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STRUCTURE OF PROGRAM 

Title of the Program :  MASTER IN SOCIAL WORK 

Program Type :  POSTGRADUATE 

Program Credits :  80  

Program Duration :  2 YEARS 

Eligibility Criteria  :  GRADUATE 

 

PROGRAM OBJECTIVE 
The main Objectives of Social work are: 

• Make him/her alert and sharp about surrounding Social Activity. 
• To be able to understand the Deferent Kinds of Social Problems. 

• Complete Development about Social change.  
• Prepare him/her for solve the social problem. 
• Making Research mind and approach. 
• To be able to understand The Rural Community Development.   
• Knowledge about   Social problem and How to solve them? 
• Preparing him/her/ for National Level Competitive examination. 

PROGRAM OUTCOME  
Upon completion of Master of Social Work Students should be able to- 

• Identify and define basic terms and concepts which are needed for advanced 
course in Social work. 

• Analyze social behavior and determine the effects on society. 
• Independent judgment, intercultural and regional Sensitivity global and 

national perspectives to solve problems concerning Humanities. 
• Outline the scientific method used by eminent sociologists. 
• Integrate knowledge of social concepts. 
• Explain Industrial revolution new mode of production and its effects on 

society. 
• Develop information, interviewing and networking skills through reading 

handed out in class and an examination exercise.    
• Be familiar with basic procedures of research. 

 

 
  



 

 

STRUCTURE OF COURSE 

Course Title : SOCIAL PSYCHOLOGY, COMMUNICATION AND 
SOCIAL WORK  

Course Type :  CORE COURSE 

Course Code :  2MSW1 

Course Credits :  4 

Semester :  2 

 

COURSE LEARNING OBJECTIVES: 
• Students can learn about group work and work with group easily. 
• Students can get the knowledge of groups skills, planning, process and 

relationship of group. 
• They can learn how to do documentation, supervision team building and 

employee service in groups work.  

 

COURSE LEARNING OUTCOMES:  
• Student should be able to work with group 
• Student can get the knowledge of social skills and relation of group 
• When should learn the process of documentation supervision and team 

building 

 

  



 

BLOCK/UNIT STRUCTURE 
BLOCK I: SOCIAL WELFARE ADMINISTRATION AND LEGISLATION 01-66 

Unit 1 Social Psychology – Objectives, Nature, Scope And Importance 03 

Unit 2 Basic Social Psychological Processes – Learning, 
Socialization, Motivation And Attitude 

21 

Unit 3 Personality And Human Behaviour – Concepts, Approaches, 
Determinants And Behavioural Problems At Various Stages 
Of Development 

37 

Unit 4 Mind And Psychology – Conscious, Subconscious And 
Unconscious Mind; Ego And Moral Mind 

51 

BLOCK II: PSYCHOLOGY IN SOCIAL WORK 67-136 

Unit 5 Importance Of Psychology In Social Work Practice 69 

Unit 6 Defence Mechanisms 83 

Unit 7 Attitude – Concept, Characteristics, Construction And 
Content 

101 

Unit 8 Motivation – Inspiration, Features Of Necessity, Socio-
Cultural Determinants 

117 

BLOCK III: PERSONALITY, LEADERSHIP AND COMMUNICATION 137-210 

Unit 9 Adjustment, Stress, Depression, Conflict And Impact On 
Personality 

139 

Unit 10 Inheritance And Environment – Laws Of Heredity, Impact On 
Personality, Environment And Education 

155 

Unit 11 Leadership – Concept, Definition, Characteristics, Styles, 
Functions And Types 

173 

Unit 12 Communication – Definition, Importance, Planning, 
Organization, Motivation, Coordination, Control, Decision 
Making And Communication Process 

193 

BLOCK IV: FORMS AND DIRECTIONS OF COMMUNICATION 211-270 

Unit 13 Design And Types Of Communication – Formal, Informal, 
Written, Verbal And Non-Verbal Communication (Benefits 
And Limitations) 

213 

Unit 14 Direction Of Communication – Upward, Downward And 
Horizontal Communication 

231 

Unit 15 Traditional And Modern Mass Media – Print, Audio, Visual 
And Audio-Visual Media 

247 



 

 

BLOCK V: EFFECTIVE COMMUNICATION SKILLS  271-318 

Unit 16 Communication Barriers – Organizational, Personal, 
Technical And Linguistic 

273 

Unit 17 Skills Of Listening And Understanding 289 

Unit 18 Measurement Of Effective Communication 307 

 

 

 

 

 

 

 

 

 

  



 

BLOCK I: SOCIAL WELFARE ADMINISTRATION AND LEGISLATION 01-66 

Unit 1 Social Psychology – Objectives, Nature, Scope And Importance 03 

Unit 2 Basic Social Psychological Processes – Learning, Socialization, 
Motivation And Attitude 

21 

Unit 3 Personality And Human Behaviour – Concepts, Approaches, 
Determinants And Behavioural Problems At Various Stages Of 
Development 

37 

Unit 4 Mind And Psychology – Conscious, Subconscious And 
Unconscious Mind; Ego And Moral Mind 

51 

 

Social Psychology is the study of how individuals think, feel and behave in relation 
to other people and society. This block introduces the foundational concepts of social 
psychology and explains its objectives, nature, scope and importance. It examines 
important psychological processes such as learning, socialization, motivation and 
attitude, which influence individual behaviour and social relationships. The block 
also discusses personality and human behaviour, including major approaches to 
personality development and the factors that determine individual differences. 
Special attention is given to behavioural problems that may arise at different stages 
of human development. The final unit introduces the concepts of the conscious, 
subconscious and unconscious mind, along with the psychological understanding of 
the ego and moral aspects of personality. Overall, this block provides learners with a 
basic understanding of psychological processes and their relationship with human 
behaviour, preparing them to apply psychological concepts in social work and other 
social settings. 
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UNIT 1  
SOCIAL PSYCHOLOGY – 
OBJECTIVES, NATURE, 

SCOPE AND IMPORTANCE 
STRUCTURE:  

1.1  Introduction 
1.2  Objective 
1.3  What is a community?  
1.4  Purpose, Nature and Features of a Community 
       1.4.1       Nature of Communities 
       1.4.2       Key Features of Communities 
1.5                 Relevance in Social Work 
       1.5.1       Social Work Values 
       1.5.2       Role of Social Workers in Communities 
       1.5.3       Why it matters: Global Context 
1.6                 Significance of Community in Social Systems 
1.7  Summary 
1.8  Glossary 
1.9  Answers to check you progress – possible one 
1.10  Suggested readings - OER 
1.11  Reference 
1.12  Exercise 
1.13  Feedback form 

1.1 INTRODUCTION  

Human behaviour cannot be understood in isolation from the social 
environment in which it develops. Every individual is born into a 
social system consisting of family, community, culture, traditions, 
institutions, and social norms. These elements continuously 
influence the way individuals think, feel, and behave. Social 
psychology is the discipline that scientifically studies this interaction 
between the individual and society. 

Social psychology seeks to understand how social situations, group 
membership, and social expectations influence individual behaviour. 
It explains phenomena such as conformity, leadership, attitude 
formation, prejudice, aggression, cooperation, and social conflict. 
Unlike general psychology, which focuses on internal mental 
processes, social psychology emphasizes the social context of 
behaviour. 

For social work students and practitioners, social psychology forms 
a foundational subject. Social work practice involves working with 
individuals, families, groups, and communities who are influenced 
by complex social forces such as poverty, inequality, caste, gender, 
migration, and political systems. Understanding these forces 
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through a social psychological lens enables social workers to design 
effective interventions and promote social well-being. 

1.2 OBJECTIVE 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of individual social 
work 

● Explain the nature and scope of individual social work 
practice 

● Identify the key characteristics of individual social work 

● Describe the aims and objectives of individual social work 

● Understand the beliefs and values underlying individual 
social work practice 

● Trace the historical development of individual social work at 
international and Indian levels 

● Appreciate the relevance of individual social work in 
contemporary society 

1.3 CONCEPT AND MEANING OF SOCIAL 
PSYCHOLOGY 

Social psychology is the branch of psychology that studies human 
behaviour in relation to social situations. It focuses on how 
individuals are affected by the presence of others, whether real or 
imagined. 

Social behaviour includes actions such as cooperation, competition, 
communication, leadership, conformity, and conflict. Social 
psychology attempts to explain why individuals behave differently 
when alone and when in groups. 

Definitions of Social Psychology 

Several scholars have defined social psychology from different 
perspectives. 

Gordon Allport defines social psychology as: 
“The scientific investigation of how the thoughts, feelings, and 
behaviours of individuals are influenced by the actual, imagined, or 
implied presence of others.” 

This definition highlights: 

● Scientific approach 

● Influence of others 

● Study of cognition, emotion, and behaviour 

Krech and Crutchfield define social psychology as the study of 
individual behaviour as influenced by other individuals and groups. 
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Baron and Byrne state that social psychology is the scientific field 
that seeks to understand the nature and causes of individual 
behaviour in social situations. 

Together, these definitions emphasize that social psychology: 

● Studies individuals, not institutions 

● Focuses on social influence 

● Uses scientific methods 

Social Psychology and Allied Disciplines 

Social Psychology and General Psychology 

General psychology studies perception, memory, learning, and 
motivation within the individual. Social psychology applies these 
processes to social settings. 

Social Psychology and Sociology 

Sociology studies social structures and institutions, while social 
psychology focuses on how individuals behave within these 
structures. 

Social Psychology and Anthropology 

Anthropology contributes insights into culture and traditions that 
shape social behaviour. 

Social Psychology and Social Work 

Social psychology provides theoretical tools that help social workers 
understand client behaviour, group dynamics, and community 
responses. 

The objectives of social psychology are both descriptive and applied. 

To Understand Social Behaviour 

Social psychology seeks to explain why individuals behave differently 
in different social situations. 

To Predict Behaviour 

By identifying patterns of behaviour, social psychology attempts to 
predict individual and group responses. 

To Modify Behaviour 

Social psychological principles are used to design interventions for 
behaviour change, such as reducing prejudice or promoting health 
behaviour. 

To Promote Social Adjustment 

It helps individuals adjust effectively to their social environment. 

To Solve Social Problems 

Social psychology contributes to addressing social issues like 
discrimination, violence, and social conflict. 
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1.4 HISTORICAL DEVELOPMENT AND NATURE OF 
SOCIAL PSYCHOLOGY 

Philosophical Roots 

Early philosophers like Plato and Aristotle discussed social 
influence, leadership, and morality. 

Emergence as a Scientific Discipline 

In the late nineteenth century, social psychology developed as a 
scientific field with experimental methods. 

Behaviourist Influence 

Behaviourists emphasized the role of environment and 
reinforcement in shaping social behaviour. 

Cognitive Revolution 

Later developments focused on attitudes, perception, and decision-
making processes. 

Contemporary Social Psychology 

Modern social psychology integrates biological, cognitive, cultural, 
and social perspectives. 

Nature of Social Psychology 

The nature of social psychology explains the basic characteristics 
and essential features of the discipline. Understanding the nature of 
social psychology helps learners grasp how this subject differs from 
other branches of psychology and social sciences while maintaining 
its own identity. 

Social psychology is concerned with the scientific study of social 
behaviour. It examines how individuals behave, think, and feel in 
social situations and how their behaviour is influenced by others. 
The nature of social psychology can be understood through the 
following characteristics. 

Social Psychology as a Scientific Discipline 

Social psychology is a scientific discipline because it uses systematic 
and objective methods to study human behaviour. It does not rely 
on common sense or speculation. Instead, it employs scientific 
research methods such as experiments, observation, surveys, and 
case studies. 

Through scientific methods, social psychologists aim to establish 
cause-and-effect relationships between social variables and 
behaviour. For example, experiments are conducted to study 
conformity, obedience, attitude change, and group influence. This 
scientific approach increases the reliability and validity of findings. 

Focus on Social Behaviour 
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The primary focus of social psychology is social behaviour. Social 
behaviour refers to actions that are influenced by the presence of 
other people. These behaviours include cooperation, competition, 
aggression, leadership, conformity, communication, and conflict. 

Unlike general psychology, which may study behaviour in isolation, 
social psychology emphasizes behaviour in social contexts. It 
explains why individuals may act differently when alone compared 
to when they are in a group. 

 Individual-Centered Approach 

Although social psychology studies social influence, its main unit of 
analysis remains the individual. It examines how individuals 
perceive social situations, interpret social cues, and respond to 
social pressures. 

Social psychology does not study society as a whole like sociology 
does. Instead, it focuses on how social factors influence individual 
behaviour, attitudes, beliefs, and emotions. 

Dynamic and Contextual Nature 

Social behaviour is not static. It changes with time, culture, and 
context. Social psychology recognizes that behaviour varies across 
different social situations and cultural settings. 

For example, behaviour considered acceptable in one culture may be 
unacceptable in another. Social psychologists study these variations 
to understand how culture and social norms shape behaviour. 

Interdisciplinary Nature 

Social psychology is interdisciplinary in nature. It draws concepts 
and methods from psychology, sociology, anthropology, political 
science, and economics. 

This interdisciplinary approach helps social psychology understand 
complex social phenomena such as prejudice, leadership, mass 
behaviour, and social movements. 

 Applied Nature of Social Psychology 

Social psychology is not only theoretical but also applied. Its 
principles are used to solve real-life social problems such as 
discrimination, conflict, health behaviour, and social exclusion. 

In social work, social psychology is applied to understand client 
behaviour, group dynamics, and community responses, making it 
highly practical and relevant. 

1.4.1 SCOPE OF SOCIAL PSYCHOLOGY 

The scope of social psychology refers to the areas and topics covered 
under this discipline. The scope of social psychology is broad and 
continuously expanding. 

Social Perception 
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Social perception involves how individuals perceive and interpret 
other people’s behaviour. It includes impression formation, 
attribution, and stereotypes. 

Social psychologists study how people form opinions about others 
based on limited information and how these perceptions influence 
social interaction. 

Attitude Formation and Change 

Attitudes are learned predispositions to respond positively or 
negatively towards people, objects, or ideas. Social psychology 
studies how attitudes are formed, maintained, and changed. 

Attitude change is important in areas such as education, health 
promotion, and social reform. 

Social Influence 

Social influence refers to the ways in which individuals change their 
behaviour due to real or imagined pressure from others. It includes 
conformity, compliance, and obedience. 

Social psychology explains how authority, group norms, and 
persuasion influence behaviour. 

Group Dynamics 

Group dynamics studies how individuals behave in groups. It 
includes leadership, group decision-making, cooperation, conflict, 
and group cohesion. 

