

 

Now, keeping your topic in mind write everything you can think of that is objective about the object. If you think 

of something subjective don't worry, just write it in the other column. Do these until you have exhausted 

yourself or the store runs out of paper. Don't worry about having completed sentences; just get ideas on paper.  

 

With this, you have a good start to writing a descriptive piece. All the details are right in front of you. You may 

also discover which way you would like to lean toward in regards to whether or not you want your piece of 

writing to be more subjective, more objective or balanced. 

  

Create a list of desired outcomes for your descriptive piece 

The big advantage to this is direction. If you have no idea where you are going with your piece of writing about 

your Kermit the Frog underwear, then you may want to do some brainstorming on what you want to 

accomplish.  

 

Do you want the reader to be moved by the piece because the object is special to you? Do you want the reader 

to rush out of their house and drive to yours because you are trying to sell your car? Think about what you for 

an outcome both for you and the reader. Write them down on a piece of paper (or type them). 

  

Different degrees of objective & subjective balance with different paragraphs 

When you have a good feel for your topic, write a couple of paragraphs with different objective and subjective 

balance. Write one paragraph that is completely objective. For example, something you would find in the 

classifieds section of your newspaper.  
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Then write a short paragraph that is heavily subjective. Do a couple different paragraphs to get a feel for what 

would work best for your object with regards to your intended reader and your relationship to the object. For 

instance, if you are writing about your favourite chair, you may find it makes more sense, and is more fun to 

write about it with the balance leaning toward subjective writing. 

 

Expository 

Expository writing is a mode of writing in which the purpose of the author is to inform, explain, describe, or 

define his or her subject to the reader. Expository text is meant to ‘expose’ information and is the most 

frequently used type of writing by students in colleges and universities.  

 

A well-written exposition remains focused on its topic and provides facts in order to inform its reader. It should 

be unbiased, accurate, and use a scholarly third person tone. The text needs to encompass all aspects of the 

subject.  

 

Examples of expository writing can be found in magazine and newspaper articles, non-fiction books, travel 

brochures, business reports, memorandums, professional journal and encyclopaedia articles and many other 

types of informative writing.  

 

One of the most familiar and basic forms of expository writing is the five-paragraph essay, which features an 

introduction with a clear thesis statement, three main body paragraphs and a conclusion. 

 

Transactional Writing 

A very important part of your curriculum is transactional writing. What is transactional or functional writing? 

Transactional writing is another name for functional writing. This kind of writing includes letters, e-mails, 

advertisements and other writing that can be part of a business transaction or is part of the broader business 

world. 

 

Transactional writing refers to writing that has a more obvious purpose, very often a business purpose. 

Transactional writing includes the writing of letters, reviews, reports, diary entries, memoranda and minutes. 

There is also shorter transactional writing, such as the writing of the body copy of an advertisement or a poster, 

messages, postcards, notices and flyers. 

 

Transactional writing is very important because you will use this kind of writing in your future business career. 

Every time you start to write, you must carefully think about:  

• The purpose of a piece of writing 
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• Why are you writing?  

• What are you hoping to achieve through this piece of writing?  

• What is the goal you have in mind? 

• The audience of a piece of writing, i.e. the person or people who are going to read what you have 

written 

• The context of a piece of writing, i.e. is there general information about the time, place and situation in 

which it occurred, and which you need to know to understand it fully. 

 

The style 

‘Style’ refers to the particular way something is done. A writing style refers to the way someone writes so that 

you know who the writer is. Style is made up of: 

• Diction (choice of words) 

• Punctuation 

• Sentence construction 

• Paragraph construction 

• Format 

Talk about different styles for different purposes: 

• Formal 

• Intimate 

• Casual or colloquial 

• Chatty 

Let us start with the format of a police report. Let us consider our headings in relation to the police report: 

 

The purpose of a piece of writing - The purpose of a police report is to give the police all the details so 

that they can follow up with an investigation and so that you can claim against your insurance. Your purpose is 

to inform and explain. 

 

The audience of a piece of writing - The recipient of the report: an official, the police, the insurance 

company employee. 

 

The context of the piece of writing - This is the situation in which you are writing, after a break-in, a 

car accident or a mugging. The situation could be less serious – a complaint about noise or a problem with your 

neighbour’s dogs. 
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The style that is appropriate for the piece of writing - A police report must be: 

• formal 

• written in correct English 

• clear 

• logical 

• coherent 

 

The writer’s point of view - The writer is the person who has gone to the police for whatever reason.  

 

The format of the type of writing - Layout or format is the way in which a text is designed and 

constructed. The set up must be in keeping with the purpose and genre of the text. A police report might have 

some headings, such as: 

• date 

• location 

• nature of incident 

• description of event/incident 

 

There might even be place where you can draw a diagram, if this is useful, for example after a car accident. 

Below is an example of a police report. This topic appeared in an examination paper. Read the topic carefully, 

and then the learner’s written response. Look at the format and style and discuss whether the report fulfils its 

purpose. 

Question posed to the learners - Longer transactional writing 

The headquarters of your local community organisation was vandalised recently. As the secretary of the 

organisation, write a report for the police, giving details of the damage to the building and its contents. Your 

answer must be 120–150 words in length. 

 

Learners’ response: 
As the secretary of the organisation, I would like to give a full report about the vandalism that took place 

at the headquarters’ of our community. Some of the staff’s cars were also involved. I really hope that 

you guy’s as the police really look deep into this matter in catching the criminals. Number 1. They burnt 

down the caretaker’s dormitories, they spray painted on the window’s and the walls, some parts of the 

headquarters don’t even have windows. As for the toilet’s, it’s very immature and un-appropriate, all the 

light bulbs are burst as well and I really think it’s going to be a fortune to repay all the damage’s. So 

please do take action about this situation.  
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Thank you. 

 

The report is 120 words long, so the learner has the length right. Do not put the number of words at the end 

unless you are asked to do so. Learners are meant to know how long 120–150 words is in their handwriting, and 

are usually not expected to write the exact number of words for the creative writing pieces. However, the 

learner clearly has not fully understood the question. If you are not sure what ‘vandalism’ is, you had better 

choose another topic. The learner was not even sure about the headquarters of the community organisation. 

Although the learner starts off fairly well by using the words of the topic, soon after, the learner moves from a 

police report into what sounds like a letter encouraging the police to investigate the incident. This is a report, 

not a letter. The styles and purpose are different, and you must show that you understand those differences. 

 

The topic suggests a few headings: 

• Date 

• Address of building 

• Time that vandalism was discovered 

• Any witnesses 

• Description of damage to building 

• Description of damage to the contents of the building 

 

Do not mention the staff cars because the topic does not allow for this. Remember to sign the report, print your 

name and give your title and your official position. It is very important that you edit your work. You must learn 

to read your work critically to see what corrections and improvements you can make. 

 

How to Read the text 

When reading and viewing specific texts, you will often come across unfamiliar words. In most everyday 

situations, you will not have immediate access to a dictionary and will therefore need to make use of other 

effective strategies to understand the text. 

 

In the following activity you will learn to infer meaning of unfamiliar words by making use of contextual clues. 

Contextual clues are meaning derived from words in the sentence, paragraph or text which you understand 

clearly. Once you have identified the meaning of the related text, it will become easier to understand the words 

or text with an unfamiliar meaning. 
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READING CLUES  

In order to make use of this strategy to infer meaning from text, we need to understand the methods used 

which makes this strategy so effective. Let’s have a closer look how we do this. 

• Deduction - What does the sentence concern? Which words does the unknown word seem to relate to? 

• Part of Speech - Which part of speech is the unknown word? Is it a verb, noun, preposition, adjective, 

time expression or something else? 

• Chunking - What do the words around the unknown word(s) mean? How could the unknown word(s) 

relate to those words? - This is basically deduction on a more local level. 

• Vocabulary Activation - When quickly skimming through the text, what does the text seem to concern? 

Does the layout (design) of the text give any clues? Does the publication or type of book give any clues 

to what the text might be about? Which words can you think of that belong to this vocabulary category? 
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Use Language Structures and Features and Draft Own Writing and Edit to 

Improve Clarity and Corrections 
 

Editing Written Communication 

It is important in any organisation to ensure that all written material that leaves the office is perfect – this 

checking process is known as editing.  We are now going to read and edit the written texts which you have 

produced. 

 

Written material is normally edited by checking:  

 The sentence lengths and complexities. 

 The text is appropriate to the audience, purpose 

and context. 

 Layout – ensure that you have chosen the 

correct layout for the specific form and format of 

communication. 

 Punctuation – capitals, full stops, question marks, exclamation marks, commas, speech marks must be 

used correctly. 

 Sentences – every sentence must have a verb (doing word). 

 Paragraphs - links between paragraphs in texts. 

 Readability - read the letter etc. to yourself to check that it flows and makes sense.    
 

 

Read, comment and improve your text 

Read through your report and then formal letter which you have written carefully. You can also ask your partner 

to read through your text and provide you with valuable feedback.  When done, make use of the following 

checklist to evaluate and comment on your own texts. Remember the purpose is for you to improve your 

current text.  

 

Use one set of the checklists (below) for your own writing and then the last for reviewing your partners. Discuss 

your outcomes with one another and then decide on the editing options you can consider to improve on your 

writing. Rewrite the pieces showing these improvements.  
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CHECKLIST – Report (Tick and write comments were required to complete the checklist below) 

Criteria Yes No Comments 
Is the text appropriate audience, purpose and context?    

 
Was grammar, diction, sentence and paragraph structure 
used correctly? 

   
 

Are your ideas and messages logically sequenced?    
 

Have you found any major grammatical and linguistic errors?    
 

Have you found any form of the following in your texts: 
excessive use of jargon, jargon used to exclude, insensitive 
choice of words, offensive or incorrect register? 

   

OVERALL COMMENTS AND SUGGESTIONS 
List all the suggestions for changes that you would need to make to produce your final and edited version of the 
texts. 

•  
•  
 

CHECKLIST – Business Letter (Tick and write comments were required to complete the checklist below) 

Criteria Yes No Comments 
Is the text appropriate audience, purpose and context?    

 
Was grammar, diction, sentence and paragraph structure 
used correctly? 

   
 

Are your ideas and messages logically sequenced?    
 

Have you found any major grammatical and linguistic errors?    
 

Have you found any form of the following in your texts: 
excessive use of jargon, jargon used to exclude, insensitive 
choice of words, offensive or incorrect register? 

   

OVERALL COMMENTS AND SUGGESTIONS 
List all the suggestions for changes that you would need to make to produce your final and edited version of the 
texts. 

•  
•  
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CHECKLIST – Report (Tick and write comments were required to complete the checklist below) 

Criteria Yes No Comments 
Is the text appropriate audience, purpose and context?    

 
Was grammar, diction, sentence and paragraph structure 
used correctly? 

   
 

Are your ideas and messages logically sequenced?    
 

Have you found any major grammatical and linguistic errors?    
 

Have you found any form of the following in your texts: 
excessive use of jargon, jargon used to exclude, insensitive 
choice of words, offensive or incorrect register? 

   

OVERALL COMMENTS AND SUGGESTIONS 
List all the suggestions for changes that you would need to make to produce your final and edited version of the 
texts. 

•  
•  
 

CHECKLIST – Business Letter (Tick and write comments were required to complete the checklist below) 

Criteria Yes No Comments 
Is the text appropriate audience, purpose and context?    

 
Was grammar, diction, sentence and paragraph structure 
used correctly? 

   
 

Are your ideas and messages logically sequenced?    
 

Have you found any major grammatical and linguistic errors?    
 

Have you found any form of the following in your texts: 
excessive use of jargon, jargon used to exclude, insensitive 
choice of words, offensive or incorrect register? 

   

OVERALL COMMENTS AND SUGGESTIONS 
List all the suggestions for changes that you would need to make to produce your final and edited version of the 
texts. 

•  
•  
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Draft Own Writing / Signing and Edit to Improve Clarity and Correctness 

Enhancing your writing skills 
Why do you want to write articles or information? You may have your own reasons for wishing to do this, but 

you possibly will find that it is a hard chore. You maybe just love writing. You find immense joy in being able to 

go into your topic of expertise, although you are not an expert writer.  

