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Chapter 7 
Communicate effectively and maintain customer centric service orientation 

Discuss the importance of gender 
 sensitivity, culture and social factors 
 w.r.t communication. 

Explain the ways to handle irate 
 customer and the process of 
 escalating customer concerns. 

Discuss the importance of 
 maintaining clarity, honesty and 
 transparency in dealing with 

customers and colleagues. 
Demonstrate different types of voice modulation. 
Discuss the importance of body language and its impact on communication. 

 
     ,          

              
       ,           
        

            

Discuss the importance of gender sensitivity, culture and social factors w.r.t communication. 

Gender Sensitization is one basic requirement for the normal development of an individual. 
Without being sensitive to the needs of a particular gender, an individual may refrain from 
understanding the opposite gender and in some acute cases even him or herself. The need for 
this sensitivity has been felt and realised through times immemorial and in almost all kinds of 
human existence, across the globe. 

Particularly in a country like India, with the 
vast diversity existing in terms of its customs, 
traditions, rituals, social values, family beliefs 
and individual perception, the need for a 
More Systematic, Well Planned and More 
Professional Approach is desired to inculcate 
this sensitivity and primarily highlight the 
contribution of both the genders in creation 
and development of balanced society. 
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The following aspects have to be developed: 

1. Individuals need to be more open-minded, rational and unbiased in their thoughts and 
actions. 

2. There is an urgent need to shatter the load of our Orthodox Beliefs and Biased Values to 
accentuate the Progressive Existence of both the genders. 

(  genders              ) 

3. Better reconciliation of work and private life for both women and men is essential to 
gender equality. 
 

Better knowledge and understanding of gender issues at all levels of society, including 
communication activities, role plays, dramas, documentaries, various other audio visual aids will 
raise awareness among both stakeholders and the general public. 
 
Both the genders need to take stand at their own level, to support and promote the wellness of 
their own and the opposite gender, so as to overcome any sort of differentiation or harassment. 

“Culture is the whole complex of distinctive spiritual, material, intellectual and emotional 
features that characterize a society or a social group. It includes not only arts and letters, but 
also modes of life, the fundamental rights of the human being, value systems, traditions and 
beliefs.” 

     ,          
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Expectations about attributes and behaviours appropriate to women or men and about the 
relations between women and men – in other words, gender – are shaped by culture. Gender 
identities and gender relations are critical aspects of culture because they shape the way daily 
life is lived in the family, but also in the wider community and the workplace. 

Gender like race or ethnicity functions as an organizing principle for society because of the 
cultural meanings given to being male or female. This is evident in the division of labour 
according to gender. In most societies there are clear patterns of “women’s work” and “men’s 
work,” both in the household and in the wider community – and cultural explanations of why 
this should be so. The patterns and the explanations differ among societies and change over 
time. While the specific nature of gender relations varies among societies, the general pattern is 
that women have less personal autonomy, fewer resources at their disposal, and limited 
influence over the decision-making processes that shape their societies and their own lives.  

This pattern of disparity based on gender is both a human rights and a development issue. 

                    -   
,  -                    , 
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Explain the ways to handle irate customer and the process of escalating customer concerns. 

1. Apologize and acknowledge 

2. Sympathize and empathize  

3. Accept responsibility 

4. Prepare to help 

              

1.      

2.     

3.    

4.       

 

 

 

 
 
 

 

 

 

 

 
 

 

 

Avoid the hold 
button 

listen 

Remain 
Calm

Repeat 
information 

Practice self - 
care 

Keep them 
happy 

How to handle an angry 
customer 
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Step 1. Get in the right mind-set:- 

Dealing with irate customers and listening to them. It can be upsetting but it’s important to set 
aside your emotions. Even if the customer is in the wrong or the problem isn’t your fault, 
voicing this won’t resolve the situation and may make matters worse. Be professional and focus 
on solving the situation. 

It will get the better, deal with complaints by email or letter, rather than on the phone or face-
to-face.  

 1.   :- 

                    
             ,         

                     

     ,      -          

Step 2. Listen carefully: 

Listening to a customer shows that you want to help and provides some vital clues in 
understanding what has gone wrong and how best to resolve it. 

Listen to the customer attentively – Make eye contact and don’t interrupt (if face-to-face). For a 
customer driven to complain, there’s nothing worse than an uninterested member of staff who 
simply isn’t listening. 

Use positive on-your-side language – Saying “let’s get this problem solved for you” or “please 
tell me what has happened” makes you appear friendly and willing to help. The word “let’s” 
creates the image of you and the customer working together to resolve things. 