Understanding group dynamics is essential for group work and 
community organization in social work. 

Interpersonal Relationships 

Social psychology examines relationships such as friendship, family 
relationships, and professional interactions. It studies factors like 
attraction, communication, and conflict resolution. 

Socialization 

Socialization is the process through which individuals learn social 
norms, values, and roles. Social psychology studies how family, 
school, peers, and media influence social development. 

Comparison of Social Psychology with Related Disciplines 

To understand the nature of social psychology clearly, it is important 
to distinguish it from related disciplines. 

Table: Comparison of Psychology, Social Psychology, and 
Sociology 

Basis Psychology Social Psychology Sociology 

Focus Individual 
behaviour 

Individual behaviour 
in social context 

Social groups 
and institutions 
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Unit of 
Study 

Individual Individual in society Society 

Method Experimental, 
clinical 

Experimental, survey Survey, historical 

Scope Mental 
processes 

Social influence Social structures 

Application Mental health Social behaviour Social policy 

Importance of Studying the Nature and Scope of Social 
Psychology 

Understanding the nature and scope of social psychology helps 
learners: 

● Differentiate social psychology from other disciplines 

● Understand the breadth of social behaviour 

● Apply social psychological principles effectively 

● Develop scientific thinking about social issues 

For social work students, this understanding strengthens 
professional competence and ethical practice. 

1.5 MAJOR FIELDS OF SOCIAL PSYCHOLOGY 

Social psychology covers a wide range of fields that explain different 
aspects of social behaviour. These fields help in understanding 
individual and group behaviour in various social contexts. 

Social Cognition 

Social cognition refers to the study of how people perceive, interpret, 
remember, and think about information related to the social world. 
It focuses on mental processes involved in understanding others. 

Key aspects of social cognition include: 

● Impression formation 

● Attribution of causes to behaviour 

● Stereotypes and schemas 

Social cognition explains why people often make quick judgments 
about others and how these judgments influence social interaction. 

Attitudes and Attitude Change 

Attitudes are enduring beliefs and feelings that predispose 
individuals to behave in a particular way towards an object, person, 
or idea. Social psychology studies how attitudes are formed, 
maintained, and changed. 

This field is crucial for understanding: 

● Prejudice and discrimination 
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● Political and religious beliefs 

● Behaviour change campaigns 

Attitude change is especially important in social work interventions 
aimed at social reform and awareness. 

Social Influence and Persuasion 

Social influence refers to the ways in which individuals’ thoughts, 
feelings, and behaviours are affected by others. This includes: 

● Conformity 

● Compliance 

● Obedience 

Persuasion is a key process through which attitudes and behaviours 
are changed, particularly through communication and media. 

Group Behaviour and Group Dynamics 

This field examines how individuals behave in groups. It includes the 
study of: 

● Leadership 

● Group cohesion 

● Group conflict 

● Decision-making 

Group dynamics is highly relevant to social work practice, especially 
in group work and community organization. 

Interpersonal Relationships 

Social psychology studies the formation, maintenance, and 
breakdown of interpersonal relationships. These include family 
relationships, friendships, and professional relationships. 

Understanding interpersonal relationships helps social workers 
address family conflicts and relationship issues. 

Prejudice, Stereotyping, and Discrimination 

This field focuses on negative attitudes and behaviours towards 
individuals or groups based on social categories such as caste, 
gender, religion, or ethnicity. 

Social psychology explains the causes of prejudice and suggests 
ways to reduce discrimination through education and social change. 

1.5.1 Major Theoretical Perspectives in Social Psychology 

Theories in social psychology provide systematic explanations for 
social behaviour. These theories help interpret and predict social 
phenomena. 

Behaviourist Perspective 
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The behaviourist approach emphasizes observable behaviour and 
the role of environment in shaping behaviour. According to this 
perspective, social behaviour is learned through: 

● Conditioning 

● Reinforcement 

● Punishment 

Social interactions are seen as responses to environmental stimuli. 

Criticism: 
This approach ignores internal mental processes and emotions. 

Cognitive Perspective 

The cognitive perspective focuses on how individuals process social 
information. It emphasizes perception, thinking, and interpretation. 

According to this view, behaviour is influenced by how individuals 
perceive social situations rather than the situations themselves. 

Criticism: 
It may underestimate emotional and cultural influences. 

Psychoanalytic Perspective 

The psychoanalytic approach emphasizes unconscious motives, 
instincts, and early childhood experiences. 

Social behaviour is influenced by unconscious desires, conflicts, and 
personality structure. 

Criticism: 
This approach lacks empirical support and is difficult to test 
scientifically. 

Humanistic Perspective 

The humanistic perspective emphasizes free will, self-concept, and 
personal growth. It focuses on understanding individuals as active 
agents. 

This approach highlights empathy, self-esteem, and self-
actualization. 

Criticism: 
It may be too idealistic and less scientific. 

 Socio-Cultural Perspective 

This perspective emphasizes the role of culture, norms, values, and 
social institutions in shaping behaviour. 

It explains variations in social behaviour across different societies 
and cultures. 

Several scholars have significantly contributed to the development 
of social psychology. 
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● Gordon Allport: Defined social psychology and emphasized 
attitudes 

● Kurt Lewin: Introduced the concept of group dynamics 

● Leon Festinger: Developed cognitive dissonance theory 

● Albert Bandura: Proposed social learning theory 

Their contributions form the theoretical foundation of modern social 
psychology. 

Limitations and Criticism of Social Psychology 

Despite its contributions, social psychology has certain limitations. 

● Over-reliance on laboratory experiments 

● Cultural bias in research 

● Ethical issues in experimentation 

● Difficulty in generalizing findings 

Understanding these limitations helps in applying social psychology 
responsibly. 

1.5.2 IMPORTANCE OF SOCIAL PSYCHOLOGY 

Social psychology plays a crucial role in understanding human 
behaviour in social contexts. Its importance lies in both theoretical 
understanding and practical application in society. 

Understanding Individual Behaviour in Social Situations 

Social psychology explains why individuals behave differently in 
different social situations. Behaviour that appears irrational or 
unexpected can often be understood when social influences such as 
group norms, peer pressure, or authority are examined. 

For example, individuals may conform to group opinions even when 
they privately disagree. Social psychology helps explain such 
behaviour through concepts like conformity and social influence. 

Understanding Group Behaviour 

Social psychology helps explain how groups function and influence 
individual members. Group behaviour such as leadership 
emergence, group cohesion, conflict, and cooperation can be 
understood through social psychological principles. 

This understanding is essential in organizational settings, 
educational institutions, and community groups. 

Reducing Social Conflict 

Social psychology provides insights into the causes of prejudice, 
discrimination, and intergroup conflict. By understanding the 
psychological roots of these problems, strategies can be developed to 
promote tolerance and social harmony. 
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It plays a vital role in addressing issues related to caste, gender, 
religion, and ethnicity, especially in multicultural societies. 

Promoting Positive Social Change 

Social psychology contributes to social reform by influencing 
attitudes and behaviours. It is used in awareness campaigns related 
to health, education, environment, and social justice. 

Through persuasion and attitude change, social psychology helps 
promote socially desirable behaviours. 

Importance of Social Psychology in Social Work Practice 

Social psychology is a foundational subject in social work education. 
It provides the theoretical base for understanding client behaviour 
and designing effective interventions. 

Application in Social Casework 

In social casework, social psychology helps social workers 
understand the behaviour, emotions, and attitudes of individual 
clients. 

● Helps analyze client problems in relation to social 
environment 

● Aids in building rapport and trust 

● Supports behaviour change interventions 

Understanding defence mechanisms, attitudes, and motivation 
enables social workers to assist clients more effectively. 

Application in Social Group Work 

Social psychology is extensively used in social group work. 

● Helps understand group formation and group processes 

● Aids in managing group dynamics 

● Supports leadership development within groups 

Concepts such as group cohesion, conformity, and interpersonal 
communication are directly applied in group work practice. 

Application in Community Organization 

In community organization, social psychology helps understand 
community behaviour and participation. 

● Explains resistance to change 

● Helps mobilize community resources 

● Supports leadership development 

Understanding social attitudes and collective behaviour enables 
social workers to engage communities effectively. 

Application in Social Action 

Social psychology plays a crucial role in social action and advocacy. 
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● Helps in mobilizing public opinion 

● Aids in designing awareness campaigns 

● Supports social movements and policy change 

Social workers use persuasion, communication, and attitude change 
strategies in social action initiatives. 

1.6 SOCIAL PSYCHOLOGY IN THE INDIAN 
CONTEXT 

Indian society is diverse, complex, and deeply influenced by cultural 
traditions. Social psychology provides valuable insights into 
understanding Indian social behaviour. 

Cultural Diversity and Social Behaviour 

India’s cultural diversity influences social norms, values, and 
interpersonal relationships. Social psychology helps explain 
variations in behaviour across regions, communities, and social 
groups. 

Caste, Gender, and Social Identity 

Social identity plays a significant role in Indian society. Social 
psychology explains how caste, gender, and religious identities 
influence attitudes, behaviour, and social interaction. 

Understanding these dynamics is essential for social workers 
addressing social inequality and discrimination. 

Role of Family and Community 

Family and community are central institutions in Indian society. 
Social psychology helps explain family dynamics, socialization 
processes, and community participation. 

Social workers apply these insights while working with families, self-
help groups, and community organizations. 

Media and Social Behaviour 

Mass media plays a significant role in shaping social attitudes and 
behaviour in India. Social psychology explains how media influences 
public opinion and behaviour through persuasion and social 
learning. 

 

Activity Title: Exploring the Nature and Scope of Social Psychology 

Objectives: 

• Identify the objectives of social psychology.  

• Examine the nature of social psychology as a field of study.  

• Recognize the major areas covered under its scope.  

• Relate social psychology to everyday social behaviour.  
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Material Required: 
Textbook/SLM, notebook, pen, and access to examples of everyday 
social interactions. 

Procedure/Steps: 

1. Think of a situation where your behaviour changed because 
of the presence or opinions of other people.  

2. Note the factors that influenced your behaviour.  

3. Discuss whether the same behaviour would have occurred if 
you were alone.  

4. Relate the example to the objectives, nature, and scope of 
social psychology.  

5. Write two ways in which social psychology is useful in 
everyday life.  

Outcome: 
The learner will be able to relate the objectives, nature, scope, and 
importance of social psychology to real-life social behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is a major concern of social 
psychology? 

a) Study of physical properties of matter 
b) Study of how people’s thoughts, feelings, and behaviour are 
influenced by others 
c) Study of the structure of the human body 
d) Study of planetary movements 

B. True/False 

2. Social psychology studies how individuals are influenced by 
the actual, imagined, or implied presence of other people. 

True / False 

C. Short Answer Questions 

3. State any two objectives of social psychology. 

4. Mention any two areas included within the scope of social 
psychology. 

 

1.7 SUMMARY 

Here’s what we covered: 

● Social psychology is a scientific discipline that studies human 
behaviour in social contexts. It examines how individuals 
think, feel, and behave under the influence of social 



SOCIAL WELFARE ADMINISTRATION AND LEGISLATION 

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK           | 16 

NOTE 
 

 

 

situations, group norms, cultural values, and interpersonal 
interactions. Unlike general psychology, which focuses on 
internal mental processes, social psychology emphasizes the 
role of society in shaping behaviour. 

● This unit discussed the meaning and definitions of social 
psychology, highlighting its interdisciplinary nature and its 
relationship with psychology, sociology, anthropology, and 
social work. The objectives of social psychology include 
understanding, predicting, and modifying social behaviour, 
promoting social adjustment, and addressing social 
problems. 

● The nature of social psychology was explained through its 
scientific, social, individual-centred, dynamic, 
interdisciplinary, and applied characteristics. The scope of 
social psychology includes areas such as social perception, 
attitudes, social influence, group dynamics, interpersonal 
relationships, and socialization. 

● Major theoretical perspectives such as behaviourist, cognitive, 
psychoanalytic, humanistic, and socio-cultural approaches 
were discussed, along with the contributions of key thinkers 
like Allport, Lewin, Festinger, and Bandura. The unit also 
examined the importance of social psychology in 
understanding individual and group behaviour, reducing 
social conflict, and promoting positive social change. 

● Finally, the relevance of social psychology to social work 
practice was emphasized, particularly in social casework, 
group work, community organization, and social action. The 
Indian socio-cultural context highlighted the role of social 
psychology in understanding diversity, social identity, family 
systems, and media influence. Thus, social psychology forms 
a vital foundation for professional social work education and 
practice. 

1.8 GLOSSARY 

● Social Psychology: Scientific study of individual behaviour 
in social contexts 

● Social Behaviour: Behaviour influenced by the presence of 
others 

● Social Influence: Change in behaviour due to social pressure 

● Attitude: Learned predisposition to respond favourably or 
unfavourably 

● Social Cognition: Mental processes involved in 
understanding others 

● Group Dynamics: Study of behaviour within groups 

● Conformity: Adjustment of behaviour to group norms 
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● Prejudice: Negative attitude towards a social group 

● Socialization: Process of learning social norms and values 

● Persuasion: Process of changing attitudes through 
communication 

1.9 ANSWERS TO CHECK YOU PROGRESS – 
POSSIBLE ONE 

1. Answer: b) Study of how people’s thoughts, feelings, and 
behaviour are influenced by others. 
Social psychology examines how social situations and the presence 
or influence of other people affect an individual’s thoughts, feelings, 
and behaviour. 

2. Answer: True. 
Social psychology examines individual behaviour in relation to 
social influence, including the actual, imagined, or implied 
presence of others. 

3. Answer: 
Two objectives of social psychology are: 

• To understand how social situations influence individual 
behaviour.  

• To study the factors that shape people’s thoughts, feelings, 
attitudes, and interactions with others.  

4. Answer: 
Two areas within the scope of social psychology are: 

• Social interaction: Study of how people communicate and 
behave with one another.  

• Attitudes and social influence: Study of how attitudes are 
formed and how individuals influence one another. 
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Social Work. Pearson. 
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1.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. Social psychology primarily studies: 
a) Mental disorders 
b) Individual behaviour in isolation 
c) Social behaviour of individuals 
d) Cultural history 

2. Who defined social psychology as the scientific study of 
social influence? 
a) Freud 
b) Skinner 
c) Gordon Allport 
d) Pavlov 

3. The main unit of analysis in social psychology is: 
a) Society 
b) Institution 
c) Individual 
d) Culture 

4. Which of the following is a field of social psychology? 
a) Social cognition 
b) Neuroanatomy 
c) Genetics 
d) Physiology 

5. Social psychology is important in social work because it: 
a) Focuses only on theory 
b) Ignores social environment 
c) Helps understand client behaviour 
d) Studies only institutions 

 

B. Short answer type question 

1. Name one contributor to social psychology. 

2. What is attitude? 

3. Define socialization. 

4. What is conformity? 

5. What is social perception 
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6. Explain the concept of self-determination in social 
work. 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Define social psychology and explain its objectives. 