 

Amateur writers write for the sake of writing. This may create many amounts of insignificant material or provide 

personal pleasure. When you write material, you need to be able to draw your customers in to take whatever 

action you are seeking. 

 

Up front, before you write your opening word, you must to satisfy some basic questions. The original one is all 

about the article writing itself. Wonderful writing can yield some detailed changes in your presentation and how 

your article or content material comes across to your reader.  

 

When a professional writer writes an article they are continually conscious of their definite purpose which is to 

change their audience. Great writers make every effort to help their readers see through different eyes, then to 

maybe act differently and ultimately to change the way they interact with the world. 

 

There is evidence each day on the internet that anybody can be a writer. Blogs are a prime example of this. 

Every day there are thousands of entries made about people's families, activities, business events, the latest 

gadgets and more. Just because someone has written something in their blog does not make them proficient at 

getting their point across.  

 

Anyone can throw words together and put together complete sentences. You need to find out how to 

implement additional skills in your writing that will give you the power to have a greater impact on your readers. 

You will use that skill to your advantage in all that you write.  

 

You will use it in your articles as well as in the subject matter you write for. It is the distinction between being 

just informative and being gripping and influential.  

You realize when you have read a high-quality article when you come away from reading it with a new insight or 

appreciation of the material presented. You can apply these skills in your own writing by following simple steps. 
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1. Make sure that you are writing for a specific audience 

The most important thing to contemplate when you are writing is who you are writing to. If you do not 

recognize who the viewer is that you are attempting to get through to, then it will be especially difficult to get 

your purpose across to them.  

 

You will have to step outside of yourself and get out of your own perception. This will be the only way that you 

are able to write to their view. This is not always simple to do because your audience might have several 

different aspects that have a sizable gap. You need to reflect about things such as age, gender, hobbies, perhaps 

even their income level and the kinds of things they like to purchase, talents, interests and various other kinds 

of facts.  

 

For instance, you might be writing an article that is only going to be read by stay at home moms, or an 

additional one for work at home moms. In such a case each group has diverse needs that should be looked at 

when you are writing your article. 

 

Knowing the kind of person or age group that you are attempting to reach will help you verbalize to them in 

terms that they understand. One example of this might be if you were writing for a group of people that were 

60 to 80 and talking about music, you would give different examples of artist or composers than you would for a 

group of people that were 18 to 25.  

 

The older group would not be that concerned in who was on the top 10 Billboard right now. One more example 

of this might be that you are writing an article on a hobby or a craft. You be telling about that to people that are 

at least interested in the hobby and no doubt not to a group of businessmen.  

 

This is an essential step. If you want to access a particular audience, then it is essential that you address subjects 

that will be of importance to that specific group. 
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2. Ascertain what you are attempting to achieve with your writing and make it very 

clear and to the point 

Your object each time you write is to touch your readers. There are three important ways that you can attain 

this. First, you can try to give your readers material that you think that might be up-to-the-minute for them. A 

second way is to devise the information is such a way that you have a call to action, that is you intend for your 

readers to take some kind of immediate action. The third way is to get in touch with your audiences emotions 

so that they feel strongly about what you are writing. 

 

A good writer will focus on only one of these aspects. As a writer you need to select one of these items and do it 

well. If you succeed in that purpose, then the others will naturally fall into place. You should become conscious 

that when you are writing it is impracticable to pull off all of these things in one article and do it well. If you 

would like your message to have effect on those reading it then you need to have a set goal yourself. Be aware 

of what you wish to bring about with your writing and make that your focal point. 

 

Activity  

On your Own – Part One 

During the past six months your company has been burgled twice and in three separate incidents, cars have 

been broken into, in the parking area. The staff has requested that management of the company look into this 

matter as they feel unsafe coming to work as well as leaving their cars in the parking area. Management of the 

company have taken the matter seriously and have implemented strict new security measures, as well as 

employed the services of a security company. These new procedures obviously affect everybody at the 

workplace. As a team-leader, you have been requested to identify such effects on the staff, to management.  

 

You are required to write a short report regarding this incident at your workplace. The report should be no 

longer than 500 words and will focus on the new security procedures at work. Your report must be planned 

beforehand according to the following: 

• Who you are addressing 

• Why you are addressing these individuals and how you will present your writing 

• The sequencing of events 

• Layout of your writing 

 

You will complete this in three stages; firstly you will show the planning of the report, then a draft of the report 

must be written and lastly, as final version with the required improvements.  
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Planning stage 

In this part you need to gather your ideas regarding the matter; by making use of a mind-map, show your 

thoughts and the incidents at the workplace, the actions and reactions of the staff within the company as well as 

the outcome which was achieved by the implementation of new security measures by management.  

 

 

 

 

 

 

Draft run 

Once you have gathered your ideas and listed the facts in the mind-map, you can now start to write your draft 

version of the report. Ensure that your draft version contains all the necessary facts which you would like 

mention to the recipients of the report.  

 

 

 

 

Because this is the draft, you should play with ideas and the wording until you are satisfied that your draft 

version is ready to be written into a final version.  

 

Final Version 

Now that you have planned your report and written a draft version from where you made the necessary 

changes and additions to enhance it, you can write your final version in the space below.  

 

 

 

 

On your Own – Part Two 

Using exactly the same topic and content as your report, you need to write to your teenage daughter who is 

studying abroad. Rewrite your report in such a manner to suit the new type of audience you are writing for.  
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In Pairs – Part Three 

Each person would have had a chance to write the report for two different audiences, meaning that there would 

have been some subtle changes in the way it was written, but the information should have remained the same.  

You will now have your partner evaluate your two written pieces and then give you feedback regarding the 

changes they feel could make your writing more effective. They will complete the table below and then discuss 

it with you. From there you need to rewrite your report again. Start with the Management Report.  

Criteria Yes No Comments 

Has the text evolved from the Draft version to the final 

version according to the planning stage? 

   

 

Is the text appropriate audience, purpose and context?    

 

Was grammar, diction, sentence and paragraph 

structure used correctly? 

   

 

Are the ideas and messages logically sequenced?    

 

Have you found any major grammatical and linguistic 

errors? 

   

 

Have you found any form of the following in your texts: 

excessive use of jargon, jargon used to exclude, 

insensitive choice of words, offensive or incorrect 

register? 

   

 

 

 

OVERALL COMMENTS AND SUGGESTIONS 

List all the suggestions for changes that you would need to make to produce your final and edited version of 

the texts. 

•  
•  
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Now do the same for the communication addressed to the person’s teenage daughter.  

Criteria Yes No Comments 

Has the text evolved from the Draft version to the final 

version according to the planning stage? 

   

 

Is the text appropriate audience, purpose and context?    

 

Was grammar, diction, sentence and paragraph 

structure used correctly? 

   

 

Are the ideas and messages logically sequenced?    

 

Have you found any major grammatical and linguistic 

errors? 

   

 

Have you found any form of the following in your texts: 

excessive use of jargon, jargon used to exclude, 

insensitive choice of words, offensive or incorrect 

register? 

   

 

 

 

OVERALL COMMENTS AND SUGGESTIONS 

List all the suggestions for changes that you would need to make to produce your final and edited version of 

the texts. 

•  
•  

 

On Your Own – Part Four 

You have evolved your report from a mind-map, through a draft version and a final version. Now someone else 

has checked it and made recommendations for further improvements. Using these recommendations, you can 

add them to your final version and then draft the last version in the area below. Do so for both the reports.  
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You are now ready to go through a check list. Be honest with yourself. 

 

Tick the box with either a √ or an X to indicate your response. 

 

� I am able to write/present/sign texts with complex subject matter and a need for various 

levels of formality in language and construction 

� I am able to select text type, subject matter and language to suit specific audiences, 

purposes and contexts 

� I am able to use linguistic structures and features to influence readers/their audience  

� I am able to draft, redraft and edit own writing/signing to meet the demands of a range 

of text-types 

� I am able to use language appropriate to the socio-cultural, learning or 

workplace/technical environment as required. They explore presentation techniques as an 

alternative to writing/signing own texts 

 

 

 

 

 

 
 

 
You must think about any point you could not tick. Write this down as a goal. 

Decide on a plan of action to achieve these goals. Regularly review these goals. 
 

 

 

 

 

 

 

 

 

 

 

My Goals and Planning: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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NATIONAL CERTIFICATE: BUSINESS ADMIN 

SERVICES  

 

MODULE 3 | US 9533   USE COMMUNICATION SKILLS TO 

HANDLE AND RESOLVE CONFLICT IN THE WORKPLACE 
 



SDA | MODULE 3 | STUDENT GUIDE 117 

 

 
Unit Standard 9533  

 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 

SO1 DEMONSTRATE AN UNDERSTANDING OF DIFFERENT CONFLICT SITUATIONS IN THE 
WORKPLACE  

AC1 Different conflict situations that occur in the workplace are listed 
AC2 Examples of conflict situations are given and the conflicts described 
AC3 Role-players in conflict situations are listed 
AC4 Reasons why conflict occurs are listed and discussed 

SO2 STATE AND EXPLAIN THE DIFFERENCE BETWEEN FEELINGS AND ACTUAL PROBLEM 
(CONTENTS) WHEN DEALING WITH CONFLICT 

AC1 Behaviour of different people in a conflict situation is discussed 
AC2 Own feelings when in a conflict situation is discussed 
AC3 Own behaviour when in a conflict situation is discussed 

AC4 The process of reaction in a conflict situation to solving the problem is demonstrated through 
exercises 

SO3 HANDLE AND RESOLVE A CONFLICT IN THE WORKPLACE  
AC1 Methods to resolve conflict are identified and explained 

AC2 Conflict situation and possible methods of resolving the conflict are demonstrated by means of a role-
play 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO COMMUNICATING  

Communicating effectively:  
Using language skills  

 

UNIT STANDARD CCFO CONTRIBUTING  

Learner and societal development:  
Contribute to the full development of each learner and the social and economic development of 
the society at large because learners gain confidence through their ability to communicate 
effectively  
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All qualifications and unit standards registered on the National Qualifications Framework are public 
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal 
to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications 
Authority (SAQA) should be acknowledged as the source.  

SOUTH AFRICAN QUALIFICATIONS AUTHORITY  

REGISTERED UNIT STANDARD:  

 

Use communication skills to handle and resolve conflict in the workplace  

SAQA US ID UNIT STANDARD TITLE 

9533  Use communication skills to handle and resolve conflict in the workplace  

ORIGINATOR REGISTERING PROVIDER 

SGB Air-conditioning Refrigeration and Ventilation    

FIELD SUBFIELD 

Field 06 - Manufacturing, Engineering and Technology Engineering and Related Design  

ABET BAND UNIT STANDARD TYPE NQF LEVEL CREDITS 

Undefined  Regular  Level 3  3  

REGISTRATION 
STATUS 

REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2007-09-18  2010-09-18  SAQA 0160/05  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2011-09-18    2014-09-18    

 
This unit standard does not replace any other unit standard and is not replaced by any other unit standard.  

 

PURPOSE OF THE UNIT STANDARD  

Identify a conflict situation and communicate in such a way that the conflict can be resolved in a constructive 
manner.  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

ABET Level 4 Literacy.  

 

UNIT STANDARD RANGE  
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Commonly occuring conflicts in the South African work situation.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Demonstrate an understanding of different conflict situations in the workplace  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Different conflict situations that occur in the workplace are listed.  

 

ASSESSMENT CRITERION 2  

2. Examples of conflict situations are given and the conflicts described.  

 

ASSESSMENT CRITERION 3  

3. Role-players in conflict situations are listed.  

 

ASSESSMENT CRITERION 4  

4. Reasons why conflict occurs are listed and discussed.  

 

SPECIFIC OUTCOME 2  

State and explain the difference between feelings and actual problem (contents)  

OUTCOME NOTES  

State and explain the difference between feelings and actual problem (contents) when dealing with conflict.  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Behaviour of different people in a conflict situation is discussed.  