Get the facts – Ask for more information, stick to finding out the facts and avoid making 
assumptions. Often companies try and deal with complaints quickly but this can result in further 
headaches if they’ve assumed something instead of asking a question. Not being listened to can 
further frustrate the customer. Get the essential facts – what happened, when, where, and why 
the customer is unhappy. 

Play back what you’ve heard – Repeat the problem back to the customer to ensure you’ve 
understood. Playing back demonstrates that you were listening to the customer and they’ll feel 
more confident that you can solve the issue. 

 2.   : 

                         
          

      -        (  -  )         
,                  
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Step 3. Be polite and calm: 

Be polite and apologise where necessary. Be empathetic and see the problem from the 
customer’s perspective. 

If agitated, try to calm the customer down but don’t let them intimidate you. Explain that you 
want to help but can only do this if they calm down. Never argue with a customer or you risk 
losing control of the situation. Ensure your body language is friendly and open, don’t cross your 
arms and speak calmly. 

 3.    : 

                  

  ,                      
                         

            ,          
 

Step 4. Find an immediate solution 

It doesn’t have to be the ultimate resolution, but finding a quick solution to placate a difficult 
customer while you work on a more significant resolution can defuse the situation. A quick 
solution might mean breaking your own processes and rules, but that’s OK. Offer refunds or a 
reduction in their bill. The offer of free drinks or desserts if you’re in the catering business, for 
example, can quickly lower tempers. 

 4.    

        ,            
                    

       ,               
 ,                       
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Step 5. Go the extra mile 

It’s often important to go above and beyond to help your customers. Surprising an unhappy 
customer by doing all that you can to solve their complaint is a great way to engage with the 
customer and help them move past their complaint. 

 5.    

                     
       ,              
      

Step 6. Follow up 

Contact the customer after resolving the complaint to ensure they’re happy with the resolution. 
You can go the extra mile with your customers, for example, by sending handwritten notes to 
apologise or sending them a discount on the next purchase. It’s important to end the 
interaction positively, express your gratitude for their patience and apologise again for the 
problem. 

 6.   

                       
       ,   ,           

          ,          
         

Discuss the importance of maintaining clarity, honesty and transparency in dealing with 
customers and colleagues. 

The following points are:- 

Speaking clearly and effectively with customers is an extremely important skill. You want 
to be able to explain procedures, policies, and other aspects of your company to your 
customers so they walk away without any questions.  
Clear and effective speaking also gives the customer a good impression of you as well as 
company. Customers do not want to speak with someone who mumbles or cannot 
articulate points clearly. 
 The customer have a solid understanding of the company or the issue that you are fixing 
for them. This sort of understanding will lead to a long lasting relationship with the 
customer. 
Customer transparency means honesty and integrity in all customer communications. 
This includes keeping the customer up to date on good news -- "Your order has shipped 
ahead of schedule!" -- and bad news -- "We were mistaken; we are out of stock at the 
moment."  
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It also means keeping the customer informed by asking for their feedback and notifying 
them of improvements to products and services, treating the customer's data as sacred 
and making policies clear. 
Organizations that commit to transparency can't do it by executive decree, nor is it 
strictly the province of customer service. 

It must be a commitment made at every level of the business -- including the C-suite, help desk, 
public relations and product development. An honest, frank approach to all customer contacts, 
regardless of context, is a pledge that all team members need to share throughout the 
company. 

Customer transparency improves performance. When a company is transparent with 
customers, it becomes more important to get order fulfillment, problem resolution and 
quality of customer contacts and experiences right.  
Everyone in the company must step up their game and that generally means employees 
will take pride in their performance, resulting in greater satisfaction on the job. 
Customer transparency enhances the brand. If a company is honest and transparent 
with its customers, the marketplace will regard it highly and respect it more. 
Organizations establish brand loyalty by strengthening the bond of trust between 
company and customer. 
Customer transparency boosts sales. Brand loyalty means repeat business, which is 
desirable. But enhanced brand reputation in the marketplace means attracting new 
business, based on that reputation. 
 

       ,           
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      Demonstrate different types of voice modulation: 

             Voice modulation means the fine-tuning of the   pitch or 
tone of voice that helps the audience clearly hear and 
understand the lecture, presentation, and speech 
delivered by a speaker 

       : 

                    ,  
             

Types of voice modulation:- 

1. Be Loud and Clear 

Being loud does't mean that you 
have to shout. There is a difference. 
Make sure that your voice doesn't 
creak while being loud. This can 
irritate/annoy the audience and 
make them lose interest. 

2. Practice Variation 

You can look up for some steps that you can practise in order to develop the desired voice. 