2. Discuss the nature of social psychology in detail. 

Part 3 

D. Long answer type question (answer in 300 words) 

3. Examine the scope of social psychology with suitable 
examples. 

4. Explain the importance of social psychology in social work 
practice. 

5. Discuss the relevance of social psychology in the Indian socio-
cultural context. 

  



SOCIAL WELFARE ADMINISTRATION AND LEGISLATION 

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK           | 20 

NOTE 
 

 

 

 

 

 

 



 BASIC SOCIAL PSYCHOLOGICAL PROCESSES – LEARNING, SOCIALIZATION, MOTIVATION AND ATTITUDE  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK      | 21  

NOTE 
 

 

 

UNIT 2  
BASIC SOCIAL 

PSYCHOLOGICAL 
PROCESSES – LEARNING, 

SOCIALIZATION, 
MOTIVATION AND 

ATTITUDE 
STRUCTURE: 

2.1 Introduction 

2.2 Objective 

2.3 Community Organization: Meaning and Purpose  

 2.3.1  Purpose of Community Organizations 

2.4 Principles of Community Organization 

2.5 Role in Social Work 

2.6 Sense of organization in community practice 

2.7 Summary 

2.8 Glossary 

2.9 Answers to check you progress – possible one 

2.10 Suggested readings - OER 

2.11 Reference 

2.12 Exercise 

2.13 Feedback form 

2.1 INTRODUCTION  

Human behaviour is not random or accidental. It develops through 
continuous interaction between biological factors, psychological 
processes, and social influences. Social psychology seeks to explain 
these influences through the study of basic social psychological 
processes. These processes shape how individuals learn, internalize 
social norms, develop motives, and form attitudes. 

Learning, socialization, motivation, and attitude are fundamental 
processes that determine how individuals adapt to society and 
function within social groups. These processes are interrelated and 
operate throughout the life span. For social work professionals, 
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understanding these processes is essential for analysing client 
behaviour and designing effective interventions. 

This unit examines the major social psychological processes that 
influence human behaviour, with particular emphasis on their 
relevance to social work practice. 

 

2.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and nature of learning as a social 
process 

● Explain the process of socialization and its agents 

● Describe motivation and its role in social behaviour 

● Understand the concept, components, and formation of 
attitudes 

● Apply these processes in social work practice 

 

2.3 LEARNING AS A SOCIAL 
PSYCHOLOGICAL PROCESS 

Learning is a fundamental process through which behaviour is 
acquired and modified. In social psychology, learning is understood 
not only as an individual process but also as a social phenomenon 
influenced by interaction with others. 

Meaning of Learning 

Learning can be defined as a relatively permanent change in 
behaviour that occurs as a result of experience and interaction with 
the environment. 

Learning involves: 

● Acquisition of new behaviour 

● Modification of existing behaviour 

● Influence of social environment 

Social learning occurs when individuals observe, imitate, and 
internalize behaviours exhibited by others. 

Nature of Learning 

The nature of learning can be understood through the following 
characteristics: 

● Learning is continuous and lifelong 

● Learning involves experience and practice 

● Learning leads to behavioural change 
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● Learning is influenced by social environment 

In social contexts, learning is shaped by family, peers, educational 
institutions, and media. 

Theories of Learning Relevant to Social Behaviour 

Learning theories explain how behaviour is acquired and 
maintained. Several theories are particularly relevant to social 
psychology. 

Classical Conditioning 

Classical conditioning, proposed by Ivan Pavlov, explains learning 
through association between stimuli. 

Key features: 

● Learning occurs through association 

● Behaviour is involuntary 

● Environmental stimuli play a major role 

Classical conditioning helps explain emotional responses such as 
fear, anxiety, and phobias. 

Operant Conditioning 

Operant conditioning, proposed by B.F. Skinner, explains learning 
through reinforcement and punishment. 

● Behaviour followed by reward is strengthened 

● Behaviour followed by punishment is weakened 

This theory is widely applied in behaviour modification programmes 
in social work practice. 

Social Learning Theory 

Social learning theory, proposed by Albert Bandura, emphasizes 
learning through observation and imitation. 

Key concepts include: 

● Observation 

● Imitation 

● Modeling 

● Reinforcement 

Social learning theory explains how individuals acquire social 
behaviour by observing role models such as parents, teachers, and 
peers. 

Learning and Social Behaviour 

Learning plays a crucial role in shaping social behaviour. 

● Social norms are learned through interaction 

● Values and beliefs are acquired through social learning 
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● Behavioural patterns are reinforced socially 

Understanding learning processes helps social workers design 
effective behaviour change interventions. 

Application of Learning in Social Work Practice 

In social work, learning principles are applied in various settings. 

● Behaviour modification programmes 

● Counseling and rehabilitation 

● Child development interventions 

● Community awareness programmes 

By understanding learning processes, social workers can facilitate 
positive behavioural change. 

2.4 SOCIALIZATION AS A SOCIAL 
PSYCHOLOGICAL PROCESS 

Socialization is one of the most important social psychological 
processes through which an individual becomes a functioning 
member of society. It is the process by which individuals learn the 
norms, values, attitudes, roles, and behaviour patterns that are 
acceptable in their society. 

Socialization begins at birth and continues throughout the life span. 
It enables individuals to internalize social expectations and develop 
a social identity. Without socialization, social life would not be 
possible, as individuals would lack shared norms and values. 

 

Meaning and Definition of Socialization 

Socialization can be defined as the lifelong process through which 
individuals acquire the culture of their society. 

According to E.S. Bogardus, 
“Socialization is the process of learning to live in society.” 

According to Horton and Hunt, 
“Socialization is the process by which the individual internalizes the 
norms and values of society and develops a sense of self.” 

These definitions emphasize that socialization involves: 

● Learning social norms and values 

● Development of self and identity 

● Interaction with social environment 

Nature and Characteristics of Socialization 

The nature of socialization can be understood through the following 
characteristics: 

Lifelong Process 
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Socialization does not end with childhood. Individuals continue to 
learn new roles and behaviours throughout their lives, such as 
becoming a worker, parent, or senior citizen. 

Continuous and Dynamic 

Socialization is a continuous process that changes with social 
environment, culture, and life experiences. 

Both Conscious and Unconscious 

Some aspects of socialization are learned consciously through 
instruction, while others are learned unconsciously through 
observation and imitation. 

Culture-Specific 

Socialization varies across cultures. Behaviour considered 
acceptable in one culture may not be acceptable in another. 

Process of Socialization 

The process of socialization involves several stages through which 
individuals learn and internalize social norms. 

Primary Socialization 

Primary socialization occurs during early childhood, mainly within 
the family. It is the most crucial stage, as it forms the foundation of 
personality development. 

During this stage, children learn: 

● Language 

● Basic values and norms 

● Emotional responses 

Secondary Socialization 

Secondary socialization occurs outside the family, mainly through 
schools, peer groups, and community institutions. 

In this stage, individuals learn: 

● Social roles 

● Discipline and cooperation 

● Formal rules and regulations 

Adult Socialization 

Adult socialization involves learning new roles and responsibilities 
during adulthood, such as marriage, employment, and parenthood. 

Anticipatory Socialization 

Anticipatory socialization refers to learning behaviours and roles in 
preparation for future positions or roles. 

 



 COMMUNITY ORGANIZATIONS AND SOCIAL OPERATIONS  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK           | 26 

NOTE 
 

 

 

Agents of Socialization 

Agents of socialization are individuals or institutions that transmit 
culture and social norms. 

Family 

The family is the primary and most influential agent of socialization. 
It provides emotional support and teaches basic values, beliefs, and 
behaviour patterns. 

The family influences: 

● Language development 

● Gender roles 

● Moral values 

School 

Schools play a crucial role in secondary socialization. They teach 
formal knowledge as well as social skills such as discipline, 
cooperation, and competition. 

Schools also promote social integration and citizenship. 

Peer Groups 

Peer groups influence attitudes, behaviour, and identity, especially 
during adolescence. 

Peers contribute to: 

● Social acceptance 

● Development of independence 

● Formation of self-concept 

Mass Media 

Mass media plays an increasingly important role in socialization by 
shaping attitudes, beliefs, and behaviour. 

Media influences: 

● Social values 

● Lifestyle choices 

● Political opinions 

Religion 

Religion transmits moral values, ethical principles, and social 
norms. It plays a significant role in shaping behaviour and belief 
systems. 

Socialization plays a key role in personality development. 
● It shapes self-concept and identity 
● It influences emotional development 
● It affects social behaviour 
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Through socialization, individuals learn how to behave appropriately 
in different social situations. 

Understanding socialization is essential for social work practice. 

● Helps understand client behaviour 

● Explains social adjustment issues 

● Supports rehabilitation and resocialization 

Social workers often work with individuals who have experienced 
inadequate or faulty socialization, such as children at risk or 
marginalized groups. 

2.5 MOTIVATION AS A SOCIAL PSYCHOLOGICAL 
PROCESS 

Motivation is the driving force behind human behaviour. It refers to 
the internal and external factors that stimulate individuals to act in 
particular ways. In social psychology, motivation is understood not 
merely as an individual process but as one that is deeply influenced 
by social and cultural factors. 

Human behaviour is purposeful and goal-oriented. Motivation 
explains why individuals initiate actions, persist in activities, and 
direct their behaviour towards specific goals. For social work 
practice, understanding motivation is essential for facilitating 
behaviour change and promoting social adjustment. 

Meaning and Definition of Motivation 

Motivation can be defined as the process that energizes, directs, and 
sustains behaviour. 

According to Woodworth, 

“Motivation is a state within the organism that impels or drives 
behaviour.” 

According to McClelland, 

“Motivation refers to the desire or need that directs behaviour towards 
a goal.” 

These definitions highlight that motivation: 

● Activates behaviour 

● Directs behaviour towards goals 

● Sustains behaviour over time 

Nature and Characteristics of Motivation 

The nature of motivation can be understood through the following 
characteristics: 

Motivation is Internal 

Motivation originates within the individual in the form of needs, 
desires, or drives. 
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Motivation is Goal-Oriented 

Motivated behaviour is directed towards achieving specific goals, 
such as security, recognition, or self-fulfilment. 

Motivation is Dynamic 

Motivation changes with time, situation, and life circumstances. 

Motivation is Influenced by Social Environment 

Social factors such as family expectations, cultural values, peer 
influence, and societal norms significantly affect motivation. 

Types of Motivation 

Motivation can be classified into various types based on its source 
and nature. 

Intrinsic Motivation 

Intrinsic motivation arises from within the individual. It involves 
engaging in an activity for its own satisfaction or enjoyment. 

Examples: 

● Pursuing education for personal growth 

● Helping others out of empathy 

Intrinsic motivation is considered more stable and long-lasting. 

Extrinsic Motivation 

Extrinsic motivation arises from external rewards or incentives. 

Examples: 

● Working for salary 

● Studying for grades or recognition 

Extrinsic motivation plays a significant role in organizational and 
educational settings. 

Positive and Negative Motivation 

● Positive motivation encourages behaviour through rewards 
and incentives. 

● Negative motivation discourages behaviour through fear of 
punishment or negative consequences. 

Both forms influence behaviour, but positive motivation is generally 
more effective for long-term behaviour change. 

Theories of Motivation 

Several theories explain the motivational basis of human behaviour. 

 

Maslow’s Hierarchy of Needs 

Maslow proposed that human needs are arranged in a hierarchy: 
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1. Physiological needs 

2. Safety needs 

3. Social needs 

4. Esteem needs 

5. Self-actualization 

According to Maslow, lower-level needs must be satisfied before 
higher-level needs become dominant. 

Relevance to Social Work: 

Maslow’s theory helps social workers prioritize client needs and 
design appropriate interventions. 

McClelland’s Theory of Needs 

McClelland identified three major social motives: 

● Need for Achievement 

● Need for Power 

● Need for Affiliation 

These needs influence behaviour in social and organizational 
settings. 

Drive Reduction Theory 

This theory suggests that behaviour is motivated by the desire to 
reduce internal tension caused by unmet needs. 

Socio-Cultural Determinants of Motivation 

Motivation is shaped by social and cultural factors. 

● Cultural values influence goals and aspirations 

● Family expectations shape achievement motivation 

● Social status and economic conditions affect motivation 

In Indian society, motivation is often influenced by collective values, 
family responsibilities, and social expectations. 

Role of Motivation in Social Behaviour 

Motivation influences: 

● Achievement and performance 

● Social participation 

● Cooperation and competition 

● Persistence in goal pursuit 

Understanding motivation helps explain variations in individual and 
group behaviour. 

Application of Motivation in Social Work Practice 

Motivation plays a key role in social work interventions. 
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● Encouraging behavioural change 

● Supporting rehabilitation programmes 

● Enhancing participation in community initiatives 

Social workers use motivational techniques to empower clients and 
promote self-reliance. 

2.6 ATTITUDE AS A SOCIAL PSYCHOLOGICAL 
PROCESS 

Attitude is a central concept in social psychology because it 
significantly influences social behaviour. Attitudes determine how 
individuals perceive social situations, evaluate people and events, 
and respond to social issues. In social work practice, attitudes play 
a critical role in shaping behaviour related to caste, gender, 
disability, poverty, health, and social justice. 

Attitudes are not inborn; they are learned through social interaction, 
experience, and socialization. Once formed, attitudes tend to be 
relatively stable, though they can change under certain conditions. 

An attitude can be defined as a learned tendency to evaluate an 
object, person, group, or idea in a favourable or unfavourable 
manner. 

According to G.W. Allport, 

“An attitude is a mental and neural state of readiness, organized 
through experience, exerting a directive or dynamic influence upon the 
individual’s response to all objects and situations with which it is 
related.” 

According to Thurstone, 

“Attitude is the degree of positive or negative affect associated with 
some psychological object.” 

These definitions indicate that attitudes: 

● Are learned through experience 

● Involve evaluation (positive or negative) 

● Influence behaviour 

Components of Attitude 

Attitudes consist of three interrelated components, commonly 
referred to as the ABC Model of Attitude. 