 

ASSESSMENT CRITERION 2  

2. Own feelings when in a conflict situation is discussed.  

 

ASSESSMENT CRITERION 3  

3. Own behaviour when in a conflict situation is discussed.  
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ASSESSMENT CRITERION 4  

4. The process of reaction in a conflict situation to solving the problem is demonstrated through exercises.  

 

SPECIFIC OUTCOME 3  

Handle and resolve a conflict in the workplace  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Methods to resolve conflict are identified and explained.  

 

ASSESSMENT CRITERION 2  

2. Conflict situation and possible methods of resolving the conflict are demonstrated by means of a role-play.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Any person wishing to be assessed against this unit standard may apply to an assessment agency, assessor or 
provider institution accredited by the relevant ETQA, who may appoint a moderator to be present at the 
assessment.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

The difference between feelings and facts in a conflict situation, and an understanding of the need to deal with 
the feelings of the other person in order to handle and resolve the conflict.  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO COMMUNICATING  

Communicating effectively:  
 
•  Using language skills  

 

UNIT STANDARD CCFO CONTRIBUTING  

Learner and societal development:  
 
•  Contribute to the full development of each learner and the social and economic development of the society at 
large because learners gain confidence through their ability to communicate effectively  
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Demonstrate and Understanding of Different Conflict Situations in the 

Workplace 
 

A conflict can be defined as an on-going state of hostility between two or more people or groups. Conflict 

management on the other hand is the short or long-term management process used to resolve issues where 

either party is being stubborn, inflexible, difficult, or whatever. Conflict, when compared to workplace 

disputes, is usually more of a long-term situation. And while, initially, it may involve only two individuals, it 

may escalate, with team members choosing sides. Eventually the whole office could be involved, and an 

extremely volatile atmosphere could be the result. When people focus on their distress, their work no doubt 

suffers. Office conflict can lead to lower employee productivity (where gossip and tension becomes a waste of 

valuable time and energy), poor work attendance, low employee morale, and non-cooperation within the 

work team. It may even lead to resignations and costly reappointments. 

 

Some Definitions of Conflict 

 

“Conflict is a state of opposition between two or more parties.” 

 

"When two or more parties, with perceived incompatible goals, seek to undermine each other's goal-seeking 

capability." 
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Introduction  

 
 

 

 

 

 

 

Who was involved? 
 
When and where did it happen? 

 
What happened? 

 
Whose fault was it? 

 
What was the outcome? 

 
 

 

 

 

 

 

 

 

"I have better things to do with my time than to baby-sit with a bunch of feuding children," complains one 

manager. "It seems that someone is always mad at someone else, feuding with someone else, or refusing to 

Before we start, let’s look into our own lives first and find some commonalities to this course. At one 

stage of our lives, we are sure to have had some conflict. Think back to that time, although it is not 

always fond memories, we need to relive them to understand. In the space below, give a short 

description of the conflict. You do not have to make use of names of those involved, be subjective and 

give an outline of what happened and the views you had of the situation. Use the headings to guide 

you in completing the block below.  

CONFLICT - GENERAL 

On your own, read through the following section, it will give you some background on where conflict comes 

from and what some of the common denominators are that lead to conflict.  

Time: 30 minutes      Activity: Self 
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work with him or her. What is this all about anyway?"  

  

It is all about conflict, a normal and natural part of our workplace and personal lives. Conflict can be helpful in 

making necessary changes within the home or work environment. However, unresolved conflict can result in 

feelings of dissatisfaction, unhappiness, hopelessness, depression, and other emotions. It can result in 

behaviours such as physical or emotional withdrawal, resignation from jobs, dissolution of personal relations, 

aggression, and even violence.  

  

Communication is both the cause of and the remedy for conflict. Understanding how to effectively 

communicate, and how to satisfactorily resolve disputes, can lead to a happier and more productive life. 

Communication and conflict resolution skills must be learned. Most often, poor communication and conflict 

resolution styles must be corrected and replaced with approaches that are more conducive to creating peace in 

the workplace and at home.  

  

The workplace setting is fertile breeding ground for conflicts because of the dynamics and interdependency of 

the employee-to-employee, customer-to-employee, and employee-to-outside vendor relationships. Recognizing 

and addressing the factors that give rise to the potential for conflict can have a positive impact on workplace 

and the productivity in the workplace.  

  

It is all about conflict in the workplace. Is it avoidable? Is it preventable? Is it necessary? The answer to all of 

these questions is "yes."  

  

Most people fear conflict and see it as something to avoid. In fact, conflict is a normal and natural part of our 

lives, both professionally and personally. Conflict in the right setting, handled in the right way, can be beneficial. 

It is through conflict that an awareness of the need for some necessary changes can be made - at work and at 

home.  
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Where does conflict come from?  

 Conflict arises from a clash of perceptions, goals, or values in an arena where 

people care about the outcome. The breeding ground for conflict may lie in 

confusion about, or disagreement with, the common purpose and how to 

achieve it while also achieving individual goals within an organisation. In 

addition, the competition for limited (internal and external) resources will feed 

conflict.  

  

Interdependency within an organization feeds the lion of conflict. Open 

communication is the means by which disagreement can be prevented, managed, or resolved. The lack of open 

communication drives conflict underground and can create a downward spiral of misunderstanding and 

hostility. Our ability to accomplish our goals and objectives depends on the cooperation and assistance of 

others, which increases the opportunity for conflict. No one person can do the job without the input of someone 

else. When the other person is late, has different priorities, misunderstands directions, or is playing office 

politics, conflicts are created.  

  

Increased interaction is also an ingredient in the conflict mixture. The more often people interact; the more 

potential there is for conflict. It also requires that people understand other's points of view, needs, and 

priorities. Teamwork and increasing levels of participation within an organization will require a greater need for 

conflict resolution skills.  

  

The basic components of conflict are: 

(a) Two or more persons are involved,  

(b) there is a perceived incompatibility between ideas, actions, beliefs or goals 

(c) the opposing sides see their way as the only way to achieve their goals and objectives. 

  

Conflict occurs as a result of two or more people interacting together. There are two types of conflict in the 

workplace:  

(1) substantive conflict and  

(2) personality-based conflict. 

 

The substantive conflict can be dealt with by addressing the specific problem that is the subject of the conflict.  

 

Let’s look at the following examples: 
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From time to time, there may be conflict between employees that is simply personality-based conflict. While 

this particular problem is not one for mediation, nonetheless it must be addressed. In some situations, it may 

come to the point where both employees are told that they must learn to work together in spite of their 

differences, or both must leave. Most often this has the intended effect, in that the parties agree that keeping 

their jobs is more important than continuing to engage in conflict.  

  

There is one other important consideration, and that is the importance of teaching employees how to 

appropriately talk with each other. The use of good communication skills is essential in keeping the peace at 

work and home. Unfortunately, most of us are not born with good communication skills and, therefore, we must 

learn them.  

 

You may ask, "Why not ignore the conflict and hope that it goes away?" Because unresolved conflict carries 

costs. The costs include employee turnover and time wasted complaining about or enlisting the sympathy of 

others in the "wronged employee's" plight. The costs may also include increased absenteeism, health claims, or 

stress-related worker's compensation claims. Unresolved conflict can be costly!  

Lucy cannot complete her report until John gets all of the numbers to her. 
Lucy believes that John procrastinates until the last minute, forcing her to 
do a rushed job which increases her stress and makes her fear that she will 
look bad to the boss. John feels like Lucy puts too much pressure on both 
of them, and sets unrealistic deadlines. As the conflict increases, the 
productivity and efficiency decrease. Both employees feel bad about this, 
but are lost as to how to overcome the problem. This is where the parties 
may need to have a manager intervene and mediate the dispute. 

Two employees must use the same printer. When one has a big printing job 
and ties up the printer, the other employee is sometimes delayed and can't 
get a promised document out on time. In this case, the two parties can be 
trained how to mediate the dispute themselves. Any problem resolved by 
and between the two employees can only serve to empower them and to 
anchor effective conflict resolution techniques that can be used at work and 
at home. 
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BUT WHAT IS CONFLICT REALLY? 

 

 

 

Defining Conflict  

 

The spectrum between peace and war consists of conflict.  The following is a factors analysis that allows for the 

rating of conflicts by four specific axes.  

 

1. The range from random and impulsive to organized and planned.  When conflict is at its lowest, violent 

acts are extremely random.  When conflict is at its most intense (a full scale war) violent acts are 

extremely organized.  

2. The range of action from hostility (not expressed) to physical violence.  Conflict at its lowest involves 

internalized hostility that is not expressed.  At its most intense, it involves direct physical violence..  

3. The identification of enemies from none to specific well-stereotyped groups.  Conflict at its lowest 

involves generalized opponents or enemies.  Conflict in its most intense form involves specific, well-

defined enemies..  

4. The level of stress in the population from mild to extreme.  Conflict inculcates stress, and the higher the 

level of conflict, generally the higher the level of stress. 

 

By considering these four factors it is possible to measure conflict. The most imprecise, stress, is one for which 

there are specific techniques and approaches for measuring its presence and implications in society.  The other 

elements are direct and readily measured (from simple "yes/no" to direct measures such as "there are fifteen 

instances of car bombing a year currently being committed" or "the conflict involves the following identified 

groups"). 

 

 

 

 

 

PEACE WAR 
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1 - ETHNIC CONFLICT & NATIONAL CONFLICT 
Ethnic Conflict, disputes between groups of people defined by a common heritage, language, and/or culture. 

The members of particular competing groups may not necessarily live within the same territorial borders. Ethnic 

conflict overlaps with national conflict, as both are based on claims for special recognition, through secession 

(the attempt of a region within a state, usually inhabited by a minority, to separate and become an independent 

state, or less frequently, to unify or federate with another state); irredentism (the historical claim made by one 

sovereign state to land and/or people outside that state’s internationally recognized boundaries); special 

autonomous status within a state; or even for some form of non-territorial recognition of that group’s rights (to 

teach its language in schools, for example). The independent countries in the world have been estimated to 

include over 8,000 distinct ethnic cultures (defined linguistically), which explains why these conflicts are so 

pervasive 

 

A variety of factors can cause ethnic conflict. Relevant economic differences may range from a surplus of wealth 

controlled by a group 

 Political exclusion or non-recognition of special status 
 Ethnic conflict may be launched to protect a culture from extinction 
 Ethnic conflicts can be aggravated by ambitious political leaders to such an extent that it can eventually 

lead to the disintegration of the state itself. Once these passions are unleashed, it is difficult to stop 

their spread 

 Ethnic conflicts can be found in all types of states: from entrenched democracies (United States 

of America), or emerging democracies (South Africa), to non-democratic states (Iraq). These 

conflicts can be successfully managed through granting greater autonomy to particular groups, 

or through peaceful negotiations for independence between ethnic regions, although this 

rarely occurs. Conversely, the formation of new states can actually cause ethnic conflict; for 

instance, when a colonial power withdraws from a region leaving powerful ethnic rivalries 

unaddressed. 

Read through the following section in your groups with your facilitator. Try to remember some actions 

mentioned below, that are familiar to you. 
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 Ethnic conflicts are dangerous because they cause massive humanitarian suffering (Rwanda) 

and civil wars (Biafra War), create large numbers of refugees (Yugoslavia), and have the 

potential to destabilize neighbouring states (as in the Balkans, the Caucasus, East and Central 

Africa, and West Africa). They can also be far harder to manage than conventional conflicts 

between states, because the forces driving them are social or cultural rather than political, and 

hence far less amenable to political solutions. In addition, they interfere with international 

trade. 
 

