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WARM-UP/ DISCUSSION

society

communication

The teacher asks the students questions such as:

1

Have you ever said to someone that he/she misunderstood you?

2

Have you ever been asked about the meaning you meant by your
words?

3

How would you define an effective communication?

PRESENTATION OF THE SUBJECT CONTENT
The teacher uses a PowerPoint presentation about types
of communication barriers and types of conflicts.

PRESENTATION TEXT:
BARRIERS
The process of communication has multiple barriers.
The Barriers to effective communication could be of
many types like linguistic, psychological, emotional,
physical, and cultural etc. We will see all of these
types in detail below.
Linguistic Barriers
The language barrier is one of the main barriers that
limit effective communication. Language is the most
commonly employed tool of communication. The fact
that each major region has its own language is one of
the Barriers to effective communication. Sometimes
even a thick dialect may render the communication
ineffective. As per some estimates, the dialects of
every two regions changes within a few kilometres.
Even in the same workplace, different employees
will have different linguistic skills. As a result,
the communication channels that span across the
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organization would be affected by this. Thus, keeping
this barrier in mind, different considerations have
to be made for different employees. Some of them are
very proficient in a certain language and others will
be ok with these languages.
Psychological Barriers
There are various mental and psychological issues that
may be barriers to effective communication.
Some people have stage fear, speech disorders, phobia,
depression etc. All of these conditions are very
difficult to manage sometimes and will most certainly
limit the ease of communication.
Emotional Barriers
The emotional IQ of a person determines the ease and
comfort with which they can communicate. A person
who is emotionally mature will be able to communicate
effectively. On the other hand, people who let their
emotions take over will face certain difficulties.
A perfect mixture of emotions and facts is necessary
for an effective communication. Emotions like
anger, frustration, humour, can blur the decisionmaking capacities of a person and thus limit the
effectiveness of their communication.
Physical Barriers of Communication
They are the most obvious barriers to effective
communication. These barriers are mostly easily
removable in principle at least. They include the
barriers like noise, closed doors, faulty equipment
used for communication, closed cabins, etc. Sometimes,
in a large office, the physical separation between
various employees combined with faulty equipment may
result in severe barriers to effective communication.
Cultural Barriers
As the world is getting more and more globalized, any
large office may have people from several parts of the
world. Different cultures have a different meaning for
several basic values of society. Dressing, Religions
or lack of them, food, drinks, pets, and the general
behaviour will change drastically from one culture to
another. Hence, it is a must that we must take these
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different cultures into account while communication.
This is what we call being culturally appropriate.
In many multinational companies, special courses are
offered at the orientation stages that let people
know about other cultures and how to be courteous and
tolerant of others.
Organizational Structure Barriers
As we saw there are many methods of communication at
an organizational level. Each of these methods has its
own problems and constraints that may become barriers
to effective communication. Most of these barriers
arise because of misinformation or lack of appropriate
transparency available to the employees.
Attitude Barriers
Certain people like to be left alone. They are
the introverts or just people who are not very
social. Others like to be social or sometimes extra
clingy! Both these cases could become a barrier to
communication. Some people have attitude issues, like
huge ego and inconsiderate behaviours.These employees
can cause severe strains in the communication channels
that they are present in. Certain personality traits
like shyness, anger, social anxiety may be removable
through courses and proper training. However, problems
like egocentric behaviour and selfishness may not be
correctable.
Perception Barriers
Different people perceive the same things differently.
This is a fact which we must consider during the
communication process. A knowledge of the perception
levels of the audience is crucial to effective
communication. All the messages or communique must be
easy and clear. There shouldn’t be any room for
a diversified interpretational set.
Physiological Barriers
Certain disorders or diseases or other limitations
could also prevent an effective communication
between the various channels of an organization. The
shrillness of voice, dyslexia, etc are some examples
of physiological barriers to effective communication.
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However, these are not crucial because they can easily
be compensated and removed.
Technological Barriers & Socio-religious Barriers
Other barriers include the technological barriers.
The technology is developing fast and as a result,
it becomes difficult to keep up with the newest
developments. Hence sometimes the technological
advance may become a barrier. In addition to this,
the cost of technology is sometimes very high. Most of
the organizations will not be able to afford a decent
tech for the purpose of communication. Hence, this
becomes a very crucial barrier. Other barriers are
socio-religious barriers. In a patriarchal society,
a woman or a transgender may face many difficulties
and barriers while communicating.