Cognitive Component 

The cognitive component refers to beliefs, thoughts, and knowledge 
about an object or situation. 

Example: 
Belief that education improves social mobility. 
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Affective Component 

The affective component refers to feelings or emotions associated 
with the attitude object. 

Example: 
Feeling proud of one’s profession or community. 

Behavioural Component 

The behavioural component refers to the tendency to act in a 
particular way towards the attitude object. 

Example: 
Supporting educational programmes or volunteering for social 
causes. 

Characteristics of Attitudes 

Attitudes possess certain distinctive characteristics. 

Learned 

Attitudes are acquired through socialization, learning, and 
experience. 

Relatively Stable 

Once formed, attitudes tend to persist over time, although they are 
not completely rigid. 

Directional 

Attitudes are either positive, negative, or neutral towards an object. 

Intensity 

Attitudes vary in strength or intensity. 

Influence Behaviour 

Attitudes guide and influence behaviour, though behaviour may not 
always reflect attitude due to situational factors. 

Formation of Attitudes 

Attitudes are formed through multiple social and psychological 
processes. 

Family Influence 

Family plays a major role in attitude formation by transmitting 
values, beliefs, and norms. 

Peer Groups 

Peers influence attitudes during adolescence and early adulthood 
through acceptance and social interaction. 

 

Education and Institutions 
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Schools, colleges, and institutions shape attitudes through 
curriculum and social interaction. 

Media Influence 

Mass media influences attitudes by shaping opinions, beliefs, and 
perceptions through repeated exposure. 

Personal Experience 

Direct experiences significantly influence attitude formation, 
especially emotional experiences. 

Functions of Attitudes 

Attitudes serve important functions in human behaviour. 

Knowledge Function 

Attitudes help individuals organize and interpret information. 

Ego-Defensive Function 

Attitudes protect self-esteem and reduce anxiety. 

Value-Expressive Function 

Attitudes allow individuals to express core values and beliefs. 

Instrumental Function 

Attitudes help individuals achieve rewards and avoid punishments. 

Attitude Change 

Attitudes can change under certain conditions. 

Factors influencing attitude change include: 

● Persuasion 

● Credibility of source 

● Emotional appeal 

● Social pressure 

Attitude change is central to social reform and behaviour change 
programmes. 

Relevance of Attitude in Social Work Practice 

Understanding attitudes is crucial for social workers. 

● Helps identify prejudice and bias 

● Supports attitude change interventions 

● Enhances counselling and advocacy 

Social workers actively work to change negative attitudes related to 
gender, caste, disability, and mental health. 

ACTIVITY 
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Activity Title: Understanding Social Psychological Processes in 
Everyday Life 

Objectives: 

• Identify the role of learning in shaping social behaviour.  

• Examine the importance of socialization in personality and 
behaviour development.  

• Recognize the role of motivation in influencing human 
behaviour.  

• Relate attitudes to individual thoughts, feelings, and actions.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of everyday social 
situations. 

Procedure/Steps: 

1. Recall one behaviour or habit you learned from family, 
friends, school, or society.  

2. Identify the social influences that contributed to its 
development.  

3. Think of one goal that motivates you and identify the factors 
influencing your motivation.  

4. Identify one attitude you hold towards a person, group, or 
social issue.  

5. Discuss how learning, socialization, motivation, and attitude 
are interconnected in shaping behaviour.  

Outcome: 
The learner will be able to recognize and relate the basic social 
psychological processes of learning, socialization, motivation, and 
attitude to everyday behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which process refers to the development of behaviour, values, 
and norms through interaction with society? 

a) Motivation 
b) Socialization 
c) Attitude 
d) Perception 

B. True/False 

2. Motivation influences the direction and intensity of an 
individual's behaviour toward achieving a goal. 

True / False 

C. Short Answer Questions 
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3. What is meant by learning in social psychology? 

4. What is an attitude? 

 

2.7 SUMMARY 

● This unit examined the basic social psychological processes 
that shape human behaviour and social functioning. Learning 
was discussed as a fundamental process through which 
behaviour is acquired and modified through experience and 
social interaction. Various theories of learning, including 
classical conditioning, operant conditioning, and social 
learning theory, explained how social behaviour is learned 
and reinforced. 

● Socialization was examined as a lifelong process through 
which individuals internalize social norms, values, and roles. 
The stages and agents of socialization, such as family, school, 
peer groups, media, and religion, were discussed, highlighting 
their role in personality development and social adjustment. 

● Motivation was analysed as the driving force behind 
behaviour, influenced by internal needs and external social 
factors. Different types of motivation and major theories, such 
as Maslow’s hierarchy of needs and McClelland’s theory, were 
explained along with their relevance to social behaviour and 
social work practice. 

● Finally, attitude was discussed as a key social psychological 
concept influencing perception, evaluation, and behaviour. 
The components, formation, functions, and change of 
attitudes were analysed, emphasizing their importance in 
social reform and professional social work interventions. 
Together, these processes provide a comprehensive 
understanding of human behaviour in social contexts. 

2.8 GLOSSARY 

● Learning: Relatively permanent change in behaviour due to 
experience 

● Socialization: Process of learning social norms and values 

● Motivation: Internal and external forces that energize 
behaviour 

● Intrinsic Motivation: Motivation arising from internal 
satisfaction 

● Extrinsic Motivation: Motivation driven by external rewards 

● Attitude: Learned predisposition to respond positively or 
negatively 

● Social Learning: Learning through observation and imitation 
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● Reinforcement: Consequence that strengthens behaviour 

● Self-Concept: Individual’s perception of self 

● Persuasion: Process of attitude change through 
communication 

2.9 ANSWERS TO CHECK YOU PROGRESS – 
POSSIBLE ONE 

1. Answer: b) Socialization 
Socialization is the process through which individuals acquire 
social values, norms, roles, and patterns of behaviour through 
interaction with others. 
2. Answer: True. 
Motivation provides direction and energy to behaviour and 
encourages individuals to work toward particular goals. 
3. Answer: 
Learning in social psychology refers to the process through which 
individuals acquire or modify behaviours, knowledge, skills, and 
responses through experience and interaction with their social 
environment. 
4. Answer: 
An attitude is a relatively stable tendency to think, feel, or behave 
positively or negatively toward a person, object, group, or issue. 
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2.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

Sr. 
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1. Learning is best defined as: 
a) Temporary change in behaviour 
b) Permanent change due to heredity 
c) Relatively permanent change due to experience 
d) Behaviour without experience 

2. Primary socialization mainly occurs in: 
a) School 
b) Peer group 
c) Family 
d) Workplace 

3. According to Maslow, which need is at the highest level? 
a) Safety need 
b) Social need 
c) Esteem need 
d) Self-actualization 

4. Which component of attitude refers to feelings? 
a) Cognitive 
b) Affective 
c) Behavioural 
d) Social 

5. Attitudes are primarily: 
a) Inborn 
b) Learned 
c) Genetic 
d) Biological 

B. Short answer type question 

1. Who proposed social learning theory? 
2. What is operant conditioning? 
3. Define motivation. 
4. What is attitude? 
5. Name one function of attitude. 

Part 2 

C. Long answer type question (answer in 200 words) 
1. Explain learning as a social psychological process and discuss 

its relevance to social work. 
2. Describe the process of socialization and explain the role of 

various agents of socialization. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Discuss the concept of motivation and examine the major 
theories of motivation. 

2. Explain the concept of attitude and discuss its components 
and formation. 
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3. Examine the relevance of basic social psychological processes 
in social work practice. 

UNIT 3 
PERSONALITY AND HUMAN 
BEHAVIOUR – CONCEPTS, 

APPROACHES, 
DETERMINANTS AND 

BEHAVIOURAL PROBLEMS 
AT VARIOUS STAGES OF 

DEVELOPMENT 
STRUCTURE 

3.1  Introduction 

3.2  Objective 

3.3  Historical Development: Global and Indian Perspectives 

3.4  Foundations of Community Organization 

3.5  Significance of Community Organization in Social Work 

3.6  Summary  

3.7  Glossary 

3.8  Answers to check your progress 

3.9  Suggested Readings 

3.10  References 

3.11    Exercise 

3.1 INTRODUCTION  

Every individual is unique in terms of thinking, feeling, and 
behaving. These unique and relatively stable patterns of behaviour 
are referred to as personality. Personality influences how 
individuals perceive the world, interact with others, cope with stress, 
and adapt to social situations. In social psychology, the study of 
personality is essential for understanding human behaviour within 
social contexts. 

Personality does not develop in isolation. It is shaped by biological 
factors, psychological processes, and social influences such as 
family, culture, education, and life experiences. Human behaviour, 
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therefore, is a result of the interaction between personality traits and 
environmental conditions. 

For social work professionals, understanding personality and 
behaviour is crucial. Social workers deal with individuals across 
different life stages who exhibit diverse behavioural patterns, 
emotional responses, and coping mechanisms. Knowledge of 
personality helps social workers assess client needs, understand 
behavioural problems, and design appropriate interventions. 

This unit focuses on the concept of personality, major approaches to 
personality, determinants of personality development, and 
behavioural problems at different stages of human development. 

 

3.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of personality 

● Explain major approaches to the study of personality 

● Identify determinants of personality development 

● Understand the relationship between personality and 
behaviour 

● Explain behavioural problems at various stages of 
development 

● Apply personality concepts in social work practice 

 

3.3 MEANING AND CONCEPT OF PERSONALITY 

The term personality is derived from the Latin word persona, which 
means mask. In ancient times, actors used masks to represent 
different roles. Over time, the term came to represent the distinctive 
characteristics of an individual. 

Personality refers to the organized and dynamic set of characteristics 
that influence an individual’s behaviour, thoughts, and emotions. 

Personality is not limited to outward appearance or behaviour. It 
includes internal processes such as motives, attitudes, values, and 
emotional patterns. 

 

Definitions of Personality 

Various psychologists have defined personality from different 
perspectives. 

According to Gordon Allport, 
“Personality is the dynamic organization within the individual of those 
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psychophysical systems that determine his unique adjustments to the 
environment.” 

According to Eysenck, 
“Personality is the sum total of actual or potential behaviour patterns 
of the organism, as determined by heredity and environment.” 

According to Cattell, 
“Personality is that which permits a prediction of what a person will 
do in a given situation.” 

From these definitions, it is clear that personality: 

● Is dynamic and organized 

● Includes both physical and psychological aspects 

● Determines behaviour and adjustment 

● Is shaped by heredity and environment 

Nature and Characteristics of Personality 

Personality has certain key characteristics that distinguish it from 
other psychological concepts. 

Uniqueness 

Each individual has a unique personality. Even twins raised in 
similar environments develop differences in personality due to 
individual experiences. 

Consistency 

Personality shows a degree of consistency across time and 
situations. While behaviour may change according to circumstances, 
underlying personality traits remain relatively stable. 

Dynamic Nature 

Personality is not static. It develops and changes over time due to 
learning, experience, and social interaction. 

Integrated Structure 

Personality is an integrated system of traits, habits, attitudes, 
values, and emotional patterns that function together. 

Social Expression 

Personality is expressed through social behaviour such as 
communication, interaction, and relationships. 

Relationship Between Personality and Human Behaviour 

Personality and behaviour are closely related but not identical. 
Personality refers to enduring characteristics, whereas behaviour 
refers to observable actions. 

● Personality influences how individuals respond to situations 

● Behaviour reflects personality in interaction with 
environment 
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● Same personality trait may lead to different behaviours in 
different contexts 

Understanding this relationship helps social workers avoid labeling 
clients solely based on behaviour and instead focus on underlying 
personality factors. 

The study of personality is important for social work practice for 
several reasons: 

● Helps understand individual differences among clients 

● Assists in assessment and diagnosis of behavioural problems 

● Supports planning of personalized interventions 

● Enhances empathy and professional effectiveness 

Social workers work with clients facing emotional, behavioural, and 
social difficulties. Understanding personality enables more ethical 
and effective practice. 

3.4 APPROACHES TO THE STUDY OF 
PERSONALITY 

Psychologists have explained personality from different theoretical 
perspectives. Each approach focuses on specific aspects of human 
behaviour and personality development. No single approach can 
fully explain personality; therefore, an integrated understanding is 
essential, especially for social work practice. 

Psychoanalytic Approach to Personality 

The psychoanalytic approach was proposed by Sigmund Freud. It 
emphasizes the role of unconscious processes, early childhood 
experiences, and inner conflicts in shaping personality. 

Structure of Personality 

Freud proposed three components of personality: 

● Id: Primitive, instinctive part governed by the pleasure 
principle 

● Ego: Rational part governed by the reality principle 

● Superego: Moral component representing societal values 

Human behaviour results from the interaction among these three 
components. 

Role of Unconscious Mind 

According to Freud, much of human behaviour is influenced by 
unconscious desires and conflicts that are not accessible to 
conscious awareness. 

Importance of Childhood Experiences 

Freud emphasized that early childhood experiences play a crucial 
role in personality development. 
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Merits: 

● Highlighted unconscious processes 

● Emphasized emotional development 

Limitations: 

● Lack of scientific evidence 

● Overemphasis on sexuality 

3.5 DIFFERENT APPROACHES TO PERSONALITY 

Behaviourist Approach to Personality 

The behaviourist approach focuses on observable behaviour rather 
than internal mental processes. It emphasizes learning and 
environmental influence. 

Key Contributors 

● John B. Watson 

● B.F. Skinner 

Basic Assumptions 

● Behaviour is learned through conditioning 

● Environment shapes personality 

● Internal mental states are not the focus 

Personality is seen as a collection of learned behaviour patterns. 

Merits: 

● Scientific and objective 

● Useful in behaviour modification 

Limitations: 

● Ignores internal processes 

● Oversimplifies human behaviour 

 

Trait Approach to Personality 

The trait approach focuses on identifying and measuring stable 
personality traits. 

Gordon Allport 

Allport classified traits into: 

● Cardinal traits 

● Central traits 

● Secondary traits 

Raymond Cattell 
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Cattell identified 16 personality factors using factor analysis. 

Hans Eysenck 

Eysenck proposed three dimensions: 

● Extraversion–Introversion 

● Neuroticism–Stability 

● Psychoticism 

Merits: 

● Focus on measurement 

● Predictive value 

Limitations: 

● Neglects situational influence 

● Descriptive rather than explanatory 

Humanistic Approach to Personality 

The humanistic approach emphasizes free will, self-concept, and 
personal growth. 