The Hutu are not a distinct people. Traditionally, they were subservient to the ruling Tutsi, while the Twa 

hunters formed a tiny, despised minority. The three groups formed ranked classes, distinguished by their 

occupations. In Rwanda these distinctions appear to have been more rigidly maintained than further south, 

where some Hutu in time earned cattle, became rich, and were even appointed chiefs. Some observers have 

referred to “castes“, but others have argued that the term is inappropriate. In all the kingdoms, Hutu 

became clients of the more powerful Tutsi, who provided protection but exploited their labour. 
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2 - EAST - WEST CONFLICT (COMMUNISM VS. DEMOCRACY) 
A recent example of an arms race is the competition between the United States and the Soviet Union during the 

Cold War to acquire nuclear weapons and delivery systems. Opinion is divided as to the connection between 

arms races and military conflict. Some argue that arms races lead to armed conflict and that, by implication, 

wars can be avoided by preventing arms races. A precise, causal connection between arms races and conflict is, 

however, historically and theoretically difficult to establish. At most, it is reasonable to assume that an arms 

race can contribute to the outbreak, duration, and severity of conflict. 

 

 

Communism, term in political science denoting either a society where all property is held in common or 

a political movement whose final aim is the establishment of such a society. Primitive communism 

designates a largely self-sufficient village economy where the basic tools of production, animals, land, 

etc., are the property of the community as a whole. The idea that individual private property is an 

impediment to a just society has led many writers to imagine a state of affairs without private 

ownership. In its formative stage, communism, as it emerges from capitalist society, has abolished 

private property but there is still a division of labour and people are paid according to the principle “to 

each according to the work performed”. In the higher phase the organizing principle is “to each 

according to their needs”. Communism is stretched all over the world and should not be identified with 

only one country. 

 

Communism in various parts of the world: 

Karl Marx, along with Friedrich Engels, defined communism. In the Communist Manifesto, which they 

wrote and published themselves in London in 1848, Marx and Engels portrayed the natural evolution of 

a communist utopia from capitalism. This revolutionary theory added fuel to the social struggles that 

characterized Europe during the late 19th century. Marx theorized that competition among capitalists 

would force more and more of them to be enveloped by the growing masses. A proletarian dictatorship 

Democracy (West) 
Vs. 

Communism (East) 
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would rule until all vestiges of capitalism had been eliminated; a communist utopia would then naturally 

emerge 

 

Communism in the Latin American continent remained of little significance until sometime after the Cuban 

revolution led by Fidel Castro (1959). The Cuban Communist party had played a minor role in the revolution 

itself. At first Castro appeared to be another modernizing nationalist and non-aligned Third World leader. Over 

the next few years, he became internally dependent on the Communist party machine and externally reliant on 

Soviet help. Subsequent confrontation with the United States led to the nationalization of US property (1960), 

attempts by the United States to overthrow the regime (the Bay of Pigs in April 1961), Castro's declaration that 

he had become a “Marxist-Leninist” (December 1961) and the Cuban missile crisis (1962). During the 1960s 

Cuba tried to distance itself from the USSR and to develop a Latin American brand of Communism.  

 

Vietnam War, military struggle fought in Vietnam from 1959 to 1975. It began as a determined attempt by 

Communist guerrillas (the so-called Vietcong) in the South, backed by Communist North Vietnam, to 

overthrow the government of South Vietnam. The struggle widened into a war between South Vietnam and 

North Vietnam and ultimately into a limited international conflict. The United States and some 40 other 

countries supported South Vietnam by supplying troops and munitions, and the USSR and the People's 

Republic of China furnished munitions to North Vietnam and the Vietcong. On both sides, however, the 

burden of the war fell mainly on the civilians. 

 

 A Vietnamese Buddhist monk burning himself to death in an act of protest against the Diem government in June 

1963. Constituting a majority of the country’s population, Buddhists in Vietnam accused the pro-Christian Diem 

government of religious discrimination. 

 

Democracy (Greek, demos, “the people”; kratein, “to rule”), political system in which the people of a country 

rule through any form of government they choose to establish. In modern democracies, supreme authority is 

exercised for the most part by representatives elected by popular suffrage. The representatives may be 

supplanted by the electorate according to the legal procedures of recall and referendum, and they are, at 

least in principle, responsible to the electorate. In many democracies, both the executive head of government 

and the legislature are elected. In typical constitutional monarchies such as Great Britain and Norway, only the 

legislators are elected, and from their ranks a Cabinet and a prime minister are chosen. 
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In representative democracies, citizens elect people to serve in legislative and executive positions. These 

representatives, invested with the confidence of their constituencies, then try to convey the interests and 

desires of these constituencies by participating in governmental processes. In the United States, citizens elect 

people to the House of Representatives and the Senate, which together comprise the nation’s bicameral 

legislature. Citizens in each state elect two senators and a certain number of representatives based on the 

population of the state. Here, members of the Senate (right) and House of Representatives (left) meet in their 

respective chambers to discuss legislation. 

 

3 - RELIGIOUS CONFLICT 
Christianity developed slowly as a distinctive movement. As a Jewish splinter group, it existed uneasily within 

the Roman Empire. When its independence from Judaism was established, its claim to be the only means of 

salvation brought it into sporadic conflict with imperial authority. For several centuries, as the Christian 

movement grew throughout the empire, regional Churches were periodically persecuted, and individual 

Christians suffered martyrdom. Finally, in about 313, with the Edict of Milan, Christians gained full rights of 

religion under the empire. During the reign of Constantine, a decade later, the Church gained privileged 

status. Accordingly, in its first three centuries, the Christian movement was preoccupied with retaining 

religious identity and securing social integrity. Thereafter, the Church, which had suffered at the hands of the 

State, was united with it. At this point the relationship between Church and State developed differently in the 

chief branches of the empire. 

 

About 92 per cent of the people of Ireland are Roman Catholics and about 3 per cent are Protestants. 

Protestant groups include the Church of Ireland (Anglican) and the Presbyterian and Methodist 

denominations. There are small Jewish communities in Dublin and Cork. Freedom of worship is guaranteed by 

the constitution. 
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Roman Catholicism has played a central role in the development of Irish culture and society. During the period 

of British rule it became associated with the struggle for independence, partly because of laws that prevented 

Roman Catholics standing for public office until the early 19th century. Socially it is reflected in the fact that 

divorce was prohibited in Ireland until 1996 and until the 1980s contraception was relatively difficult to 

obtain. Abortion is illegal. However, legislation was introduced in March 1995 allowing the dissemination of 

information on abortion facilities overseas; an estimated 4,000 women a year travel overseas, mainly to 

Britain, for abortions. In November of the same year a referendum narrowly approved the introduction of a 

limited access to divorce, which became effective in 1996 

 

Vatican City, the world centre of the Roman Catholic church, is an independent state that lies entirely within 

Rome. Many of the city’s buildings were designed and decorated by some of history’s greatest artists. Gian 

Lorenzo Bernini created the vast plaza in front of St Peter’s Basilica in the 1600s. 

 

Islam’s name for God is Allah. Concepts of the deity in Islam have much in common with those in 

Judaism and Christianity. God is seen as one, perfect, uncreated, eternal, omnipotent, and as the 

creator (or for some medieval philosophers the source) of the cosmos. Muslims have customarily 

emphasized the unity and uniqueness of God above all. In polemics between groups within Islam, and 

in those directed by Muslims against other monotheistic religions, the charge has often been made that 

the opponents hold doctrines which are incompatible with the oneness of God. 

 

In the 5th century AD Ireland’s St Patrick led the conversion of the Celts, the 

Iron Age invaders of Ireland, to Christianity. Although Christian churches 

and monasteries were founded for the Celtic people, many of the converts 

retained much of their 

Druidic religion. This 

Celtic cross near the 

Shannon River in Ireland, 

with its elaborate stylized 

relief of earth gods and 

woodland spirits, 

illustrates how the Celtic 

people merged many of their Druidic beliefs with the new 

religion. 
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Beirut was devastated by civil war and successive Syrian and Israeli occupation between 1975 and 1991. A 

fundamental division in the city corresponds to east and west. Two hills for the division, with East Beirut, or 

Ashrafiyah, associated with Christian Lebanese, and West Beirut, or Musaytibah, associated with Sunni 

Muslims. The southern portion of the city is now linked with Lebanese Shi'ites and Palestinians. It is this 

combination of ethnic groups, and their spatial distribution, that has contributed to the violence in Lebanon in 

general, and Beirut in particular. 

 

Jews are members of a separate ethnic community or fellowship rather than of 

a race, a community that, in the face of incessant and terrible persecution, has 

maintained its identity for almost 19 centuries. By the end of the 16th century 

only remnants of the old Jewish communities remained in Western Europe. 

During the first half of the 20th century, and particularly in the period between 

the two world wars, anti-Semitism became a dominant force in European 

politics, notably in Germany. In the 1930s the growth of National Socialism, 

incorporating anti-Semitic doctrines, threatened all Jews, many of whom 

considered themselves not Jews but assimilated members of various national 

groups. During the supremacy of the National Socialists in Western Europe, an estimated 6 million European 

Jews were slaughtered, both in Germany and in German-controlled states. This period of persecution and 

extermination of European Jews is called the Holocaust. 

 

Anti-Jewish agitation has existed for several thousand years. In the ancient Roman Empire, for example, the 

devotion of Jews to their religion and special forms of worship was used as a pretext for political 

discrimination against them, and very few Jews were admitted to Roman citizenship. Since the 4th century AD 

(and possibly before), Jews have been regarded by Christians as the killers of Jesus Christ. With the rise and 

eventual domination of Christianity throughout the Western world, discrimination against Jews on religious 

grounds became universal, and systematic and social anti-Judaism made its appearance. Jews were massacred 

in great numbers, especially during the Crusades, and were segregated in ghettos, required to bear identifying 

marks or wear recognizable garments, and economically crippled by the imposition of restrictions on their 

business activities. 
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4 – TRADITIONAL CONFLICT 
In the 1930s a protest movement began that continues today. While recognizing the cultural differences 

between Aboriginal people, and the differences in their needs based on different circumstances, it is a 

movement that regards the similarities as being more important. It is now widely recognized that Aboriginal 

people suffered prejudice and mistreatment by white society, and measures of their social well-being—such 

as housing, health, wages, employment, education, imprisonment—reflect this history of disadvantage. 

 

Zulu Wars (1838-1888), series of conflicts in which the independent Zulu kingdom in Zululand in South Africa 

was invaded by Boer (Afrikaner) settlers, defeated by the British Empire, and fragmented and its rebellion 

against white rule suppressed. 

 

Indian Wars, name given to the armed conflicts fought between native inhabitants of what is now the United 

States and white Europeans, often represented by government forces, during the period of white exploration 

and settlement. In Canada, by contrast, after the establishment of the French in Quebec relations between 

the two groups were characterized by trade rather than settlement, and armed conflict was rare. 

 

 



SDA | MODULE 3 | STUDENT GUIDE 135 

 

  

TYPE OF CONFLICT 1 TYPE OF CONFLICT 2 TYPE OF CONFLICT 3 

Type of conflict Type of conflict Type of conflict 

Where it happens Where it happens Where it happens 

Who is involved Who is involved Who is involved 

What leads to the conflict What leads to the conflict What leads to the conflict 

What are characteristics of 

this conflict? 

What are characteristics of 

this conflict? 

What are characteristics of 

this conflict? 

What are others’ views of 

this type of conflict? 

What are others’ views of 

this type of conflict? 

What are others’ views of 

this type of conflict? 

QUESTION &ANSWER TIME  

After reading and discussing the part above, answer the questions below. Using 

the knowledge you have gained from the material as well as your own 

experiences, apply that to your answers.  

 

Name three instances of when and where conflict can arise, make use of the 

headings in the table to give examples of what assumptions and perceptions 

usually accompanies the type of conflict you have mentioned.  
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Conflict in the workplace is inevitable. As with all other spaces that are shared 

between people who have different beliefs, cultures, backgrounds, educations 

and religious beliefs, the workplace is certainly one of the most dense areas with 

the variety intact for definitive conflict situations.  

 

Many people have very strong beliefs in their religions, values and cultures and 

these emotions are kept close at bay in the individual. Wherever they go, they 

portray their version of culture and beliefs, so much more in their workplaces. 

Often, pre-empted conflict situations occur because of misunderstandings as 

well as a long-standing fear from people that their cultures are inferior and 

overlooked by the majority.  