CONFLICTS
Conflict is a struggle that occurs when our needs
and goals are incompatible with those of others.
During our lives, we are likely to experience several
conflicts with people who are close to us, people we
work with and those we might not know.
Types of conflicts
There are four types of conflict in communication:
intrapersonal conflict, interpersonal conflict,
intragroup conflict and intergroup conflict.
Intrapersonal Conflict
The conflict that is happening inside of an individual
is intrapersonal conflict. This type of conflict takes
place when there is an inconsistency in our ideas,
attitudes, emotions or values.
Interpersonal Conflict
Interpersonal conflict is the conflict that takes
place between individuals--friends, family members,
couples or even strangers. These types of conflicts
usually take place when people communicate directly
with each other.
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Intragroup Conflict
Conflict that occurs within a small group of people is
an intragroup conflict. These conflicts can involve
members of a family or workplace team and usually stem
from individual differences that end up affecting the
entire group.
Intergroup Conflict
Intergroup conflict occurs between different groups.
When conflict is this large, it can often continue for
many years and is extremely complicated to resolve.

CHOOSING THE RIGHT ANSWER
Guess! What prevents these people to understand each other?
What type of problem is that? Choose the right answer:

1

“Hello! Could you help me?”
-Bonjour! Je ne parle pas anglais.
a) psychological

2

c) emotional

b) linguistic

c) emotional

“Could you help me?”
“I II ….ccccouldhhhhelp you.”
a) psychological

3

b) linguistic

“I would like to try the red dress, please.”
“Here you are, madam!”
“Now I would like to try the white dress, please.”
“Here you are, madam!”
“Now I would like to try the black dress and the yellow one!”
“Hey, lady! What’s the matter with you? Can’t you decide?!”
a) psychological

b) linguistic

c) emotional
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4

“Hello”
“Hello. This is IT Services. My name is Linda May. How could I help you?”
“Hello?? Hello? Who is there? I cannot hear you clearly. I can hear some
noise there. Can you hear me?”

a) psychological

5

b) cultural

c) organizational

b) cultural

c) organizational

“May I help you?”
“Err. No. Leave me alone. If I need help, I will ask for it. Up to then,
I need to be left alone.”
a) attitude

8

c) organizational

“Is the table for the Ambassador and his wife ready?”
“No…What Ambassador? I don’t know anything about a table for any
ambassador.”
“How is that? My assistant must have told you about it two days ago.”
“No, sorry. That must have been a misunderstanding.”
“Rita, haven’t you told to the restaurant manager about
the Ambassador’s coming here?”
“Oh, sir…I’m so sorry. I have completely forgotten about it.”
a) psychological

7

b) cultural

A Muslim lady is in a Romanian restaurant. She sits down and orders
some veal. The waiter asks:
“Should I bring you some wine?”
a) psychological

6

communication

b) technological

c) socio-religious

An English lady enters a Romanian church and she wants
to enter the altar.
“You mustn’t”, says an old lady.
“Why?”
“Women are not allowed to enter the altar.”
“But I do want to see it. This is a beautiful church and I see no reason
why…”
a) technological

b) perception

c) socio-religious
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“Could you help me?”
“Yes, of course. Tell me what it is about.”
“Does this blouse suit me?”
“Yes. It suits you like a T.”
“Isn’t it too large?”
“No, not at all.
“Errr, I guess I won’t take it. It does not suit me at all. On the contrary. It
makes me seem fat.”
a) technological