Carl Rogers 

Rogers focused on: 

● Self-concept 

● Self-esteem 

● Unconditional positive regard 

Abraham Maslow 

Maslow emphasized self-actualization as the highest level of 
personality development. 

Merits: 

● Positive view of human nature 

● Emphasis on personal growth 

Limitations: 

● Difficult to test scientifically 

● Subjective approach 

Social Learning Approach to Personality 

The social learning approach combines behaviourist and cognitive 
elements. 

Albert Bandura 

Bandura emphasized: 

● Observational learning 

● Modeling 



 BASIC SOCIAL PSYCHOLOGICAL PROCESSES – LEARNING, SOCIALIZATION, MOTIVATION AND ATTITUDE  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK      | 43  

NOTE 
 

 

 

● Self-efficacy 

Personality develops through interaction between individual, 
behaviour, and environment. 

Merits: 

● Integrates cognition and behaviour 

● Applicable in social learning contexts 

Limitations: 

● Less focus on emotions 

Comparative Overview of Personality Approaches 

 

Approach Focus Key 
Thinker 

Key Limitation 

Psychoanalytic Unconscious 
conflicts 

Freud Lack of empirical 
support 

Behaviourist Learned 
behaviour 

Skinner Ignores inner 
processes 

Trait Stable traits Allport Neglects situation 

Humanistic Self-growth Rogers Subjective 

Social 
Learning 

Observation & 
cognition 

Bandura Limited emotional 
focus 

 

Different personality approaches help social workers: 

● Understand diverse client behaviour 

● Choose suitable intervention strategies 

● Avoid rigid labeling of clients 

An integrated approach is most useful in social work practice. 

3.5.1 DETERMINANTS OF PERSONALITY 

Personality does not develop due to a single factor. It is the outcome 
of continuous interaction between biological, psychological, and 
social forces. These forces are known as the determinants of 
personality. Understanding these determinants helps social workers 
analyse why individuals behave differently under similar 
circumstances. 

The major determinants of personality include: 

● Biological factors 

● Psychological factors 

● Social and cultural factors 

● Environmental influences 
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Biological Determinants of Personality 

Biological factors play a significant role in shaping personality, 
especially during early development. 

Heredity 

Heredity refers to the genetic characteristics inherited from parents. 
These include physical traits such as height, body structure, facial 
features, and certain mental abilities. 

Heredity influences: 

● Temperament 

● Intelligence 

● Emotional reactivity 

Although heredity provides the biological foundation, it does not 
completely determine personality. Environmental factors interact 
with heredity to shape personality development. 

Nervous System and Endocrine Glands 

The functioning of the nervous system affects behaviour and 
emotional responses. Individuals with sensitive nervous systems 
may be more reactive, while others may be more emotionally stable. 

Endocrine glands, such as the thyroid and adrenal glands, influence 
emotional balance, energy levels, and stress response, thereby 
affecting personality traits. 

Physical Appearance and Health 

Physical appearance and health status can influence personality 
development. Chronic illness or physical disability may affect self-
esteem, social interaction, and emotional well-being. 

Social reactions to physical appearance also shape self-concept and 
behaviour. 

Psychological Determinants of Personality 

Psychological factors refer to internal processes that influence 
personality development. 

Intelligence 

Intelligence influences how individuals perceive situations, solve 
problems, and adapt to their environment. Higher cognitive abilities 
may enhance confidence and coping skills. 

Emotions and Emotional Regulation 

Emotional patterns play a crucial role in personality development. 
Individuals who can regulate emotions effectively tend to exhibit 
adaptive behaviour, while poor emotional regulation may lead to 
behavioural problems. 
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Motivation and Needs 

Motivation directs behaviour and influences personality traits such 
as ambition, perseverance, and resilience. Unmet needs may lead to 
frustration and maladaptive behaviour. 

Self-Concept 

Self-concept refers to an individual’s perception of self. Positive self-
concept leads to confidence and social competence, while negative 
self-concept may result in withdrawal or aggression. 

Social and Cultural Determinants of Personality 

Social and cultural environment plays a dominant role in personality 
formation. 

Family Environment 

The family is the primary socializing agent and has a strong 
influence on personality development. 

Family influences include: 

● Parenting style 

● Emotional climate 

● Family values and beliefs 

Supportive families promote healthy personality development, while 
dysfunctional family environments may lead to emotional and 
behavioural problems. 

School and Education 

Educational institutions shape personality by promoting discipline, 
cooperation, achievement, and social interaction. Teacher 
expectations and peer relations significantly influence self-esteem 
and motivation. 

Peer Groups 

Peer groups become increasingly influential during adolescence. 
They affect attitudes, behaviour, identity formation, and social skills. 

Peer acceptance or rejection has a strong impact on emotional 
development. 

Culture and Society 

Culture determines norms, values, beliefs, and acceptable behaviour 
patterns. Cultural expectations influence personality traits such as 
independence, conformity, assertiveness, and collectivism. 

In Indian society, personality development is strongly influenced by 
family orientation, respect for authority, and community values. 

Environmental Determinants of Personality 

Environmental factors such as socio-economic status, 
neighbourhood, and exposure to stress also influence personality. 
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● Poverty may lead to stress and insecurity 

● Urbanization may influence lifestyle and behaviour 

● Exposure to violence may affect emotional stability 

These factors interact with individual characteristics to shape 
personality. 

 

Interaction of Heredity and Environment 

Personality is not the result of heredity or environment alone but 
their interaction. 

● Heredity provides potential 

● Environment determines expression 

For example, a child with high intellectual potential may not develop 
fully without a supportive environment. 

 

Determinants of Personality and Social Work Practice 

Understanding personality determinants helps social workers: 

● Assess client problems holistically 

● Avoid blaming individuals for circumstances beyond their 
control 

● Design environment-sensitive interventions 

This perspective promotes ethical and empathetic social work 
practice. 

ACTIVITY 

Activity Title: Exploring Personality and Behaviour Across 
Developmental Stages 

Objectives: 

• Identify the basic concepts of personality and human 
behaviour.  

• Examine major approaches to understanding personality.  

• Recognize the biological, psychological, and social 
determinants of behaviour.  

• Identify common behavioural problems associated with 
different stages of development.  

• Relate personality development to experiences and 
environmental influences.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of developmental 
stages and behavioural situations. 

Procedure/Steps: 
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1. Select any one developmental stage, such as childhood, 
adolescence, adulthood, or old age.  

2. List two common behavioural characteristics associated with 
that stage.  

3. Identify possible biological, psychological, and social factors 
influencing those behaviours.  

4. Discuss how personality may develop or change through 
experiences and social interactions.  

5. Identify one possible behavioural problem at the selected 
stage and suggest a suitable way of addressing it.  

Outcome: 
The learner will be able to relate personality, human behaviour, their 
determinants, and behavioural problems to different stages of 
human development. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is an important determinant of human 
behaviour? 

a) Biological factors 
b) Psychological factors 
c) Social and environmental factors 
d) All of the above 

B. True/False 

2. Personality remains completely unchanged throughout an 
individual's life. 

True / False 

C. Short Answer Questions 

3. What is meant by personality? 

4. Mention any two behavioural problems that may occur during 
adolescence. 

 

3.6 SUMMARY 

● This unit examined personality and human behaviour as 
central concepts in understanding individual differences and 
social adjustment. Personality was explained as a dynamic 
and organized pattern of characteristics that influence 
behaviour, thoughts, and emotions. Various definitions 
highlighted personality as an outcome of interaction between 
biological potential and environmental influences. 
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● Major approaches to personality—psychoanalytic, 
behaviourist, trait, humanistic, and social learning—were 
discussed to provide a comprehensive theoretical 
understanding. Each approach contributed unique insights 
into personality development, while also having certain 
limitations. An integrated approach was emphasized as most 
suitable for social work practice. 

● The unit further analysed the determinants of personality, 
including biological, psychological, social, cultural, and 
environmental factors. The interaction between heredity and 
environment was highlighted to explain individual differences 
in behaviour and adjustment. 

3.7 GLOSSARY 

● Personality: Dynamic organization of characteristics 
influencing behaviour 

● Trait: Stable characteristic of personality 

● Self-Concept: Individual’s perception of self 

● Heredity: Genetic transmission of traits 

● Behavioural Problem: Maladaptive behaviour interfering 
with adjustment 

● Adolescence: Transitional stage between childhood and 
adulthood 

● Social Learning: Learning through observation and imitation 

● Self-Efficacy: Belief in one’s ability to perform tasks 

● Temperament: Inborn behavioural tendencies 

● Adjustment: Ability to adapt to social environment 

3.8 ANSWERS TO CHECK YOU PROGRESS –  

1. Answer: d) All of the above 
Human behaviour is influenced by biological, psychological, social, 
and environmental factors, which interact with one another. 

2. Answer: False 
Although personality has relatively stable characteristics, it can 
develop and change through experiences, relationships, learning, 
and environmental influences. 

3. Answer: 
Personality refers to the relatively consistent pattern of thoughts, 
feelings, attitudes, and behaviours that distinguishes one 
individual from another. 

4. Answer: 
Two behavioural problems that may occur during adolescence are 
aggressive behaviour and social withdrawal. Other problems may 
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include anxiety, defiance, risk-taking behaviour, and difficulties in 
adjustment. 
 

3.9 SUGGESTED READINGS – OER 

3.10 REFERENCES 

Richmond, M. (1917). Social Diagnosis. Russell Sage Foundation. 

Hollis, F. (1964). Casework: A Psychosocial Therapy. Random House. 

Friedlander, W. A. (1977). Concepts and Methods of Social Work. 
Prentice Hall. 

Skidmore, R. et al. (2006). Introduction to Social Work. Pearson. 

3.11 EXERCISE 

Part 1 

A. Multiple choice questions: 

1.  The term persona refers to: 
a) Behaviour 
b) Mask 
c) Character 
d) Trait 

2. Who proposed the trait theory of personality? 
a) Freud 
b) Skinner 
c) Allport 
d) Watson 

3. Which approach emphasizes observational learning? 
a) Psychoanalytic 
b) Behaviourist 
c) Social learning 
d) Humanistic 

4. Behavioural problems in adolescence are often influenced 
by: 
a) Peer pressure 
b) Genetics only 
c) Physical health only 
d) Climate 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
655 
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5. Personality is best understood as: 
a) Fixed and unchanging 
b) Entirely hereditary 
c) Dynamic and organized 
d) Only social 

Answers with Explanations: 

B. Short answer type question 

1. Who proposed the psychoanalytic approach? 

2. What is heredity? 

3. Name one agent influencing personality development. 

4. What is adolescence? 

5. What is behavioural problem? 

 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Define personality and discuss its major characteristics. 

2. Explain the psychoanalytic and behaviourist approaches to 
personality. 

3. Discuss the major determinants of personality development. 

 

 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Examine behavioural problems during adolescence and the 
role of social work intervention. 

2. Explain the importance of understanding personality and 
behaviour in social work practice. 
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UNIT 4 
MIND AND PSYCHOLOGY – 

CONSCIOUS, 
SUBCONSCIOUS AND 

UNCONSCIOUS MIND; EGO 
AND MORAL MIND 

STRUCTURE 

4.1  Introduction 

4.2  Objective 

4.3  Planning and Development   

  4.3.1 Evolution 

          4.3.2     Why does it matter? 

          4.3.3     Components of Community Development 

4.4  Models and Approaches to Development 

4.5  Role of Social Workers 

4.6  Summary 

4.7  Glossary 

4.8  Check your Progress answers 

4.9  Suggested Readings 

4.10 References 

4.11   Exercises 

4.12   Feedback Form 

4.1 INTRODUCTION  

The human mind plays a central role in shaping behaviour, 
emotions, thoughts, and personality. In psychology and social 
psychology, understanding the structure and functioning of the 
mind is essential for explaining human behaviour, mental processes, 
and social adjustment. The mind is not a single, uniform entity; 
rather, it consists of different levels of awareness that influence 
behaviour in distinct ways. 

Concepts such as the conscious, subconscious, and unconscious 
mind help explain why individuals behave rationally at times and 
irrationally at others. Similarly, the ego and moral mind regulate 
behaviour by balancing personal desires with social expectations 
and ethical values. These concepts are especially relevant in social 
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work practice, where professionals deal with individuals 
experiencing emotional conflicts, maladjustment, stress, and 
behavioural problems. 

This unit explores the structure of the mind, the levels of 
consciousness, and the role of ego and moral mind in regulating 
behaviour, with particular reference to their relevance in social 
psychology and social work. 

4.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of mind in psychology 

● Explain the conscious, subconscious, and unconscious levels 
of the mind 

● Understand the role of ego in personality and behaviour 

● Explain the concept of moral mind and conscience 

● Apply concepts of mind to social work practice 

4.3 CONCEPT AND MEANING OF MIND 

The mind refers to the totality of mental processes involved in 
perception, thinking, feeling, remembering, and decision-making. It 
is the psychological apparatus through which individuals experience 
and interpret the world. 

The mind cannot be directly observed but is inferred through 
behaviour, speech, emotions, and actions. Psychologists study the 
mind to understand how internal processes influence external 
behaviour. 

Different schools of psychology conceptualize the mind differently: 

● Behaviourists focus on observable behaviour 

● Cognitive psychologists focus on mental processes 

● Psychoanalytic theorists emphasize unconscious processes 

4.3.1 Nature of the Human Mind 

The nature of the human mind can be understood through the 
following characteristics: 

Dynamic Nature 

The mind is dynamic and constantly active. Thoughts, emotions, and 
perceptions continuously change in response to internal and 
external stimuli. 

Complex Structure 

The mind consists of multiple levels of awareness and functions that 
interact with each other. 
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Influence on Behaviour 

The mind directly influences behaviour, decision-making, emotional 
responses, and social interaction. 

Social and Cultural Influence 

The functioning of the mind is shaped by social experiences, cultural 
norms, and learning. 

4.3.2 Importance of Studying the Mind in Social 
Psychology 

Understanding the mind is essential in social psychology for several 
reasons: 

● Helps explain motivation and emotion 

● Explains conflicts between desire and social norms 

● Aids in understanding maladaptive behaviour 

● Supports effective counselling and intervention 

Social psychology emphasizes understanding how internal mental 
processes interact with social environment to shape behaviour. 

 Relevance of the Study of Mind in Social Work 

For social workers, understanding the mind is crucial in practice. 

● Helps assess emotional and behavioural problems 

● Aids in counselling and therapeutic intervention 

● Supports understanding of trauma, stress, and conflict 

● Promotes empathetic and ethical practice 

Social workers often deal with clients whose behaviour is influenced 
by unconscious conflicts, suppressed emotions, or moral dilemmas. 