 

The reason we customarily speak of the need for cooperation and the potential for conflict is because the 

former is desirable whereas the latter is inevitable. Whether the units are people, animals, groups, or nations, as 

soon as several units together try to accomplish something, there is a need to overcome competition and set 

aside differences. Within workplaces, conflict takes on two variations, one constructive and the other 

destructive. While destructive conflict is more often than not a lose/lose situation, constructive conflict vice 

versa, harbours a win/win situation. It is how these types of conflict are handled by those involved, which 

determines the intenseness of their outcome.  

 

Firstly we must be able to identify the different types of conflict from normal, everyday situations. So lets’ read 

through the following extract from “Tales of the Marketing Company” and then “Interpersonal Conflict at the 

Workplace” complete the questions afterwards.  

 

 

 

 

 

 

 

Read through the following section in your groups, with your facilitator. Make 

constant affiliations with your experiences in the workplace, as you go along. 

Time: 10 minutes      Activity: Self & Facilitator 
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There are forty-seven employees in the marketing firm of Lester-Crawford & Gidding. The employees range in education from doctorate 

degrees in marketing and marketing strategies, to simple high school education levels. The ages vary from university interns to some 

individuals who are a couple of years from retirement, all the race-, gender- and culture groups are well presented in the company. Mark 

Crompwell is the managing director and owner of the company, he is a very straight forward person and he treats his employees equally. 

He often invites them to his office when they have personal problems. Although his company has a small Human resources department, he 

makes sure that he gets to know all his employees on a first name basis.  

 

Every year, Mark gives three university students the opportunity to complete a one year internship at his company, to prepare them for 

their professional careers. They are required to work with one of the marketers for the first four months to get to know how all the 

procedures work, thereafter, they are assigned junior duties which they have to complete on their own. Gary, John and Mary have been 

selected by Mark as this year’s interns. They are very well presented and hard workers. Peter is the head of the department under who they 

will work, he is condescending and sometimes very harsh on the employees, never mind the interns. From the start when Gary, John and 

Mary were placed under Peter, he made it very clear that they must listen to him and obey his orders perfectly, otherwise he will make sure 

that their internship comes to an immediate end. This makes them scared and they start making stupid mistakes. Every time these simple 

mistakes occur, Peter makes them feel inferior and that he is unable to trust them with even the simplest tasks. After the first month, all 

three of the new interns have received verbal and written warnings from Peter because of these small mistakes. Peter also has a problem 

with certain members of staff who are from different culture groups. For no specific reason, he would often take very close inspection of 

their work and make sure that he finds some kind of fault with it. More often than not, these occurrences end up with the employees 

getting warnings from him. Slowly but surely more and more employees started feeling this un-necessary pressure and it became evident in 

their work. Mark was approached by the head of his HR department and after they had a very long meeting where the whole situation was 

discussed, Mark decided to step in and talk to all the people involved.  

 

It became very apparent that Peter was not going to make any changes in his personal issues with others, he simply stated that because he 

has extensive experience in the field or marketing, those employees working in his department had to comply or they must be phased out. 

As Peter said “It is for the good of the company that the best people stay and the weaklings, especially those of other cultures, leave”. 

Because Peter has a loud, deep voice, the conversation was easily overheard by many employees. After many requests from Mark for Peter 

to keep his voice down, Peter continued shouting. Mark was unhappy with the responses Peter gave him as well as with his behaviour, and 

asked him to please review his opinions or he (Mark) would not have any other option but to reprimand Peter for his un-ethical behaviour. 

Peter got up saying “I know better than you, what is good for this company” and abruptly left the office to the surprise of both Mark and 

the HR manager.  

 

Susan, who has been with the company for nine years, holding two degrees in the same field as what Peters’ department specializes in. But 

Susan is from a different culture to Peter’s and every time she has attempted to make an impression on Mark to show her great skills and 

competence, Peter would oppress her. He would never refer to the employees who all had a part in the projects, but rather to himself being 

able to tell them what to do and only expect the best. Mark calls a meeting with the entire company’s staff, various departments, one at a 

time, to discuss the feelings of the staff to the company. He explains that this will be a session where everyone is open and honest.  

 

Mark arranges for the staff in the departments to come to one meeting and then the management to another. He then explains that he 

will take the departments, from management to the staff therein, afterwards. Just before the meetings start, Susan tells Gary, John and 

Mary to prepare themselves for the meeting, as they also have the right to voice their opinions. On their way to the meeting, Peter stops 

them and asks them where they think they are going, then orders them back to their desks immediately.  
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INTERPERSONAL CONFLICT AT THE WORKPLACE NEW STRAITS TIMES 

JUNE 13, 1998  
Subject: SELF DEVELOPMENT Newspaper: NEW STRAITS TIMES 

 

INTERPERSONAL conflict and aggression in the workplace are problems, facing many companies in today's fast-

paced, highly-technical, and international business community. Should these problems go unchecked; 

employees' morale and productivity will be greatly impaired. In addition, there appears to be an increasing 

number of violent episodes occurring within the workplace. Many large companies are now trying to obtain a 

better understanding of the factors contributing to increasing stress levels as well as interpersonal conflicts.  

 

They hope to develop policies addressing how to lower stress levels. Facilitate conflict resolutions and eliminate 

aggression in the workplace. Both individual and organizational factors may contribute to stress add conflict in 

the workplace.  As individuals, employees bring to the workplace their personal history, values, belief systems 

and coping mechanisms. Not surprisingly, at times they bring worries from home to the office.  Depending on 

their own particular tolerance level, some employees are more adept than others at not letting these personal 

worries interfere with job performance and interpersonal relationships. 

  

But as stress levels rise, this becomes increasingly difficult. An employee may then begin to display greater 

anxiety, less concentration and impaired judgment and become more difficult to get along with. As job 

performance declines, increased pressure is often placed on the employee to keep up with job responsibilities. 

At this point, it would be common for the employee to experience increasing frustration coupled with growing 

anger. He or she may then begin to exhibit aggressiveness towards co-workers or supervisors. 

  

Another factor is when there is a personality clash between two employees.  They may be co-workers or 

supervisor and supervisee. Similarly, there are interdependent conflicts between groups of workers in the same 

company. These may occur along race, ethnic, religious or gender lines, between temporary 'and permanent 

employees, or around some other type of group distinction. 

  

Other factors include particular job requirements, organizational structure of the company, style of 

management and company strength. Certainly, some jobs are more stressful than others.  Some require contact 

with difficult customers or consumers, patients, clients, etc. Organisational structures that are unclear, poorly-

defined or are in the process of re-organisation may result in heightened anxiety levels. Also, when companies 
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are struggling and employees are worrying about their financial compensation and/or job status, it tends to 

have a major impact on stress levels.  

 

Regardless of the factors, a company's primary concern is in managing situations so that they don't escalate to 

the point where employee relationships are strained and/or violence occurs. Thus, it is important to be able to 

identify potential problem areas between employees and/or the early warning signs. It is also imperative to 

notice when personality conflicts and job dissatisfaction begins to get into the way of performance. 

  

Should an employee exhibit these warning signs, referral should be made either to an in-house human resource 

person or to an external counseling agency. A thorough assessment should be conducted with specific attention 

to potential violence and/or substance abuse as this often leads to lowered inhibitions about the use of 

violence. The individual should be counseled on stress reduction skills, interpersonal communication and 

conflict resolutions. 

  

A clearly-define continuum of response needs to be developed so that the company has a planned strategy to 

useful these types of situations. Utilisation of mediation skills and crisis management training are extremely 

important when someone is close to acting out violent or self-destructive impulses. When the conflict seems 

more of a personality clash, clearly individuals need to be involved in the assessment and conflict resolution 

process. 

  

Once again, it is essential to understand what lies beneath the overt conflict.  The employees need assistance in 

finding ways to talk about the conflict to negotiate, to brainstorm about potential solutions and to find ways to 

decide on and implement solutions. 

  

Lastly, it may be essential to review the processes of decision-making as well as grievance and dispute 

resolution. Policies need to be developed with regard to sensitive issues such as employee discipline, 

discrimination complaints and termination.

ORGANISATIONAL                         EMPLOYEE 
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Here we have quite a few examples of workplace conflict, all happening within a single day of work. Some of the 

situations are progressive or constructive conflict, while others are destructive. Relatively speaking conflict in 

the workplace can take on two identifiable aspects. In moderate form, conflict can be productive between two 

employees when they are aiming for the same position and the requirement for the position is to reach a 

certain level of sales.  

 

Both the employees will do their best to sell as much as what they can to be in contention for the promotion. 

Increased sales in this instance are seen as constructive conflict as the conflict is constructive for the company.  

On the other side of the scale, we find that conflict in excess can be to the detriment of both the employees and 

ultimately the company.  

 

When employees feud for elongated times, without a goal that will benefit the company, the conflict turns to a 

destructive nature. This type of conflict is destructive to the company by means of employees not being 

productive, but rather focusing their attention on the feud.  

 

Below a Graph-of-Tension depicts the influence conflict has on a business. We see on the bottom left hand side 

of the graph the beginning of conflict and the resources it uses. You will see that the left axis shows cost, energy 

and resources that the conflict takes up. In the infancy parts, the costs on these resources are minimal, as the 

two parties are merely still discovering the conflict between them.  

 

As the conflict progresses, we find that there is breakdown in communication, hostility, the results of the 

employees deteriorate and then the personal matter begins. Once employees at conflict saturate the resources 

of the company by a total shift of focus from their work, to that of their feud, the personal side starts. Typically 

one finds that that once the feud becomes more intense, the personal aspect of conflict becomes apparent. 

Common signs here are defensive and offensive behaviour between employees, combative actions between 

employees and even groups of employees, you will find that the conflict rubs off onto the customers from the 

employees serving them and lastly it costs the company more resources from arbitrators who assist in the 

conflict resolution. 

After reading the case studies above, as well as the material below, recall instances at your workplace/s where 
you have witnessed the types of conflict that are mentioned here. Also attempt to classify your experiences in 
conflict to constructive and destructive. 
Time: 5 minutes         Activity: Self & Group 
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The Difference Between Feelings and Actual Problem (Contents) When Dealing 

with conflict 

 

Conflict in the workplace is still common despite the attention given to understanding management styles. This 

conflict arises because little attention is paid to how thinking styles influence interaction among employees. 

What sets us apart from other mammals is that we are beings who use rational and at times not so rational 

thought. In other words, unlike animals, we can think. 

 

Man has the ability to be introspective about his perceptions.  Yet time after time, conflict arises in the 

workplace, because after selecting and interpreting information according to our own frame of reference and 

acting accordingly, our actions may not correspond to the real data as we have jumped to conclusions. Often 

this involves intensely emotional situations, which lead to heated debates.  Once these emotions have subsided, 

resentment and lack of co-operation follow.  

 

John as a Team member assigned to a new project, is perceived to be quiet and appears not to contribute to 

initial discussions about the project. How will the rest of the team interpret the information? Does this mean 

that John is not interested or is incompetent and can’t be relied on or is there some other explanation based on 

information not selected or known? Team members interpret information from their own frames of reference, 

which are shaped by their cultural biases, beliefs and experiences.  

 

There will be as many ways of perceiving one set of real data as there are thought processes.  The saying ‘your 

truth, my truth and the real truth’ rings true.  Conflict will arise when we see our own unique ‘truth’ as the ‘real’ 

truth. Understanding each other’s thought processes should help co-workers to examine the way they react to 

information they receive from one another.  

 

Employees aware of their thought processes will not jump to conclusions quite so readily. Instead, they will 

actively begin asking questions on how they are interpreting information.  Do I think about why I have perceived 

the information the way I have?  Do I ask questions? Have I asked John about himself? Do I really understand 

the information as I see it? Or do I see and act before thinking about it? 

 

You have the choice in any given situation how you are going to react. Anything bad that happens to you in life 

can be experienced, grieved over, learnt from, lived through. It is the past. It cannot be changed.  
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Your attitude is the only thing that can change. The only failure in life is not having tried. There is always a 

positive side to everything. Look for it. Learn to look at a glass half-filled as half full, not half empty! Positivity is 

a learned response.  