10
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b) perception

c) socio-religious

“Hello, John.”
“Hello, Linda.”
“I haven’t received the e-mail with the offer of your company for
the spare pieces. And I wrote to ask it from you two weeks ago.”
“Are you sure? I haven’t received any e-mail from you. I should have
sent you our offer.”
“Look! I sent you this e-mail. Have you looked for it in the spam?”
“No, I haven’t. Let me do it now. …Oh, yes. Here it is…I am so sorry.
I am going to send it to you as fast as possible.”

a) socio-religious

b) technological

c) perception
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DEFINITIONS – READING
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When we communicate in a professional environment, we might have problems of understanding each other. Working in services is not always easy and
one may encounter different issues. In order to find out what each type of
problem may involve, match the terms with their definitions:

TERMS:
Cultural
Barriers

Linguistic
Barriers

Attitude
Barriers

Socio-religious
Barriers

Psychological
Barriers

Perception
Barriers

Technological
Barriers

Emotional
Barriers

Organizational
Structure
Barriers

Physiological
Barriers

DEFINITIONS:
A person who is emotionally mature will be able to communicate
effectively. On the other hand, people who let their emotions take
over will face certain difficulties. A perfect mixture of emotions
and facts is necessary for an effective communication.

TERM: .....................................................................................................................................
In a patriarchal society, a woman or a transgender may face many
difficulties and barriers while communicating.

TERM: ......................................................................................................................................
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DEFINITIONS:
Certain disorders or diseases or other limitations could also
prevent an effective communication between the various channels
of an organization. The shrillness of voice, dyslexia, etc.
are some examples of physiological barriers to effective
communication.

TERM: ......................................................................................................................................
Different people perceive the same things differently. This is
a fact which we must consider during the communication process.
A knowledge of the perception levels of the audience is crucial
to effective communication.

TERM: .....................................................................................................................................
The technology is developing fast and as a result, it becomes
difficult to keep up with the newest developments.

TERM: ......................................................................................................................................
Language is the most commonly employed tool of communication.
The fact that each major region has its own language is one of
the Barriers to effective communication. Sometimes even a thick
dialect may render the communication ineffective.

TERM: ......................................................................................................................................
Some people have stage fear, speech disorders, phobia, depression
etc. All of these conditions are very difficult to manage
sometimes and will most certainly limit the ease
of communication.

TERM: ......................................................................................................................................
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DEFINITIONS:
As the world is getting more and more globalized, any large
office may have people from several parts of the world. Different
cultures have a different meaning for several basic values of
society. Dressing, Religions or lack of them, food, drinks,
pets, and the general behaviour will change drastically from one
culture to another.

TERM: ......................................................................................................................................
Certain people like to be left alone. They are the introverts
or just people who are not very social. Others like to be social
or sometimes extra clingy! Both these cases could become
a barrier to communication. Some people have attitude issues,
like huge ego and inconsiderate behaviours.

TERM: ......................................................................................................................................
Most of these barriers arise because of misinformation or lack
of appropriate transparency available to the employees.

TERM: ......................................................................................................................................
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intrapersonal, interpersonal, intragroup and intergroup.

1

The conflict that is happening inside of an individual
is an …………………….……. conflict.

2

An ………………………… conflict is the conflict that takes place between
individuals-friends, family members, couples or even strangers.

3

Conflict that occurs within a small group of people
is an ………………………. conflict.

4

An ……………………………… conflict occurs between different groups.

REPHRASE THE FOLLOWING DIALOGUES,
USING THE GIVEN STRUCTURES
Then, explain how the situation should be solved/should have been solved
filling in the gaps:

1

Situation

Solution

Customer: Hello! Could you help me?
The customer asked whether the shop
assistant ...................................................................
...................................................................................

The shop assistant
should:

Shop-assistant: Bonjour! Je ne parle pas
anglais.
The shop-assistant answered that ........................
..................................................................................

12
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2

Situation

Solution

Customer: Could you help me?
The customer asked whether the shop
assistant ...................................................................
...................................................................................