4.3.3 Conscious Mind 

The conscious mind refers to the level of awareness in which an 
individual is fully aware of thoughts, feelings, perceptions, and 
actions at a given moment. It is the part of the mind that deals with 
present experiences and immediate reality. 

The conscious mind enables individuals to think rationally, make 
decisions, communicate, and interact purposefully with their social 
environment. 

Meaning of Conscious Mind 

The conscious mind includes all mental activities of which an 
individual is aware at any particular time. These activities include 
sensations, perceptions, thoughts, feelings, and voluntary actions. 

For example, when an individual reads a book, listens to a lecture, 
or makes a decision, these activities take place in the conscious 
mind. 
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Characteristics of the Conscious Mind 

The conscious mind has the following characteristics: 

● Awareness: It involves awareness of thoughts and actions 

● Rationality: It enables logical thinking and reasoning 

● Voluntary Control: Behaviour under conscious mind is 
largely voluntary 

● Reality-Oriented: It deals with the present reality 

● Limited Capacity: It can handle only a limited amount of 
information at a time 

Functions of the Conscious Mind 

The conscious mind performs several important functions: 

● Perception of external stimuli 

● Logical thinking and reasoning 

● Decision-making and problem-solving 

● Voluntary action and communication 

● Regulation of social behaviour 

Through the conscious mind, individuals evaluate situations and 
respond appropriately according to social norms. 

Role of Conscious Mind in Social Behaviour 

The conscious mind plays a key role in social interaction. 

● Enables socially acceptable behaviour 

● Helps control impulses 

● Facilitates communication and cooperation 

● Supports moral and ethical decision-making 

In social work practice, strengthening conscious awareness helps 
clients reflect on behaviour and make informed choices. 

Subconscious Mind 

The subconscious mind lies just below the level of consciousness. It 
consists of thoughts, feelings, memories, and experiences that are 
not in immediate awareness but can be easily brought to 
consciousness when required. 

The subconscious acts as a bridge between the conscious and 
unconscious mind. 

Meaning of Subconscious Mind 

The subconscious mind stores past experiences, learned behaviours, 
habits, and emotional responses that are not currently in awareness 
but influence behaviour. 
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For example, habits such as driving a vehicle or writing are 
controlled by the subconscious mind once learned. 

 

Characteristics of the Subconscious Mind 

The subconscious mind has the following characteristics: 

● Stores memories and learned behaviour 

● Influences habits and routines 

● Operates automatically 

● Can be accessed with effort or cues 

● Influences emotions and reactions 

Functions of the Subconscious Mind 

The subconscious mind performs several important functions: 

● Retention of past experiences 

● Formation of habits 

● Automatic responses to familiar situations 

● Emotional conditioning 

It helps individuals function efficiently without conscious effort in 
routine activities. 

4.8.4 Role of Subconscious Mind in Behaviour 

The subconscious mind significantly influences behaviour. 

● Shapes habits and attitudes 

● Influences emotional reactions 

● Affects confidence and self-esteem 

● Contributes to behavioural patterns 

For example, a person’s fear of public speaking may be rooted in 
subconscious memories of past failures. 

Relationship Between Conscious and Subconscious Mind 

The conscious and subconscious mind function in coordination. 

● Conscious mind sets goals and intentions 

● Subconscious mind supports execution through habits and 
memory 

● Repeated conscious actions become subconscious habits 

This interaction explains how learning and behaviour change occur 
over time. 
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Comparison Between Conscious and Subconscious Mind 

Basis Conscious 
Mind 

Subconscious Mind 

Awareness Fully aware Not immediately aware 

Control Voluntary Automatic 

Focus Present reality Past experiences 

Capacity Limited Broad storage 

Role Decision-
making 

Habit formation 

 

Relevance of Conscious and Subconscious Mind in Social 
Work 

Understanding these levels of mind helps social workers: 

● Identify habitual behaviour patterns 

● Address emotional reactions rooted in past experiences 

● Support behaviour modification and counselling 

● Promote self-awareness and coping skills 

Interventions often aim to bring subconscious patterns into 
conscious awareness for positive change. 

Unconscious Mind 

The unconscious mind refers to that part of the mind which contains 
thoughts, feelings, desires, impulses, and memories that are not 
accessible to conscious awareness but significantly influence 
behaviour. These mental contents are often hidden because they are 
painful, socially unacceptable, or anxiety-producing. 

The concept of the unconscious mind was systematically developed 
by Sigmund Freud, who emphasized that much of human behaviour 
is governed by unconscious motives rather than conscious 
intentions. 

Meaning of Unconscious Mind 

The unconscious mind consists of mental material that is actively 
kept out of conscious awareness. Unlike the subconscious mind, 
which can be easily accessed, the unconscious mind contains deeply 
repressed experiences and impulses. 

Examples include: 

● Repressed childhood memories 

● Unacceptable desires 

● Traumatic experiences 
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● Deep-seated fears and conflicts 

Although individuals are not aware of these contents, they influence 
behaviour indirectly. 

Characteristics of the Unconscious Mind 

The unconscious mind has several distinctive characteristics: 

● Lack of Awareness: Contents are not directly accessible to 
consciousness 

● Emotional Intensity: Contains emotionally charged material 

● Timelessness: Past experiences remain active without a 
sense of time 

● Symbolic Expression: Expresses itself through dreams, slips 
of the tongue, and behaviour 

● Influence on Behaviour: Strongly affects actions, emotions, 
and attitudes 

Functions of the Unconscious Mind 

The unconscious mind performs important psychological functions: 

● Stores repressed memories and desires 

● Protects the individual from anxiety 

● Influences personality and behaviour 

● Shapes emotional reactions 

By keeping disturbing material out of awareness, the unconscious 
mind helps individuals function, though it may also cause conflict. 

4.4 MECHANISMS ASSOCIATED WITH THE 
UNCONSCIOUS MIND 

Certain psychological mechanisms are closely linked to the 
functioning of the unconscious mind. 

Repression 

Repression is the process by which unacceptable thoughts, 
impulses, or memories are pushed into the unconscious. 

For example, a traumatic childhood experience may be repressed to 
avoid emotional pain, but it may reappear in indirect ways such as 
anxiety or irrational fear. 

 

Suppression 

Suppression involves consciously pushing unwanted thoughts out 
of awareness. Unlike repression, suppression is a conscious process. 

 

Projection 
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Projection occurs when individuals attribute their own unacceptable 
feelings or desires to others. 

Sublimation 

Sublimation refers to the redirection of unacceptable impulses into 
socially acceptable activities, such as art, work, or service. 

Role of the Unconscious Mind in Human Behaviour 

The unconscious mind influences behaviour in several ways: 

● Shapes personality traits 

● Influences emotional reactions 

● Contributes to habits and compulsions 

● Affects interpersonal relationships 

Many seemingly irrational behaviours can be explained by 
unconscious conflicts and unresolved emotional issues. 

Unresolved unconscious conflicts may lead to behavioural problems 
such as: 

● Anxiety disorders 

● Phobias 

● Psychosomatic symptoms 

● Aggression or withdrawal 

Understanding the unconscious mind helps professionals address 
the root causes of such problems rather than focusing only on 
symptoms. 

In social psychology, the unconscious mind explains: 

● Hidden biases and prejudices 

● Implicit attitudes 

● Emotional reactions in social situations 

Unconscious processes influence social judgement and behaviour 
without conscious awareness. 

Understanding the unconscious mind is highly relevant for social 
work practice. 

● Helps in counselling and psychotherapy 

● Aids in understanding trauma and maladjustment 

● Supports empathetic client assessment 

● Guides long-term intervention strategies 

Social workers often encounter clients whose behaviour is influenced 
by unresolved unconscious conflicts, requiring sensitive and 
informed intervention. 
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4.5 CONCEPT OF EGO 

The concept of the ego originates from the psychoanalytic theory of 
Sigmund Freud. The ego is the rational and executive component of 
personality that mediates between instinctual desires and social 
reality. While the id seeks immediate gratification and the superego 
demands moral perfection, the ego operates according to the reality 
principle, finding realistic and socially acceptable ways to satisfy 
needs. 

The ego develops gradually as the individual learns to interact with 
the external world. It plays a crucial role in decision-making, 
problem-solving, and self-control. 

Meaning of Ego 

The ego can be defined as the organized, rational part of personality 
that deals with reality. It balances the demands of the id, the 
superego, and external circumstances. 

In everyday terms, the ego helps individuals: 

● Think logically 

● Delay gratification 

● Control impulses 

● Adapt to social norms 

Characteristics of the Ego 

The ego has several important characteristics: 

● Reality-Oriented: It evaluates what is practical and possible 

● Rational: It uses reasoning and logic 

● Adaptive: It helps individuals adjust to their environment 

● Conscious and Unconscious Elements: Parts of the ego 
operate both consciously and unconsciously 

● Mediator Role: It mediates between internal desires and 
external reality 

Functions of the Ego 

The ego performs vital psychological functions: 

● Regulates instinctual impulses 

● Makes decisions based on reality 

● Maintains balance between desires and morality 

● Protects the individual from anxiety 

● Facilitates social adjustment 

A strong ego enables individuals to cope effectively with stress and 
conflict. 
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Ego and Defence Mechanisms 

To manage anxiety arising from conflicts between the id, ego, and 
superego, the ego employs defence mechanisms. These are 
unconscious strategies that protect the individual from 
psychological distress. 

Common defence mechanisms include: 

● Repression 

● Denial 

● Projection 

● Rationalization 

● Regression 

● Sublimation 

While defence mechanisms are normal and necessary, excessive use 
may lead to maladjustment. 

Ego Strength and Personality Adjustment 

Ego strength refers to the ego’s ability to manage internal conflicts 
and external demands effectively. 

● Strong ego: Leads to emotional stability and adaptive 
behaviour 

● Weak ego: Results in impulsivity, anxiety, and poor 
adjustment 

Ego strength is influenced by early childhood experiences, parenting 
style, and social environment. 

ACTIVITY 

Activity Title: Exploring the Levels of Mind 

Objectives: 

• Identify the concepts of conscious, subconscious, and 
unconscious mind.  

• Differentiate between the major levels of mental processes.  

• Examine the role of the ego and moral mind in human 
behaviour.  

• Relate mental processes to everyday thoughts, decisions, and 
actions.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of everyday thoughts 
and behaviours. 

Procedure/Steps: 

1. Recall a recent decision or action that you made consciously.  
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2. Identify a habit or routine behaviour that you perform with 
little conscious thought.  

3. Think of a situation where emotions or hidden feelings 
influenced your behaviour.  

4. Discuss how the ego helps an individual deal with reality and 
social situations.  

5. Identify an example where moral considerations influenced a 
decision.  

Outcome: 
The learner will be able to distinguish between different levels of the 
mind and relate the concepts of ego and moral mind to everyday 
human behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which part of the mind is primarily associated with thoughts 
and experiences that are currently within one's awareness? 

a) Unconscious mind 
b) Conscious mind 
c) Subconscious mind 
d) Moral mind 

B. True/False 

2. The unconscious mind refers to mental processes that are 
outside ordinary conscious awareness. 

True / False 

C. Short Answer Questions 

3. Differentiate between the conscious and unconscious mind. 

4. What is the role of the ego and moral mind in human 
behaviour? 

4.6 SUMMARY 

● This unit examined the concept of mind and its role in 
shaping human behaviour and social adjustment. The mind 
was understood as a dynamic system of mental processes that 
influence perception, thinking, emotion, and action. The 
study of mind is essential in social psychology because it 
explains how internal processes interact with social 
environment to shape behaviour. 

● The unit discussed the conscious mind as the level of 
awareness responsible for rational thinking, decision-making, 
and voluntary behaviour. The subconscious mind was 
explained as a storehouse of memories, habits, and learned 
responses that influence behaviour automatically. The 
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unconscious mind was analysed as a powerful level of mental 
functioning containing repressed desires, conflicts, and 
emotionally charged experiences that influence behaviour 
indirectly. 

● Further, the unit examined the role of the ego as the rational 
mediator that balances instinctual impulses with social 
reality. The moral mind (superego) was explained as the 
internalized system of moral values, conscience, and ideals 
that guide ethical behaviour. The interaction among different 
levels of mind and personality structures explains conflict, 
adjustment, and maladjustment in human behaviour. 

● Overall, the unit highlighted that understanding the mind is 
fundamental for social psychology and social work practice, 
particularly in counselling, behaviour modification, and 
psychosocial intervention. 

4.7 GLOSSARY 

● Mind: Totality of mental processes involved in thinking, feeling, 
and behaviour 

● Conscious Mind: Level of awareness of current thoughts and 
actions 

● Subconscious Mind: Storehouse of memories and habits below 
conscious awareness 

● Unconscious Mind: Repository of repressed desires and conflicts 
● Ego: Rational part of personality dealing with reality 
● Moral Mind (Superego): Internalized system of moral values and 

conscience 
● Repression: Unconscious blocking of painful thoughts 
● Defence Mechanism: Strategy used by ego to reduce anxiety 
● Conscience: Moral judgment of right and wrong 
● Reality Principle: Guiding principle of the ego 

4.8 ANSWERS TO CHECK YOU PROGRESS  

1. Answer: b) Conscious mind 
The conscious mind includes thoughts, perceptions, feelings, and 
experiences of which an individual is currently aware. 

2. Answer: True. 
The unconscious mind involves mental processes, memories, 
impulses, and feelings that are generally outside immediate 
conscious awareness. 

3. Answer: 
The conscious mind consists of thoughts, feelings, and 
experiences that an individual is aware of at a particular moment. 
The unconscious mind includes mental processes and experiences 
that operate outside ordinary conscious awareness and may 
influence behaviour. 
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4. Answer: 
The ego helps an individual balance personal desires with the 
demands of reality and social situations. The moral mind, often 
associated with the superego in psychoanalytic theory, represents 
internalized values, standards, and moral principles that guide 
behaviour. 

4.9– OER 

Payne, M. (2014). Modern Social Work Theory. Oxford University 
Press. 

Skidmore, R., Thackeray, M., & Farley, O. (2006). Introduction to 
Social Work. Pearson. 

Desai, M. (2006). Ideologies and Social Work. Rawat Publications. 