 

Avoid negative personalities or help them to become positive. Do not allow people to upset you. This is a simple 

piece of advice; however, it is not easy to do! It takes practice to realise that it is your own choice to become 

upset or not. Talk to positive people, not to ones who accentuate your already negative feelings. Break out of 

self-imposed restrictions and mindsets that limit your personal growth and that create stress.  

 

Learn to take care of yourself. Don’t let problems control you. If you cannot come up with a strategy to 

effectively deal with your job stress or problem, get professional counselling. Find a counsellor and/or support 

group who can help you. Job stress can be dangerous and lead to serious disease and/or burn-out. 

 

Thought control: Keep a notebook and pen with you at all times. Whenever you encounter something that 

causes you stress, write it down in shorthand. Later, when you have quiet time, sit in a chair and mindfully 

meditate for 10 minutes on your accumulated job stresses for that day. Become aware of your thoughts, 

reactions and especially your feelings.  

 

Focus on any muscle tension and tense feelings in your body, such as tightness in your chest or a hollow feeling 

in your stomach. Do this faithfully every day. This helps you to focus the job stress of an entire day into an 

intense period of time. You begin learning to confine job stress into periods of time in which you can give it your 

full attention.  

 

It’s your job stress workout similar to your physical, mental and social workout.  Eastern thought teaches a 

person to master his own problems by owning them. Once you can produce the symptom on command, you 

have the power to control it. Start and stop it whenever you want. By mimicking the symptoms on purpose and 

practising them, see if you can fool those closest to you. Are you really feeling stressed or are you empowering 

yourself and taking control over your symptoms?  

 

Workplace culture: Adjusting to the “workplace”, or “corporate culture”, of a new job, is important in managing 

the stress associated with any career or job change. A first job, or move to a new job, is one of the most stressful 

events in your working life. Everything can seem confusing, strange, unsure, and you may wonder where you fit 

into the situation. To make the transition easier, take some time to observe and analyse the workplace culture 

at your new job.  
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What is a workplace culture? A corporate or workplace culture is a set of behaviours and codes which people 

use to manage their interactions with each other. This includes formal company policies as well as informal rules 

that you learn with experience. A move from one type of corporate culture to another can add to the stress of a 

new work situation.  

 

For example, if you move from a large formal dress firm to a small creative one where everyone wears jeans and 

T-shirts, you're going to have some adjusting to do. Behaving in an appropriate manner for your previous job 

could risk your being labelled as distant and cold by your new co-workers. 

 

The effects of conflict in the workplace are widespread and costly. Its prevalence, as indicated by three serious 

studies, shows that 24-60% of management time and energy is spent dealing with anger. This leads to decreased 

productivity, increased stress among employees, hampered performance, high turnover rate, absenteeism and 

at its worst, violence and death.  

 

Conflict in the workplace is the result of a variety of factors. Perhaps the most significant cause is when 

someone feels taken advantage of. This might happen when a perfectionist boss demands the same dedication 

and commitment from employees as he or she exhibits, but does not compensate them for the late or weekend 

hours.  

 

Other scenarios include the employee having unrealistic expectations of what their job position really is, or of 

being misunderstood in the workplace. Conflict also arises because of values and goal differences in the 

company. The company may not have goals or not adequately express the goals and values to their employees. 

Conversely, the employee may have personal goals and values at odds with those of the company.  

 

There are four specific steps managers can take to reduce workplace conflict.  

 

The first is for managers to look at communication skills, both in terms of how they communicate and how 

they’re teaching their employees to communicate with each other. This, of course, includes using ‘I’ statements 

instead of ‘you’ language. Owning your own feelings and your own communication is a much more effective way 

to communicate and even more, teaching your employees to communicate that way with others, goes a long 

way toward reducing conflict. 

 

The second part of communication is for managers to beef up listening skills. Active listening involves things like 

actually trying to understand what the other person is saying, and then communicating to the other person that 

you do indeed understand what they’re saying. The second way to decrease workplace conflict is to establish 

healthy boundaries. Without boundaries, there will be conflict and squabbles, power struggles and all kinds of 
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circumstances that make for messy situations. You can be professional and be empathetic and compassionate 

toward your employees, without crossing the line of becoming their friend. This is especially important when 

there’s a power difference between two people in an employment situation.  

 

The third factor to reducing conflict is a skill called ‘emotional intelligence.’ There are many aspects and facets 

but it basically means developing skills to be more effective by teaching people to combine both intelligence and 

emotions in the workplace. Seeing and dealing with employees as human beings with real lives is often 

overlooked in the busy workplace. People with high emotional intelligence can do this in a professional manner, 

and maintain appropriate boundaries. Another aspect of EQ is knowing and being sensitive to how employees 

are experiencing you as a manager. Part of EQ is teaching managers to be sensitive to how they’re coming 

across to others.  

 

The fourth aspect of reducing workplace conflict is setting up behavioral consequences to be used with truly 

uncooperative employees who are unwilling to change. Despite using all these recommendations, there will be a 

few employees that just won’t change because they’re unwilling or unable. That means a manager must explain 

a consequence, which is an action or sanction that states to the employee the likely outcome of continuing 

problematic behavior. It will take skills from the three previous points to do this in a non-threatening way.  

Is there ever a place for anger in the workplace? Yes. When people can say, ‘Wait a minute. I’m not happy with 

this; I don’t like what’s going on,’ and they turn that anger into a positive action, then the anger can be seen as a 

kind of motivator. Sometimes when we’re in a position where we recognize that we are upset about something, 

and we use that to our advantage, we can make that work for us, and in the long run, actually work for the 

company.  

 

As employees, the more we can learn to speak up, to be able to say what our needs and our wants are in a 

healthy way, and not let it fester to the point of rage or explosion, we can use our anger as a motivator to help 

us take action. Employees can also change their attitude toward their job while putting up with the unpleasant 

aspects of it. One way to reduce conflict and to be happier is to find a way to shift our perspective and our vision 

of why we’re there.  

 

Let’s close with a story that’s going around about the cleaner at the local City Hall who had been there for 20 

years. He’s 45 years old. He was cleaning up the restroom, and a guy in a business suit went up to him and said, 

‘You seem to be an intelligent fellow. For 20 years you’ve been cleaning the toilets. Why don’t you do something 

with your life and get another job?’ And the cleaner said, ‘What? And leave show business?’ It’s all in how we 

view the situation and perceive what we’re doing that determines our satisfaction and fulfillment on the job. 
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Handle and Resolve a Conflict in the Workplace 
 

From the beginning of time man has searched for methods to resolve conflict, in business as well as in their 

personal capacities. Evolution has grown from savageness to very sensitive techniques. Centuries ago it wasn’t 

unheard for thieves to have their hands chopped off after being subject to an arranged tribunal who most often 

considered of the local law enforcer.  

 

Today an entire process is required to ensure the process is totally fair, transparent and open for scrutiny. Below 

there are a few methods used in today’s labour practices which are considered some of the most fair in the 

world. One must always remember that although all these practices are put into place, following them with 

great detail is required to ensure the outcome is totally fair.  

 

Dispute Resolution 

Conflict and unresolved disputes can have devastating effects on business and personal relationships. The 

advantages of eliminating legal fees and court battles are well known. Conflict resolution usually involves two or 

more groups with opposing views regarding specific issues, and another group or individual who is considered to 

be neutral in their opinion on the subject. This last bit though is quite often not entirely demanded if the 

"outside" group is well respected by all opposing parties. Resolution methods can include conciliation, 

mediation, arbitration or litigation. 

 

These methods all require third party intervention. A resolution method which is direct between the parties 

with opposing views is negotiation. Negotiation can be the 'traditional' model of hard bargaining where the 

interests of a group far outweigh the working relationships concerned. The 'principled' negotiation model is 

where both the interests and the working relationships concerned are viewed as important.  

 

It may be possible to avoid conflict without actually resolving the underlying dispute, by getting the parties to 

recognize that they disagree but that no further action needs to be taken at that time. In a few cases, such as in 

a democracy, it may even be desirable that they disagree, thus exposing the issues to others who need to 

consider it for themselves: in this case the parties might agree to disagree. It is also possible to manage a 

conflict without resolution, in forms other than avoidance. 

 

Conflict Assessment 

Identifying causes of recurring disputes and problems and development of strategies for dispute management 

and resolution. The principle behind this is that greater awareness of their style by individuals enables them to 



SDA | MODULE 3 | STUDENT GUIDE 147 

 

make better choices in how to respond. Someone who knows they have a tendency to avoid conflict, for 

example, they might choose a different and perhaps more appropriate response. 

 

Mediation 

Mediation is a consensual process of alternate dispute resolution in which a neutral third party (the mediator) 

assists two or more parties to negotiate an agreement with concrete effects on a matter of common interest. 

More simply put, it is the management of other people’s negotiations. A mediator creates a space in which two 

or more disputing parties are able to listen to each other in a new way and jointly arrive at their own solution. 

The role of the mediator is therefore to be a facilitator of communication.  

 

The mediator's task is to enable the parties to listen to each other on a deeper level than their previous hostile 

attitudes allowed. A mediator must ensure that the parties have heard each other adequately, and that each 

has developed sufficient understanding of the other's perceptions, motivations and interests. Improved listening 

then leads to better mutual understanding, which strengthens the imperative to reach an inclusive solution, as 

far as possible taking the interests of all parties into consideration.  

 

In order to achieve these objectives, the mediation process is served by a basic procedural structure. This 

includes the establishment of process ground rules by the parties themselves, ample time for storytelling and 

un-interrupted time for each side to state their perceptions and feelings, and joint problem solving. In this way, 

mediation enables parties to retain their self-respect and the outcome is generally more sustainable.  

 

Mediation is an extremely useful tool in situations where parties need to cooperate in future because the level 

of interdependence is high. It is also highly appropriate in conflicts fuelled by basic differences in values or 

world views. Under such conditions the emphasis of mediation on promoting mutual understanding and on 

improving relationships is to be preferred over approaches that rely on other dispute resolution mechanisms. 

 

Arbitration 

It is basically the provision of an independent arbitrator to decide a dispute after considering representations of 

the parties. Arbitration is a private judicial hearing with an outcome that binds the parties and puts an end to 

the dispute between them. The parties choose their arbitrator and the matter is heard privately at a time and 

place that is agreed upon by all parties.   

 

Parties choose a system that promises a fair and private resolution in a comfortable, purpose-built venue and in 

circumstances most suited to their needs. Furthermore disputants have the security of an administered system 

with carefully drafted Rules for Arbitration 
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Facilitation 

Providing a neutral facilitator to foster communication and co-operation between parties to avoid and resolve 

disputes. A facilitator will ensure that all parties’ needs are met before and during the session to ensure they are 

treated equally and one party does not have a disadvantage with regards to the process of facilitating the 

dispute.  

 

Good facilitation can mean the difference between people leaving a meeting energized and completely 

committed to the future or feeling tired, frustrated, and cynical. A facilitator is an objective, neutral party who is 

there to help a group navigate the consensus process. An effective facilitator will lead a group to make decisions 

that truly reflect the shared will of its members. 

 

Conciliation 

Providing a neutral conciliator to assist rebuilding of relationships between conflicting parties, staff, managers, 

customers, departments, and suppliers. Conciliation meeting is a process where a commissioner (or a 

conciliator, in the case of a bargaining council or agency) meets with the parties in dispute, and explores ways to 

settle the dispute by agreement.  

 

At a conciliation meeting a party may appear in person or only be represented by a director or employee of that 

party or any member, office bearer or official of that party's registered trade union or registered employer's 

organisation. The meeting is conducted in an informal way. The commissioner may begin by meeting jointly with 

the parties and asking them to share information about the dispute.  

 

Separate meetings between the commissioner and each party may also be held. Parties are encouraged to share 

information and to come forward with ideas on how their differences can be settled. The commissioner may 

also put forward suggestions. A commissioner is given wide functions in conciliation. The commissioner must 

determine a process, which may include mediation, facilitation or making recommendations in the form of an 

advisory arbitration award.  