Practice speaking with variations in your speech. Let's go back to the time when we used to sing 
rhymes, or when our teacher used to tell us stories. Remember, only the variation in your tone 
can convey your expressions. Make your speech sound interesting to the people listening to it. 

3. Stress on Powerful Words 

Words don't create an impact, unless they are rightly delivered. You can take effective pauses, 
stress on a certain set of words, which will help your speech sound more interactive. 

4. Create a Crowd Pleasing Speech 

Connect with the audience. Speakers should use tools like humour, story and experiences to 
attract the crowd. The audience should be able to connect with you, right when you start your 
speech. You can even appreciate them for being a good audience, or ask them a few questions 
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so that it gets you closer to them. Entertain your audience with a story that they can relate with. 
However, you need to keep in mind that the story should convey a message/moral to them. 
Narrating irrelevant stories will only distract them. 

5. Effective Pauses 

Pauses are very important. They build curiosity in the minds of the people listening to you. You 
have to ensure that you don't take very long pauses, boring the audience instead. Have a clear 
idea of what you're about to speak. This will help you build a roadmap in your own mind 
regarding the speech and hence you will not forget your content 

There are 2 effective pauses I would like to share with you: 

1. A pause right after your introduction, while moving to emphasise on a certain idea will be 
really effective. 

2. A pause while moving from one topic to another. 

6. Avoid Ahs and Uhms 

This can really irritate the audience while listening to the speaker, if he tends to keep on adding 
fillers like ahs and uhms over and over again. To avoid such fillers, you need to practise speaking 
a lot. 

7. Sound Enthusiastic and Confident 

The audience is seeking a hero in you, when you are speaking. DO not sound lousy, monotonous 
or use the same variation of tone in your speech. Display enthusiasm in your words. 

   :- 

1.      

           ,             
     /            

2.     

                  

                    ,    
      ,                

        

3.     

      ,                ,   
       ,           
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Exercise to practice voice modulation 

Relax your body to relax your mind. 

Vocal  chord exercises. 

Pausing is very important. 

Usage of power words. 

Practice Speed 

Practice tongue twisters 
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Discuss the importance of body language and its impact on communication. 

Body language is the use of physical behaviour, expressions, and mannerisms to communicate 
non-verbally. Non-verbal behaviours can allow people to be at ease, build trust and connections 
with others. Non-verbal communication can affect our words as it can reiterate our message, 
contradict our words, reinforce our statement, substitute the meaning of what we are trying to 
say, and complement what we are trying to say. Body language is something that is usually 
natural and is often done instinctively rather than consciously. 

The importance of body language is not only limited to formal communication. Changing any 
negative nonverbal cues will increase your self-confidence and self-esteem. Once you see 
people responding positively to you as a friend, employee, co-worker or leader, your internal 
motivation will increase as well. 

The importance of body language in communication is evident in public speaking. With all eyes 
on one person, the speaker is under pressure to be mindful of what they are saying and how 
they are saying it. 

As humans, we express ourselves in different ways, including verbal, vocal (This refers to the 
tone, pace, and inflection. The tone of one’s voice can indicate various emotions including 
sarcasm, anger, affection, confidence, fear, etc.), and nonverbal. Non-verbal communication 
constitutes the majority of our overall communication.  

            

  -         ,   -     -
     ,              -  
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Types of Non-verbal Communication:- 

1) Facial expressions 

There are six universal expressions in 
which individuals use facial features to 
convey basic emotions, including surprise, 
happiness, anger, fear, sadness, and 
disgust. Facial expressions play a 
prominent role in conversations, as 
individuals can perceive facial 
expressions, helping them to read the 
situation. Body movement and posture 
include aspects such as sitting, walking, 

standing, bearing, stance, and even subtle movements. 
Note: Trainer to explain various expressions to the candidates/aspirants 

1)    

      , , , ,         
                   ,   
      ,               , , 
 ,  ,            
: /         

2) Gestures  

Gestures include actions such as waving, 
pointing, and even using hands when 
speaking. Personally, I talk with my hands 
quite often, especially when I am talking 
about topics for which I am incredibly 
passionate. For me, it helps me get my ideas 
across as it helps process and express my 
thoughts more effectively. Whenever I talk 

with my hands, I can think from thoughts more clearly, and at times, my hands help me get my 
point across more than my vocal features. 
2)  

                  ,    
    ,                      

 ,                       
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3) Eye contact  

The visual sense is an imperative type of non-verbal communication as you are able to see a lot 
through one’s eyes, including honesty, hostility, attraction, and affection. Eye contact also plays 
an essential role in maintaining conversations, as they can show an individual empathy, concern, 
and even how engaged they are in the conversation. 