4.10 REFERENCES 

4.11 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. The conscious mind deals primarily with: 
a) Repressed desires 
b) Past memories 
c) Present awareness 
d) Moral values 

2. Which level of mind stores habits and learned responses? 
a) Conscious 
b) Subconscious 
c) Unconscious 
d) Moral mind 

3. The unconscious mind was emphasized by: 
a) Skinner 
b) Rogers 
c) Freud 
d) Bandura 

4. The ego functions according to the: 
a) Pleasure principle 
b) Moral principle 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
656 
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c) Reality principle 
d) Emotional principle 

5. The moral mind primarily develops through: 
a) Heredity 
b) Physical growth 
c) Socialization 
d) Biological maturation 

B. Short answer type question 

1. What is conscious mind? 

2. Define subconscious mind. 

3. What is unconscious mind? 

4. Explain ego in brief. 

5. What is moral mind? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Explain the concept of mind and discuss its importance in 
social psychology. 

2. Describe the conscious, subconscious, and unconscious 
mind with suitable examples. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the role of ego in regulating human behaviour. 

2. Discuss the concept of moral mind and its development. 

3. Examine the relevance of understanding mind and 
personality structures in social work practice. 
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Psychology plays an important role in understanding individuals, groups and 
communities involved in social work practice. This block focuses on the application 
of psychological concepts to social work and human relationships. It begins by 
explaining the importance of psychology in social work practice and how 
psychological knowledge helps social workers understand behaviour, emotions, 
attitudes and individual differences. The block also introduces defence mechanisms 
and explains how individuals psychologically respond to difficult situations, anxiety 
and emotional conflicts. Attitude is discussed in terms of its meaning, characteristics, 
formation and content, highlighting its influence on perception and behaviour. The 
block further examines motivation, including inspiration, the need for motivation and 
the socio-cultural factors that influence human motivation. These concepts are 
particularly useful for understanding client behaviour and developing effective 
intervention strategies. By studying this block, learners will develop a better 
understanding of psychological factors that influence individual responses, 
relationships and social adjustment. 
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UNIT 5  
IMPORTANCE OF 

PSYCHOLOGY IN SOCIAL 
WORK PRACTICE 

STRUCTURE:  

5.1  Introduction 

5.2  Objective 

5.3  Procedural perspective of community organization  

5.4     Community organization performing system 

       5.4.1       Functional areas and challenges of performing system 

5.5  Community welfare and employment 

5.6     Community councils: Structure and Function 

5.7  Summary 

5.8  Glossary 

5.9  Answers to check you progress – possible one 

5.10 Suggested readings - OER 

5.11 Reference 

5.12 Exercise 

5.1 INTRODUCTION  

Social work is a professional discipline that focuses on helping 
individuals, groups, and communities to enhance their social 
functioning and well-being. Human behaviour is at the core of social 
work practice, and psychology provides the scientific understanding 
necessary to interpret, predict, and influence such behaviour. 
Without a sound knowledge of psychology, social work practice 
would remain incomplete and ineffective. 

Psychology helps social workers understand how individuals think, 
feel, behave, and react to their social environment. It explains the 
internal processes that influence behaviour, such as perception, 
emotion, motivation, learning, and personality. Since social workers 
deal with people facing stress, conflict, maladjustment, trauma, and 
behavioural problems, psychological knowledge becomes essential 
for assessment, intervention, and evaluation. 

This unit focuses on the importance of psychology in social work 
practice and explains how psychological principles enhance 
professional competence and effectiveness in various methods of 
social work. 
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5.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the relationship between psychology and social 
work 

● Explain the importance of psychology in understanding 
human behaviour 

● Analyse the role of psychology in different methods of social 
work 

● Apply psychological principles in social work practice 

● Appreciate psychology as a foundation discipline for social 
work 

5.3 RELATIONSHIP BETWEEN PSYCHOLOGY AND 
SOCIAL WORK 

Psychology and social work are closely related disciplines. Both focus 
on understanding and improving human behaviour and well-being. 
However, while psychology primarily studies mental processes and 
behaviour, social work applies this knowledge in real-life social 
situations. 

Psychology provides theoretical frameworks and scientific 
explanations, whereas social work translates these insights into 
practical interventions. The relationship between psychology and 
social work can be understood as complementary and 
interdependent. 

Psychology as a Foundation of Social Work 

Psychology is considered one of the foundation disciplines of social 
work because it provides essential knowledge about human 
behaviour and mental processes. Social work education includes 
psychology to equip professionals with the skills required to 
understand client behaviour holistically. 

Psychological concepts such as learning, motivation, personality, 
emotions, attitudes, and adjustment form the basis of social work 
assessment and intervention. 

Importance of Psychology in Understanding Human 
Behaviour 

Understanding human behaviour is central to social work practice. 
Psychology helps social workers analyse behaviour scientifically 
rather than relying on assumptions or moral judgments. 

Psychology explains: 
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● Why individuals behave differently in similar situations 

● How emotions influence behaviour 

● How past experiences shape present actions 

● How stress and conflict affect mental health 

This understanding enables social workers to respond 
empathetically and effectively to client needs. 

Role of Psychology in Understanding Individual 
Differences 

Individuals differ in personality, intelligence, emotional stability, 
coping skills, and motivation. Psychology helps social workers 
recognize and respect these differences. 

Understanding individual differences helps in: 

● Avoiding stereotyping 

● Personalizing interventions 

● Enhancing client strengths 

● Promoting self-esteem and empowerment 

Social workers use psychological insights to design interventions 
that suit individual needs and capacities. 

Psychology and Social Adjustment 

Adjustment refers to the process by which individuals adapt to their 
social environment. Psychology explains the factors that promote or 
hinder adjustment, such as stress, frustration, conflict, and coping 
mechanisms. 

Social workers use psychological principles to: 

● Help clients cope with life changes 

● Reduce maladjustment 

● Promote emotional stability 

● Enhance problem-solving skills 

Relevance of Psychology in Professional Social Work 
Practice 

Psychology enhances professional competence in social work by 
providing tools for assessment, diagnosis, and intervention. 

It helps social workers: 

● Understand client problems in depth 

● Identify emotional and behavioural issues 

● Select appropriate intervention strategies 

● Evaluate outcomes of social work practice 
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Thus, psychology strengthens the scientific and ethical foundation 
of social work. 

5.4 ROLE OF PSYCHOLOGY IN SOCIAL 
CASEWORK 

Social casework is a method of social work that focuses on helping 
individuals and families to solve personal and social problems. 
Psychology plays a vital role in social casework by providing an 
understanding of individual behaviour, emotions, personality, and 
coping mechanisms. 

Through psychological knowledge, social workers are able to assess 
client problems more accurately and plan appropriate interventions. 

Psychological Understanding of the Client 

Psychology helps social workers understand clients as unique 
individuals with distinct personality traits, emotional patterns, and 
behavioural tendencies. 

It assists in: 

● Understanding emotional reactions 

● Identifying behavioural problems 

● Recognizing coping strengths and weaknesses 

● Interpreting client responses 

This understanding prevents judgmental attitudes and promotes 
empathetic practice. 

Assessment and Diagnosis 

Psychological concepts are essential in the assessment phase of 
social casework. 

Social workers use psychology to: 

● Identify emotional and behavioural issues 

● Understand the impact of stress and trauma 

● Recognize maladjustment and mental health concerns 

● Analyse personality and motivation 

Accurate assessment helps in planning effective intervention 
strategies. 

Understanding Client Problems in Totality 

Psychology enables social workers to understand client problems 
holistically by considering: 

● Emotional factors 

● Cognitive patterns 

● Behavioural responses 
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● Past experiences 

Client problems are rarely isolated; they are often interconnected 
with psychological and social factors. 

5.4.1 ROLE OF PSYCHOLOGY IN COUNSELLING 

Counselling is an integral part of social work practice. Psychological 
principles form the foundation of counselling processes and 
techniques. 

Building the Client–Worker Relationship 

Psychology emphasizes the importance of a strong client–worker 
relationship based on trust, empathy, and acceptance. 

Key psychological principles involved include: 

● Empathy 

● Active listening 

● Unconditional positive regard 

● Respect for individuality 

A healthy relationship facilitates open communication and client 
participation. 

Understanding Emotions and Feelings 

Psychology helps social workers understand client emotions such as 
anxiety, fear, anger, guilt, and depression. 

Recognizing emotional states helps in: 

● Providing emotional support 

● Reducing distress 

● Encouraging expression of feelings 

This is especially important in crisis intervention and trauma 
counselling. 

Motivation and Behaviour Change 

Psychology explains how motivation influences behaviour change. 
Social workers use motivational techniques to help clients set goals 
and work towards positive change. 

Understanding motivation helps in: 

● Enhancing client participation 

● Overcoming resistance 

● Sustaining behaviour change 

Psychological Principles in Casework Practice 

Several psychological principles guide effective casework practice. 
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Principle of Individualization 

Psychology emphasizes that every individual is unique. Social 
workers apply this principle by tailoring interventions to individual 
client needs. 

Principle of Acceptance 

Acceptance involves respecting the client without judgment. 
Psychological understanding helps social workers accept clients as 
they are. 

 Principle of Self-Determination 

Psychology supports the idea that clients have the right and ability 
to make their own decisions. Social workers encourage self-reliance 
and empowerment. 

Principle of Controlled Emotional Involvement 

Psychological insight helps social workers balance empathy with 
professional objectivity. 

Psychology and Problem-Solving in Social Casework 

Problem-solving is a core function of social casework. Psychology 
helps in: 

● Identifying underlying causes of problems 

● Exploring alternative solutions 

● Strengthening coping skills 

● Enhancing decision-making abilities 

Psychological understanding ensures that problem-solving is 
realistic and client-centred. 

Relevance of Psychology in Casework with Special Groups 

Psychology is particularly important when working with special 
groups such as: 

● Children and adolescents 

● Persons with disabilities 

● Individuals with mental health issues 

● Victims of abuse and trauma 

5.5 ROLE OF PSYCHOLOGY IN SOCIAL 
GROUP WORK 

Social group work is a method of social work that focuses on helping 
individuals improve social functioning through purposeful group 
experiences. Psychology provides the theoretical base for 
understanding group behaviour, interpersonal relationships, and 
emotional processes within groups. 



 IMPORTANCE OF PSYCHOLOGY IN SOCIAL WORK PRACTICE  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK      | 75  

NOTE 
 

 

 

Group work is not merely bringing people together; it involves 
understanding how individuals behave in groups and how group 
processes influence behaviour. Psychological principles help social 
workers use the group as a medium for growth, change, and social 
adjustment. 

Understanding Group Behaviour through Psychology 
Group behaviour refers to the actions, interactions, and emotional 
responses of individuals within a group setting. Psychology explains 
how individual behaviour changes when people become members of 
a group. 

Key psychological concepts involved include: 

● Conformity 

● Group norms 

● Social influence 

● Group cohesion 

Understanding these concepts helps social workers guide group 
processes effectively. 

Individual Behaviour in Group Situations 
Individuals often behave differently in groups than when alone. 
Group membership influences attitudes, decision-making, and 
behaviour. 

Psychology explains: 

● Why individuals conform to group norms 

● How peer pressure operates 

● How group approval affects self-esteem 

This understanding helps social workers manage group interactions 
constructively. 

Group Dynamics 
Group dynamics refers to the forces operating within a group that 
influence behaviour and relationships. These forces include 
communication patterns, leadership roles, power relations, and 
emotional climate. 

Psychology helps social workers: 

● Identify group roles 

● Manage conflicts 

● Promote cooperation 

● Strengthen group cohesion 

Leadership in Social Group Work 

Leadership plays a crucial role in group functioning. Psychology 
explains different leadership styles and their impact on group 
behaviour. 
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Types of Leadership Styles 

Psychology identifies various leadership styles: 

● Authoritarian leadership: Leader exercises strict control 

● Democratic leadership: Leader encourages participation 

● Laissez-faire leadership: Leader provides minimal guidance 

Research shows that democratic leadership is most effective in social 
group work settings. 

Role of the Group Worker as a Leader 

In social group work, the social worker acts as a facilitator rather 
than an authority figure. 

Psychological understanding helps the worker: 

● Encourage participation 

● Support leadership development within the group 

● Maintain emotional balance 

● Resolve conflicts constructively 

5.6 COMMUNICATION IN GROUP WORK 

Effective communication is essential for successful group work. 
Psychology explains how communication patterns influence group 
interaction and relationships. 

Psychological Aspects of Communication 

Psychology highlights the importance of: 

● Verbal and non-verbal communication 

● Listening skills 

● Emotional expression 

● Feedback 

Understanding these aspects helps social workers promote open and 
respectful communication. 

Barriers to Effective Group Communication 

Psychological barriers to communication include: 
● Prejudice and stereotypes 
● Emotional blocks 
● Fear of rejection 
● Lack of trust 

Social workers use psychological insights to overcome these barriers 
and enhance group interaction. 

Conflict is a natural part of group life. Psychology helps social 
workers understand the causes of conflict and manage it 
constructively. 
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Psychological principles help in: 

● Identifying underlying emotional issues 

● Promoting empathy and understanding 

● Encouraging problem-solving 

● Reducing aggression 

Proper management of conflict strengthens group cohesion. 

Psychology explains the therapeutic benefits of group participation. 

Group work provides: 

● Emotional support 

● Opportunities for social learning 

● Sense of belonging 

● Development of social skills 

Social workers use these therapeutic factors to promote personal 
growth and social adjustment. 

Community organization is a method of social work aimed at 
empowering communities to identify needs, mobilize resources, and 
initiate collective action. Psychology provides crucial insights into 
individual and collective behaviour that shape community 
participation, leadership, resistance, and change. 

Psychological understanding helps social workers interpret 
community responses, motivations, fears, and expectations, 
enabling effective planning and intervention. 

Behaviour change communication (BCC) uses psychological 
principles to promote positive social and health behaviours. 

Psychology contributes to BCC by: 

● Identifying beliefs and misconceptions 

● Tailoring messages to audience needs 

● Using reinforcement and role models 

● Evaluating behavioural outcomes 

BCC is widely used in health, sanitation, education, and social 
welfare programmes. 

Resistance to change is common in community settings. Psychology 
helps social workers understand and manage resistance 
constructively. 

Common psychological causes of resistance include: 

● Fear of loss 

● Mistrust of authorities 

● Cultural beliefs 

● Previous negative experiences 
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Strategies to manage resistance: 

● Participatory planning 

● Transparent communication 

● Gradual change 

● Building trust and rapport 

ACTIVITY 

Activity Title: Applying Psychology in Social Work Practice 

Objectives: 

• Identify the importance of psychological knowledge in social 
work.  

• Examine how psychology helps social workers understand 
human behaviour.  

• Relate psychological principles to assessment and 
intervention.  

• Recognize the role of psychological understanding in building 
effective professional relationships.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of social work 
situations. 