 

A commissioner may cause persons and documents to be subpoenaed, and has the power to enter and inspect 

premises and seize any book, document or object that is relevant to the dispute. If the dispute is settled, an 

agreement will normally be drawn up and that ends the matter.  

 

The commissioner will issue a certificate recording that the dispute has been settled. 
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Benefits 

Assisted dispute resolution and problem solving will provide the following advantages to you and your 

organisation: 

• cost and time saving  

• convenience  

• confidentiality  

• certain results  

• ability to avoid court  

• cohesion and collaboration at work  

• communication channels stay open  

• flexibility  

• productive relationships 

• legal closure 

 

Techniques for managing conflicts 

The process is called the 5 A's technique of managing conflicts are they are as follows: 

•  Assessment. 

•  Acknowledgement. 

•  Attitude. 

•  Action. 

•  Analysis. 

• Assessment 

 

The assessment phase is the investigative stage when dealing with conflict situations. In the assessment phase 

you need to investigate and gather all information related to the conflict. These will include the following: 

•  What is the conflict?  

•  Who is responsible for the conflict? 

•  Is there a history of conflicts with this person / department? 

 

Acknowledgement 

Once you have conducted a thorough assessment you need to acknowledge the conflict. If a conflict exists 

between a manager and an employee, the manager must inform the employee of the conflict at hand and 

advise them of the procedure for resolution of the conflict.  

 

At this point the manager must begin the formal conflict management resolution protocols which include the 

following: 
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• Arrange a meeting between themselves and the employee. 

• Inform the employee of the time, date and venue for the meeting both verbally and in writing by means of 

an email request for a meeting. 

• Inform the employee that they may appoint a facilitator to act on their behalf during the meeting. This would 

only occur if there were hostile interactions between the employee and their manager. 

• Send the employee an agenda for the meeting. 

• Human resources labour representative should be present at the meeting. 

 

If for example there was a conflict between two departments, the same would apply as above however you 

would nominate an independent facilitator to chair the meeting to ensure that it does not get hijacked or 

detoured. 

 

Attitude 

Both parties must participate in the process with the right attitude. Going into a conflict management situation 

with a negative approach has a strong possibility of failing. The attitude must be one of wanting to resolve the 

issue at hand and clear a way forward so that both parties can continue working together. 

 

Action 

During the resolution period of resolving a conflict a fair number of action points will be recorded which must 

be completed in an acceptable timeframe. Taking action and giving feedback are the two critical key success 

factors. If you do not take the necessary action the conflict situation will resurface on a higher scale. An 

example of this might be where a manager and employee have a conflict between them.  

 

The facilitator advises that they should conduct a one on one session weekly to build on their relationship. The 

action point is to conduct the one on one. Failing to do so will result in a conflict situation. Both the manager 

and employee will have the opportunity to give one another feedback. 

 

Analysis 

Once the conflict situation has been resolved, it should be analysed to determine what caused the conflict 

situation to begin with and what measures can be put in place to stop this type of situation from reoccurring. 

The problem in most conflict situations today is that no post conflict management analysis takes place. 
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You are now ready to go through a check list. Be honest with yourself. 

 

Tick the box with either a √ or an X to indicate your response. 
 

 
□ I am able to identify a conflict situation and communicate in such a way that the 

conflict can be resolved in a constructive manner 

 

 

 

 

 
 
 
 
 
 
 
 

 
 

You must think about any point you could not tick. Write this down as a goal. 
Decide on a plan of action to achieve these goals. Regularly review these goals. 

 

 

My Goals and Planning: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
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Learners will be learning towards obtaining a national qualification at level 3 or are working in an 

administrative environment, including SMME`s (Small, Medium and Micro Enterprises), where the 

acquisition of competence against this standard will add value to the learner`s job, or chances of finding 

employment. Learners will be well positioned to extend their learning and practice into other areas in the 

business environment, or to strive towards professional standards and practice at higher levels.  

The qualifying learner is capable of:  

• Demonstrating an understanding of the agenda of meetings 

• Explaining the purpose and objective of minutes of meetings 

• Taking minutes of meetings  

Unit Standard 13934  
 

SPECIFIC OUTCOMES AND RELATED ASSESSMENT CRITERIA 
SO 1 DEMONSTRATE AN UNDERSTANDING OF THE AGENDA OF MEETINGS  

AC 1 The advantages of a well constructed agenda are explained.  
AC 2 Matters on agenda appear in a logical and systematical order.  
AC 3 Sources of agenda matters are identified and explained.  
AC 4 An agenda is produced in the required format and time frame.  

SO 2 EXPLAIN THE PURPOSE AND OBJECTIVE OF MINUTES OF MEETINGS  
AC 1 Types of minutes are identified and explained.  
AC 2 The importance of accurate recording and producing of minutes is explained.  
AC 3 The distribution list is described.  
AC 4 Methods of distributing minutes is explained.  
AC 5 The reasons for distributing minutes promptly is explained.  

SO 3 TAKE MINUTES OF MEETINGS  
AC 1 Resources required for minute taking are identified, listed and explained.  
AC 2 Items to be included in minutes of meeting are listed and explained.  
AC 3 Attendees to meeting are identified.  
AC 4 The characteristics of good minutes are identified and explained.  
AC 5 Minutes are concise and accurate and reflect proceedings.  
AC 6 Minutes are produced and distributed in required format and time frame.  

 

          CRITICAL CROSS FIELD OUTCOMES 
UNIT STANDARD CCFO IDENTIFYING  
Identify and solve problems pertaining to taking of minutes.  
 
UNIT STANDARD CCFO WORKING  
Work effectively with others in the preparing of the meeting agenda.  
 
UNIT STANDARD CCFO ORGANISING  
Organise oneself and one’s activities in order to have an organised agenda and for the preparation of 
minute taking.  
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UNIT STANDARD CCFO COLLECTING  
Collect, analyse, organise and critically evaluate information during the meeting in order to write 
concise and accurate minutes.  
 
UNIT STANDARD CCFO COMMUNICATING  
Communicate effectively with all stakeholders of the meeting.  
 
UNIT STANDARD CCFO CONTRIBUTING  
Understand the world as a set of related systems understanding the consequences of poor minutes. 
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All qualifications and unit standards registered on the National Qualifications Framework are public 
property. Thus the only payment that can be made for them is for service and reproduction. It is illegal 
to sell this material for profit. If the material is reproduced or quoted, the South African Qualifications 
Authority (SAQA) should be acknowledged as the source.  

SOUTH AFRICAN QUALIFICATIONS AUTHORITY  

REGISTERED UNIT STANDARD:  

 

Plan and prepare meeting communications  

SAQA US 
ID 

UNIT STANDARD TITLE 

13934  Plan and prepare meeting communications  

ORIGINATOR REGISTERING PROVIDER 

SGB Administration    

QUALITY ASSURING BODY 

-   

FIELD SUBFIELD 

Field 03 - Business, Commerce and Management Studies Office Administration  

ABET 
BAND 

UNIT STANDARD 
TYPE 

OLD NQF LEVEL NEW NQF LEVEL CREDITS 

Undefined  Regular-
Fundamental  

Level 3  NQF Level 03  4  

REGISTRATION STATUS REGISTRATION START 
DATE 

REGISTRATION END 
DATE 

SAQA DECISION 
NUMBER 

Reregistered  2009-05-05  2012-05-05  SAQA 0160/05  

LAST DATE FOR ENROLMENT LAST DATE FOR ACHIEVEMENT 

2013-05-05    2016-05-05    

 

In all of the tables in this document, both the old and the new NQF Levels are shown. In the text (purpose statements, 

qualification rules, etc), any reference to NQF Levels are to the old levels unless specifically stated otherwise.  

 
This unit standard does not replace any other unit standard and is not replaced by any other unit standard.  

 

PURPOSE OF THE UNIT STANDARD  
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Learners will be learning towards obtaining a national qualification at level 3 or are working in an administrative 
environment, including SMME`s (Small, Medium and Micro Enterprises), where the acquisition of competence 
against this standard will add value to the learner`s job, or chances of finding employment.  
 
Learners will be well positioned to extend their learning and practice into other areas in the business 
environment, or to strive towards professional standards and practice at higher levels.  
 
The qualifying learner is capable of:  
 
•  Demonstrating an understanding of the agenda of meetings  
•  Explaining the purpose and objective of minutes of meetings  
•  Taking minutes of meetings  

 

LEARNING ASSUMED TO BE IN PLACE AND RECOGNITION OF PRIOR LEARNING  

Learners will have demonstrated competence in communication at NQF level 2 or equivalent.  

 

UNIT STANDARD RANGE  

•  Resources for agenda will include chairperson, committees, members, matters arising from previous minutes.  
•  Resources for minute taking will include sufficient paper, pen, pencils, eraser, tapes, tape recorder, extension 
cord, note book, minute book, resolutions and agenda.  

 

Specific Outcomes and Assessment Criteria:  

 

SPECIFIC OUTCOME 1  

Demonstrate an understanding of the agenda of meetings  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. The advantages of a well constructed agenda are explained.  

 

ASSESSMENT CRITERION 2  

2. Matters on agenda appear in a logical and systematical order.  

 

ASSESSMENT CRITERION 3  

3. Sources of agenda matters are identified and explained.  

 

ASSESSMENT CRITERION 4  
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4. An agenda is produced in the required format and time frame.  

 

SPECIFIC OUTCOME 2  

Explain the purpose and objective of minutes of meetings  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Types of minutes are identified and explained.  

 

ASSESSMENT CRITERION 2  

2. The importance of accurate recording and producing of minutes is explained.  

 

ASSESSMENT CRITERION 3  

3. The distribution list is described.  

 

ASSESSMENT CRITERION 4  

4. Methods of distributing minutes is explained.  

 

ASSESSMENT CRITERION 5  

5. The reasons for distributing minutes promptly is explained.  

 

SPECIFIC OUTCOME 3  

Take minutes of meetings  

 
ASSESSMENT CRITERIA  

 

ASSESSMENT CRITERION 1  

1. Resources required for minute taking are identified, listed and explained.  

 

ASSESSMENT CRITERION 2  

2. Items to be included in minutes of meeting are listed and explained.  

 

ASSESSMENT CRITERION 3  

3. Attendees to meeting are identified.  

 

ASSESSMENT CRITERION 4  
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4. The characteristics of good minutes are identified and explained.  

 

ASSESSMENT CRITERION 5  

5. Minutes are concise and accurate and reflect proceedings.  

 

ASSESSMENT CRITERION 6  

6. Minutes are produced and distributed in required format and time frame.  

 

UNIT STANDARD ACCREDITATION AND MODERATION OPTIONS  

Accreditation and Moderation:  
 
The services Educational Training Quality Assurance Body (ETQA) will accredit providers offering learning towards 
these standard and register assessors.  

 

UNIT STANDARD ESSENTIAL EMBEDDED KNOWLEDGE  

•  Methods and techniques for taking minutes  
•  Resources required for agenda and meeting  
•  Listening techniques  

 

Critical Cross-field Outcomes (CCFO):  

 

UNIT STANDARD CCFO IDENTIFYING  

Identify and solve problems pertaining to taking of minutes.  

 

UNIT STANDARD CCFO WORKING  

Work effectively with others in the preparing of the meeting agenda.  

 

UNIT STANDARD CCFO ORGANISING  

Organise oneself and one`s activities in order to have an organised agenda and for the preparation of minute 
taking.  

 

UNIT STANDARD CCFO COLLECTING  

Collect, analyse, organise and critically evaluate information during the meeting in order to write concise and 
accurate minutes.  

 

UNIT STANDARD CCFO COMMUNICATING  
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Communicate effectively with all stakeholders of the meeting.  

 

UNIT STANDARD CCFO CONTRIBUTING  

Understand the world as a set of related systems understanding the consequences of poor minutes.  

 

 

 

The Agenda’s of Meetings 

Clarifying the objectives 

A lot of meetings are called and run on the basis that everybody knows what the goal of the meeting is. But how 

often do you enter a meeting with a clear idea of what you hope to achieve, what decision should be made or 

what problem will be solved? Without a clear consensus about the goal of a meeting, the chance of success is 

minimal.  