 
The pandemic has made it more challenging to 
communicate with non-verbal actions, as 
everyone needs to take protective measures, 
including wearing masks and social distancing in 
order to stay safe and mitigate the spread of 
COVID-19. The rise of videoconferencing has also 
increased dramatically both within individuals’ 
lives as meetings, conferences, and educational 
activities have been shifted to applications such 
as Zoom, Microsoft Teams, etc. 

Masks have also limited our ability to interpret emotions and communicate, as the two main 
organs that help read other’s faces are the eyes and mouth. Although the mouth is covered, 
there are some ways to enhance communication while staying safe and wearing face masks; a 
few include: 

Utilizing and recognizing the upper face through eyebrows, eyes, and upper cheeks during 
interpersonal communication. 

Using your whole body during communication, this includes gestures and body movements. 

Paying greater attention by practicing active listening and facing the person you are conversing 
with directly. 

Relying more on videoconferencing for interpersonal interactions. 

The use of videoconferencing has increased exponentially due to the pandemic; unfortunately, 
it has its limitations! However, there are many ways: 

-Straightening our posture. 

-Leaving room to express ideas through our hands and upper body movements. 

-Always making and maintaining eye contact! 

-Being able to recognize and use facial features to increase expression. 
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Using vocals to convey different emotions! 

In conclusion, body language plays an essential role in all forms of communication as it can help 
break the barriers as well as form a better connection with other individuals. 
 
3)    

  -                  ,  
, ,                   

,    ,           ,      

  -           ,        -
19                    

               ,    
  ,            

                 ,      
                  ,        
       ;    : 

1.     ,               

2.         ,        

3.        ,               
 

4.          

5.          ;  ,    ! ,   
 : 

(i)     . 

(ii)                   

(iii)      ! 

(iv)                 

6.           ! 

7.  ,                   -  
            

 



147 | P a g e  

Multiple Choice Questions:  
1. What is the primary importance of gender sensitivity in communication? 

a) It promotes understanding and respect between genders 
b) It reinforces stereotypes and biases 
c) It creates division and conflict 
d) It limits the contribution of both genders to society 

2. Which of the following is NOT a way to handle an irate customer? 
a) Apologize and acknowledge their concerns 
b) Sympathize and empathize with them 
c) Argue and blame the customer for the issue 
d) Find an immediate solution to the problem 

3. What is the importance of maintaining clarity, honesty and transparency in communication? 
a) It confuses customers and colleagues 
b) It builds trust and fosters positive relationships 
c) It creates barriers to effective communication 
d) It leads to misunderstandings and conflicts 

4. Which of the following is an example of effective voice modulation? 
a) Speaking in a monotone voice throughout a presentation 
b) Using variations in tone to emphasize key points 
c) Speaking softly and indistinctly 
d) Speaking rapidly without pauses 

5. How does body language impact communication? 
a) It has no effect on communication b) It can contradict verbal messages 
c) It is irrelevant in professional settings d) It enhances clarity and understanding 

6. Which of the following is an example of non-verbal communication? 
a) Speaking clearly and articulately b) Using appropriate vocabulary 
c) Making eye contact while listening d) Nodding in agreement during a conversation 

7. What is the primary role of facial expressions in communication? 
a) To hide emotions and intentions 
b) To convey honesty and transparency 
c) To communicate basic emotions and reactions 
d) To confuse and mislead others 

8. How can masks impact non-verbal communication? 
a) They have no impact on communication 
b) They hinder the ability to interpret facial expressions 
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c) They enhance clarity and understanding 
d) They improve eye contact during conversations 

9. What is the importance of active listening in communication? 
a) It allows for effective multitasking 
b) It helps in formulating rebuttals and arguments 
c) It demonstrates respect and understanding 
d) It distracts from the conversation 

10. How can body language enhance communication during videoconferencing? 
a) By sitting passively without movement 
b) By avoiding eye contact with the camera 
c) By using hand gestures and facial expressions 
d) By speaking softly and indistinctly 

Answer the following questions: 
1. Explain the importance of gender sensitivity in communication and provide examples of 

how it can be promoted in society. 
2. Discuss the steps involved in handling an irate customer effectively and explain why each 

step is important. 
3. Explain the significance of body language in communication and provide examples of how 

it can impact interpersonal interactions. 
4. Describe the importance of maintaining clarity, honesty, and transparency in 

communication in a professional setting, and provide examples of how these qualities can 
enhance relationships with customers and colleagues. 

5. Discuss the impact of voice modulation on effective communication and provide 
examples of how it can be used to convey different emotions or intentions. 