The company
should have:

Shop-assistant: I II ….ccccouldhhhhelp you.
The shop-assistant answered that ........................
..................................................................................

3

Situation

Solution

Customer: I would like to try the red dress,
please.

The shop assistant
should have:

The customer said that ...........................................
..................................................................................
Shop-assistant: Here you are, madam!
The shop-assistant ..................................................
..................................................................................
Customer: Now I would like to try the white
dress, please.
The customer asked ................................................
..................................................................................
Shop-assistant: Here you are, madam!
The shop-assistant ..................................................
..................................................................................
Customer: Now I would like to try the black
dress and the yellow one!
The customer asked ................................................
..................................................................................
Shop-assistant: Hey, lady! What’s the matter
with you? Can’t you decide?!
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Situation

Solution

Customer: Hello
The customer ...........................................................
..................................................................................

The customer support
representative should:

Customer support representative: Hello??
Hello? Who is there? I cannot hear you
clearly. I can hear some noise there. Can you
hear me?
The customer said that ...........................................
..................................................................................

5

Situation

Solution

A Muslim lady is in a Romanian restaurant.
She sits down and orders some veal.
The waiter asks: Should I bring you some
wine?

He shouldn’t have:

The waiter asked the lady whether she ….............
..................................................................................

6

Situation

Solution

Restaurant manager: Is the table for
the Ambassador and his wife ready?

The restaurant manager
should have:

The restaurant manager asked whether ..............
..................................................................................
Waiter: No…What Ambassador? I don’t know
anything about a table for any ambassador.
The waiter, astonished, said that ..........................
..................................................................................
Restaurant manager: How is that? My assistant
must have told you about it two days ago.

14

Bd
z

e

The restaurant manager was amazed and said
that .........................................................................

m

g

1

5

Lesson1 scenario

society

communication

6

Situation

Solution

Waiter: No, sorry. There must have been
a misunderstanding.

The restaurant manager
should have:

The waiter apologized saying that ........................
.................................................................................
Restaurant manager: Rita, haven’t you told to
the restaurant manager about the Ambassador’s
coming here?
The restaurant manager asked Rita if ..................
.................................................................................
Rita: Oh, sir…I’m so sorry. I have completely
forgotten about it.
Rita answered that ..................................................
..................................................................................

TALK TO YOUR COLLEAGUE IN ORDER TO SOLVE
THE CONFLICT – SPEAKING
This is a pair activity, during which the students are asked to choose
a type of conflict out of the four possible ones (intrapersonal, interpersonal,
intragroup and intergroup conflicts).
The teacher tells them: Imagine a situation involving the respective type of
conflict that may appear in your company (which is a company providing
services). Talk to your colleague in order to solve the conflict.
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Your company produces furniture. The legal warranty for products is
provided for customer for a period of up to 6 months. After 6 months and
a day, a customer comes to your office and he is very angry that one of the
armchairs that he bought from your company has just broken. He menaces
that he will write about this on your site. Legally, the solution is clear. How
could you deal with this conflict to prevent him from writing a negative
review about your products?

ANSWER:
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Linguistic
Barriers

communication

Combine the term with the definition.
Find a pair.

Technological
Barriers

The language
barrier is one

will not be able

of the main

to afford a

barriers that

decent tech for

limit effective

the purpose of

communication.

Cultural
Barriers

Most of the
organizations

communication.

Different cultures
have a different
meaning for several
basic values of
society. Dressing,
Religions or lack of
them, food, drinks,
pets, and the general
behaviour will change
drastically from one
culture to another.
Hence it is a must
that we must take
these different
cultures into account
while communication.

Organizational
Structure
Barriers

Most of these
barriers arise
because of
misinformation
or lack of
appropriate
transparency
available to the
employees.

Emotions like
anger,

Socio-religious
Barriers

frustration,
humour, can
blur the decision

In a patriarchal
society,
a woman or
a transgender

making capacities
of a person and

may face many

thus limit the

difficulties and

effectiveness

barriers while

of their

communicating.

communication.
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