 

Generally speaking, the fewer tasks that are undertaken, the more successful the meeting is likely to be. It is 

important to set measurable objectives prior to each meeting that you attend, especially if your role is that of 

chairperson. This gives you something to strive for during the meeting and you will know when the meeting 

ends whether or not it has been successful. Some meetings will lend themselves to readily identifiable successes 

whereas others will not. Here are some examples:  

 

Sales Meeting 
In a final sales meeting where success is measured by getting the written order the criteria for 
success would be to secure an order. Failure to do so would normally indicate a failed meeting.

Negotiation
You would usually enter a negotiation with a checklist of things you would like to secure from 
the other side, together with a list of points you would be willing to concede. These represent 
objective criteria against which the meeting can be assessed. 

Presentation Meeting 
At a meeting designed to inform, the success criteria could be the amount of information 
imparted. However, this takes no account of the information that is actually received and 
understood by the attendees. In reality, this makes objective success criteria very difficult to 
establish.
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If you are able to set measurable objectives share them with the meeting group. Set out a route for the meeting 

with clear milestones and then assess its success in achieving the objectives you set for it. Adopting this 

approach may convince you that a meeting is not always the right course of action and you may find yourself 

calling fewer meetings. 

Making meetings count 

• Eliminate unnecessary meetings.  

• Use an agenda.  

• Prepare for meetings.  

• Set a time limit.  

• Restrict the meeting to those whose participation are necessary.  

• Before closing, summarise 

 

Purpose of the Agenda 

1. The agenda should state which issues will be discussed and in what order.  

2. It suggests the outline for the meeting minutes and to some extent predicts the results of the meeting.  

3. An agenda should be short, simple and clear.  

4. The meeting agenda has three distinct purposes:  

a. It acts as a reference against which to prepare for a meeting.  

b. It is a script for the meeting, itself a mechanism for control and order.  

c. It represents a standard by which the meeting can be judged a success or failure.  

5. Those attending the meeting often treat the agenda with almost legal reverence.  

6. When you are leading a meeting you owe it to yourself and your meeting partners to have prepared and 

circulated an agenda.  

7. If you are asked to attend a meeting expect, or even request, an agenda. Attending a meeting with an 

unseen agenda could leave you vulnerable to an issue for which you are not prepared.  

 

Aim of the Agenda 

A written agenda is used to set expectations and the aim is to:  

• Confirm the time, duration, date and place of the forthcoming meeting.  

• Give members prior warning of what will be discussed at the meeting. 

• Guide members through the meeting, indicating subjects what will discussed, the order in which they 

will be discussed and who is to take responsibility for leading discussion on specific issues. The advance 
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assignment of agenda items ensures the efficient and effective use of the time available and increases 

attendee contribution and involvement in the meeting 

• Present a manageable list of items that can be adequately discussed in the time available. 
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Importance 

The best way to ensure that those attending a 

meeting are clear about its purpose is to send them 

an agenda well in advance. The agenda should state 

which issues will be discussed and in what order. It 

suggests the outline for the meeting minutes and to 

some extent predicts the results of the meeting. An 

agenda should be short, simple and clear. 

 

Matters on the Agenda 

• The agenda should be headed with the date, time and location of the meeting. 

• The overall time should be shown on the agenda. In the example above, the duration is indicated at the 

top. An alternative is to place a start time against each item on the agenda. It is important that an 

agenda displays the overall duration of the meeting as this enables participants to plan their day in 

advance. Furthermore it enables the chairperson to keep control of the meeting with reference to the 

published time frame.  

• It is usual to number each item on the agenda and to formally introduce each one.  

• The apologies for absence involve naming those who were invited but unable to attend.  

• Minutes of the last meeting. This is a formal process normally involving agreement, followed by the 

chairperson’s signature. Specific headings are then given for each topic that needs to be addressed.  

• Any other business. Many businesses prefer to drop this item from agendas, restricting the meeting to 

specific items. The risk with including this option is that it can invite almost any point of discussion and 

meetings can drag on indefinitely.  

• Any relevant background information should be sent out with the agenda. Aim to make the agenda as 

informative as practical, it should encourage participants to turn up and play as full a role as possible. If 

the agenda is dull then the attendees are less likely to prepare well, or they may even decide not to turn 

up at all.  

• Remember, the key items discussed at the meeting are presented in the same order in the meeting 

minutes as was shown on the meeting Agenda.  

• In some businesses it may be useful to provide people with an e-mail or voice mail reminder of the 

upcoming meeting and any preparatory work required.  
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It is advisable to distribute agendas and attachments one week prior to the meeting, although 48 hours should 

be sufficient time for attendees. This allows people to read the attached reports, briefing papers and previous 

meetings before the meeting. 

 

The Purpose and Objectives of Meetings 
 

Purpose of minutes  

Minutes of meetings allow the business to have a record of the discussion that has taken place, decisions taken 

and actions implemented for future reference. It is therefore the responsibility of the person taking minutes to 

ensure that they have accurately captured and recorded the meeting. 

 

Types and Use of minutes 

There are various types of minutes, depending on the requirements. Below is a list of the types of minutes and 

when to use them: 

1. Verbatim minutes are a word-for-word recording of everything said in a meeting. These are used in 

inquiries, such as a taking a statement in an accident inquiry or during a disciplinary hearing. 

 

2. Narrative minutes give a fuller account of the meeting in that they include discussion leading up to a 

decision.  

 
3. Resolution/decision minutes should record the decisions taken at the meeting.  

 
4. Action minutes are used to ensure that members of the meeting are reminded of actions that they have 

volunteered to take or that have been delegated to them. They often include the timeframe in which 

the required task needs to be carried out. 

 
5. Who is responsible for taking the minutes 

 

As a general rule the more formal and larger the size of the meeting, the less likely participants will be 

responsible for minute taking.  

 

For example during a disciplinary inquiry the person responsible for the minutes will not be anyone involved in 

the case, whereas if an informal meeting is taking place between colleagues, one of the participants will 

probably take responsibility for recording discussion, decisions taken, actions and who is responsible for these. 
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The type of meeting and type of minutes required would determine who is responsible for taking minutes. Use 

the following questions to assist you in deciding who should be responsible for minute taking: 

QUESTION ANSWER ACTION 
1 Are verbatim minutes required?  Yes It is recommended that an outsider who does not 

participate in the process to take minutes  
2 Are narrative minutes required?  Yes Minutes can be taken either by the chairperson, member 

of the meeting or third party.  
3 Are resolution/ decision minutes 

required?  
Yes Either the chairperson or a member of the meeting can 

note decisions taken.  
4 Are action minutes required?  

Yes 
Either the chairperson or a member of the meeting can 
note actions and who has volunteered to fulfill these 
actions  

5 Is the meeting small and short?  

 
Yes The chairperson or member of the meeting can probably 

manage to take minutes. 

6 Will taking minutes distract the 
person from participating in the 
meeting?  

Yes 
It is preferable to get a third party who is not a decision-
maker to take minutes. 

 

 
Distribution 

Minutes should ideally be distributed within 48 hours of the meeting. This allows people to distinguish between 

discussion that happened in the meeting and discussion that arose after the meeting. Minutes should be 

distributed to all attendees and those who sent apologies. 

 

The following can be appended to minutes: 

• Reports  

• Diagrams and statistical charts  

• Photographs 
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How to take minutes 

The LAW method is a useful guide to taking minutes:  

• Listen first.  

• Ask questions to get the needed answers recorded accurately.  

• Write fast.  

 

The following practical suggestions should assist you in taking minutes:  

• For each heading in the agenda have a corresponding heading in the minutes.  

• The minute taker writes a summary of the agenda item in one to two paragraphs, taking note of 

discussion, actions and responsible person.  

 

On Your Own 

Volunteer to take minutes in the next meeting using the format suggested. Comment on the advantages and 

disadvantages of a meeting participant taking minutes. 

 

Guidelines for taking minutes 

The following is a guide for how to record the minutes of a formal meeting: 

• Make sure that all of the essential elements are noted, such as type of meeting, name of the business, 

date and time, name of the chairperson or facilitator, main topics and the time of adjournment. For 

formal and corporate meetings include approval of previous minutes, and any relevant resolutions. 

• Prepare an outline based on the meeting agenda. Leave plenty of white space in the minutes for your 

notes. By having the topics already written down, you can jump right on to a new topic without pausing. 

• Prepare a list of expected attendees and check off the names as people enter the room or you can pass 

around an attendance sheet for everyone to sign as the meeting starts. The degree of formality used 

here will reflect the significance of the meeting and its future accountability. To be sure about who said 

what, make a map of the seating arrangement and make sure to ask for introductions of unfamiliar 

people. 

TA K E M I N U T E S O F M E E T I N G S O F M E E T I N G S
TIME: 120 MINUTES ACTIVITY: SELF & GROUP
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• Don't make the mistake of recording every single comment, but concentrate on getting the general 

meaning of the discussion and taking enough notes that you can summarise it later. Remember that 

minutes are the official record of what happened, not exactly what was said at a meeting. 

• Use whatever device is comfortable for you, a notepad, a laptop computer, a tape recorder, a steno pad 

or even shorthand. Many people routinely make an audio recording of important meetings as a backup 

to their notes. 

• Be prepared! Study the issues to be discussed and ask a lot of questions ahead of time. If you have to 

fumble for understanding while you are making your notes, they may not make much sense to you later 

when you need to type the minutes up. 

• Don't wait too long to type up the minutes; again recently is the key to producing an accurate record of 

the events. Make sure that you have them approved by the chairperson or facilitator before distributing 

them to the meeting attendees. 

• Don't lose sight of the fact that this is an important task. You may be called upon many times to write 

meeting minutes and the ability to produce concise, coherent minutes is widely admired and valued. 

 

Example of meeting minutes 

These minutes 

illustrate the sort of 

detail that might 

appear in the minutes 

of a routine sports club 

committee meeting. 

Therefore, here we are 

looking at minutes at 

the entry level of what 

might be classed as a 

formal meeting.  

 

Minutes should always reflect the agenda. Note that the date and venue are listed. The names of the 

participants are recorded. Absentees are noted, and the key items discussed are presented in the same order as 

shown on the meeting Agenda.  

 

The final copy of the minutes should follow the same format as the agenda, even if items were discussed in a 

different order. There is often a set style for a given business, which enables the minutes of meetings to be filed 

and compared more easily.  
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The name or initials placed in an action column on the right hand side of the minutes can serve as a useful 

reminder to those who were allocated 

specific tasks during the course of the 

meeting.  

Example of meeting minutes 

(formal meeting) 

Taking action notes 

In many situations action notes can be 

more practical than taking minutes. Action 

notes are used to highlight action rather 

than past debate, so can be more effective, 

especially in the context of informal groups 

or social committees.  

 

Action notes don't record the narrative detail of who said what but they should accurately record what was 

decided and 

represent a clear list 

of who has been 

tasked to do what.  

 

The use of either 

minutes or action 

notes should be 

agreed at the start of the meeting. Action notes can be summarised quickly as the meeting draws to a close, 

using a flipchart or similar device to re-iterate and confirm the individual commitments agreed.  

 

Action notes are most effective when they: Say enough, but just enough, to explain the point State clearly every 

decision that was made Identify who has agreed to do what, by when They should be followed up in the same 

way as actions highlighted in minutes. 
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You are now ready to go through a check list. Be honest with yourself. 

 

Tick the box with either a √ or an X to indicate your response. 
 

 

□ I am able to explain what the importance are of agenda’s of meetings 

□ I am able to explain the purpose and objectives of minutes of meetings  

□ I am able to take minutes of meetings  

 

 

 

 

 
 
 
 
 

 

 

 

You must think about any point you could not tick. Write this down as a goal. 

Decide on a plan of action to achieve these goals. Regularly review these goals. 

 

 

 

 

 

 

 

My Goals and Planning: 
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________
_______________________________________________________________________