Procedure/Steps: 

1. Consider a social work situation involving a person facing 
family, educational, occupational, or social difficulties.  

2. Identify the possible psychological factors influencing the 
person's behaviour.  

3. Discuss how understanding emotions, personality, 
motivation, and attitudes can help the social worker.  

4. Suggest how psychological knowledge could assist in 
communication and intervention.  

5. Write two ways in which psychology can improve social work 
practice.  

Outcome: 
The learner will be able to apply basic psychological concepts to 
understand individuals and improve assessment, communication, 
and intervention in social work practice. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. How does psychology primarily contribute to social work 
practice? 
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a) By helping social workers understand human behaviour and 
psychological processes 
b) By replacing all social work methods 
c) By focusing only on economic conditions 
d) By eliminating the need for communication 

B. True/False 

2. Psychological knowledge can help social workers understand 
the emotions, behaviour, and needs of individuals and groups. 

True / False 

C. Short Answer Questions 

3. Why is the study of human behaviour important in social work 
practice? 

4. Mention any two ways in which psychology helps social 
workers in their professional practice. 

5.7 SUMMARY 

● This unit examined the importance of psychology as a 
foundational discipline for social work practice. Psychology 
provides scientific understanding of human behaviour, 
emotions, personality, learning, motivation, and adjustment, 
all of which are central to effective social work intervention. 

● The unit highlighted the close relationship between 
psychology and social work, emphasizing how psychological 
knowledge strengthens assessment, diagnosis, counselling, 
and intervention. The role of psychology in social 
caseworkwas discussed with reference to understanding 
individual differences, building therapeutic relationships, 
motivating clients, and supporting behaviour change. 

● Further, the unit explored the application of psychology in 
social group work, explaining group behaviour, group 
dynamics, leadership, communication, and conflict 
management. Psychology was also shown to be essential in 
community organization and social action, where 
understanding motivation, participation, leadership, 
resistance to change, and behaviour change communication 
is critical. 

● Overall, psychology equips social workers with the ability to 
understand people holistically, respond empathetically, and 
design effective, ethical, and sustainable interventions at 
individual, group, and community levels. 

5.8 GLOSSARY 

● Psychology: Scientific study of human behaviour and mental 
processes 
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● Social Casework: Method of social work focusing on 
individuals and families 

● Counselling: Helping process based on understanding 
emotions and behaviour 

● Group Dynamics: Forces influencing behaviour within a 
group 

● Community Organization: Process of mobilizing community 
resources 

● Social Action: Collective effort to bring social change 
● Motivation: Forces that energize and direct behaviour 
● Empathy: Ability to understand others’ feelings 
● Adjustment: Process of adapting to environment 
● Behaviour Change Communication: Use of communication 

to promote positive behaviour 

5.9 ANSWERS TO CHECK YOU PROGRESS  

1. Answer: a) By helping social workers understand human 
behaviour and psychological processes 
Psychology provides social workers with knowledge about 
behaviour, emotions, personality, motivation, relationships, and 
other psychological processes. 

2. Answer: True. 
Understanding psychological processes helps social workers assess 
people's needs and respond more effectively to their problems and 
circumstances. 

3. Answer: 
The study of human behaviour helps social workers understand 
how individuals think, feel, and respond to different social 
situations. This knowledge supports appropriate assessment, 
communication, counselling, and intervention. 

4. Answer: 
Psychology helps social workers by: 

• Improving their understanding of individual behaviour, 
emotions, and motivation.  

• Helping them develop effective communication and 
professional relationships with clients. 

5.10 SUGGESTED READINGS – OER 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
657 
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5.12 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. Psychology is important in social work mainly to: 
a) Study social institutions 
b) Understand human behaviour 
c) Form social policies 
d) Conduct surveys 

2. Which method of social work focuses on individuals and 
families? 
a) Social group work 
b) Community organization 
c) Social casework 
d) Social action 

3. Democratic leadership in groups is preferred because it: 
a) Centralizes power 
b) Discourages participation 
c) Encourages involvement 
d) Eliminates conflict 

4. Behaviour change communication mainly aims to: 
a) Enforce rules 
b) Change attitudes and behaviour 
c) Increase authority 
d) Promote punishment 

5. Psychology helps social workers manage resistance to 
change by: 
a) Ignoring community views 
b) Using force 
c) Understanding fears and motivation 
d) Applying strict control 

Answers with Explanations: 

1-b, 2-c, 3-c, 4-b, 5-c 

B. Short answer type question 

1. Name one method of social work. 



 PSYCHOLOGY IN SOCIAL WORK  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK           | 82 

NOTE 
 

 

 

2. What is social adjustment? 

3. Define motivation. 

4. What is empathy? 

5. What is community participation? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Why is psychology considered a foundation discipline of social 
work? 

2. What is the role of psychology in counselling? 

3. Mention two psychological principles used in social casework. 

4. How does psychology help in understanding group behaviour? 

5. What is behaviour change communication? 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the importance of psychology in social work practice. 

2. Discuss the role of psychology in social casework with 
suitable examples. 

3. Examine the contribution of psychology to social group work. 

4. Explain the role of psychology in community organization and 
social action. 

5. Analyse how psychological principles enhance professional 
competence in social work. 
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UNIT 6  
DEFENCE MECHANISMS 

STRUCTURE:  

6.1  Introduction 

6.2  Objective 

6.3  Phases of Community Organization  

6.4     Purpose and Design 

       6.4.1       Ethical Foundations and Challenges 

6.5     Community Planning Methods 

6.6     Impact and Application of Community Planning 

6.7  Summary 

6.8  Glossary 

6.9  Answers to check you progress – possible one 

6.10 Suggested readings - OER 

6.11 Reference 

6.12 Exercise 

6.1 INTRODUCTION  

Human beings constantly experience internal conflicts arising from 
unmet needs, unacceptable desires, social pressures, moral 
expectations, and stressful life situations. These conflicts often 
create anxiety, tension, and emotional discomfort. To cope with such 
psychological stress, individuals unconsciously adopt certain mental 
strategies known as defence mechanisms. 

Defence mechanisms are psychological processes that protect 
individuals from anxiety and emotional pain by distorting, denying, 
or reshaping reality. They operate largely at the unconscious level 
and help individuals maintain emotional balance and self-esteem. 
While defence mechanisms are a normal part of human functioning, 
excessive or rigid use may lead to maladjustment and behavioural 
problems. 

In social work practice, understanding defence mechanisms is 
essential for interpreting client behaviour accurately. Clients may 
not always express their true feelings openly; instead, these feelings 
may be hidden behind defensive behaviour. This unit explores the 
concept, nature, and significance of defence mechanisms and lays 
the foundation for understanding their role in human behaviour and 
social adjustment. 
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6.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of defence mechanisms 

● Explain the nature and characteristics of defence 
mechanisms 

● Identify the role of defence mechanisms in coping with anxiety 

● Analyse defence mechanisms in relation to behaviour and 
adjustment 

● Apply the understanding of defence mechanisms in social 
work practice 

 

6.3 CONCEPT AND MEANING OF DEFENCE 
MECHANISM 

Defence mechanisms are unconscious psychological strategies used 
by individuals to protect themselves from anxiety, guilt, and 
emotional distress. These mechanisms help individuals deal with 
internal conflicts between desires, moral values, and social 
expectations. 

The concept of defence mechanisms was introduced by Sigmund 
Freud and further developed by Anna Freud. According to 
psychoanalytic theory, defence mechanisms are employed by the ego 
to manage conflicts arising from the demands of the id, the superego, 
and external reality. 

In simple terms, defence mechanisms allow individuals to cope with 
situations that are emotionally difficult or threatening by altering the 
perception of reality. 

According to Sigmund Freud, defence mechanisms are unconscious 
processes that protect the ego from anxiety. 

Anna Freud defined defence mechanisms as methods by which the 
ego protects itself against anxiety arising from unacceptable 
impulses. 

These definitions highlight that defence mechanisms: 

● Operate unconsciously 

● Reduce anxiety and emotional discomfort 

● Protect the ego from psychological harm 

Nature and Characteristics of Defence Mechanisms 

The nature of defence mechanisms can be understood through the 
following characteristics: 
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Unconscious Operation 

Defence mechanisms function at the unconscious level. Individuals 
are usually unaware that they are using them. This lack of 
awareness differentiates defence mechanisms from conscious coping 
strategies. 

Anxiety-Reducing Function 

The primary purpose of defence mechanisms is to reduce anxiety 
caused by internal conflicts or external stressors. They help 
individuals maintain emotional stability. 

Reality Distortion 

Defence mechanisms often involve some degree of distortion or 
denial of reality. This distortion allows individuals to avoid 
confronting painful truths temporarily. 

Universality 

All individuals use defence mechanisms at different times in their 
lives. Their use is not limited to people with psychological disorders. 

Adaptive and Maladaptive Nature 

Some defence mechanisms are adaptive and promote healthy 
adjustment, while others may become maladaptive if used 
excessively or rigidly. 

6.4 ROLE OF DEFENCE MECHANISMS IN HUMAN 
BEHAVIOUR 

Defence mechanisms influence behaviour in subtle and indirect 
ways. They affect how individuals respond to stress, criticism, 
failure, and interpersonal conflict. 

For example: 

● An individual may deny the seriousness of a problem 

● A person may blame others for personal failures 

● Someone may withdraw emotionally to avoid pain 

Such behaviours often reflect underlying defence mechanisms rather 
than conscious choices. 

Defence Mechanisms and Anxiety 

Anxiety arises when individuals face threats to their self-esteem, 
values, or security. Defence mechanisms help manage anxiety by 
reducing awareness of the threatening thoughts or feelings. 

Without defence mechanisms, individuals might feel overwhelmed 
by anxiety, leading to emotional breakdown or severe stress. 

Importance of Studying Defence Mechanisms 

Understanding defence mechanisms is important for several 
reasons: 
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● Helps explain seemingly irrational behaviour 

● Enables accurate assessment of emotional problems 

● Prevents misinterpretation of client responses 

● Supports effective counselling and intervention 

For social workers, recognizing defence mechanisms allows for 
empathetic understanding rather than judgment of client behaviour. 

Relevance of Defence Mechanisms in Social Work Practice 

In social work practice, clients often face stress related to poverty, 
trauma, family conflict, illness, or social exclusion. Defence 
mechanisms help clients cope with these stressors, even though the 
coping may not always be healthy. 

Social workers use knowledge of defence mechanisms to: 

● Understand resistance and denial 

● Build trust with clients 

● Facilitate self-awareness 

● Support healthier coping strategies 

6.4.1 CLASSIFICATION OF DEFENCE 
MECHANISMS 

Defence mechanisms can be classified in various ways based on 
their level of maturity, effectiveness, and impact on personality 
adjustment. While all defence mechanisms serve the purpose of 
reducing anxiety, their outcomes differ significantly. Some promote 
healthy adaptation, whereas others may lead to maladjustment if 
overused. 

Psychologists generally classify defence mechanisms into: 

● Mature defence mechanisms 

● Neurotic defence mechanisms 

● Immature defence mechanisms 

This classification helps social workers assess whether a client’s 
coping style supports or hinders healthy functioning. 

Mature Defence Mechanisms 

Mature defence mechanisms are considered adaptive and socially 
acceptable ways of managing stress and internal conflict. These 
mechanisms allow individuals to face reality while minimizing 
emotional distress. 

Sublimation 

Sublimation involves redirecting unacceptable impulses into socially 
acceptable and constructive activities. 

Examples: 
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● Channeling anger into sports 

● Expressing emotional pain through art or writing 

Significance: 

Sublimation is considered one of the healthiest defence mechanisms 
as it promotes creativity, productivity, and social contribution. 

Suppression 

Suppression is the conscious decision to postpone attention to 
disturbing thoughts or feelings. 

Example: 
A person temporarily setting aside grief to focus on responsibilities. 
Significance: 
Unlike repression, suppression is conscious and often adaptive in 
managing short-term stress. 

Altruism 
Altruism involves dealing with internal conflict by helping others. 
Example: 
A person coping with personal loss by engaging in social service. 
Significance: 
Altruism enhances self-worth and social integration. 

Humor 
Humor allows individuals to express uncomfortable feelings in a 
socially acceptable way. 
Example: 
Making light-hearted jokes about stressful situations. 
Significance: 
Humor reduces tension and promotes emotional resilience. 

Neurotic Defence Mechanisms 
Neurotic defence mechanisms provide temporary relief from anxiety 
but may distort reality to some extent. They are common in everyday 
life but can become problematic if used excessively. 

Repression 
Repression involves unconsciously pushing distressing thoughts or 
memories out of awareness. 
Example: 
Forgetting a traumatic childhood event. 
Significance: 

Repression protects the individual from emotional pain but may lead 
to unresolved conflicts. 

Displacement 

Displacement occurs when emotional responses are redirected from 
a threatening object to a safer substitute. 
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Example: 
Expressing anger at family members after being scolded at work. 

Significance: 
Displacement allows emotional release but may harm relationships. 

Rationalization 

Rationalization involves justifying behaviour or feelings with 
seemingly logical reasons to avoid true explanations. 

Example: 
Blaming failure on external circumstances rather than lack of effort. 

Significance: 
Rationalization protects self-esteem but may prevent self-reflection. 

Reaction Formation 

Reaction formation involves expressing feelings that are opposite to 
one’s true emotions. 

Example: 
Showing excessive friendliness toward someone one dislikes. 

Significance: 
This mechanism masks unacceptable feelings but may cause inner 
tension. 

Immature Defence Mechanisms 

Immature defence mechanisms involve greater distortion of reality 
and are commonly observed in children and individuals experiencing 
emotional distress. Persistent use in adulthood may indicate 
maladjustment. 

Denial 

Denial involves refusing to accept reality or facts that are distressing. 

Example: 
Refusing to accept a medical diagnosis. 

Significance: 
Denial provides immediate relief but interferes with problem-solving. 

Projection 

Projection involves attributing one’s own unacceptable feelings or 
thoughts to others. 

Example: 
Accusing others of hostility when one is actually angry. 

Significance: 
Projection distorts interpersonal relationships. 

Regression 

Regression involves reverting to behaviours characteristic of an 
earlier developmental stage. 
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Example: 
An adult throwing temper tantrums under stress. 

Significance: 
Regression provides comfort but reduces adaptive functioning. 

 

Fantasy 

Fantasy involves retreating into imagination to escape reality. 

Example: 
Daydreaming about success instead of working toward goals. 

Significance: 
Excessive fantasy may lead to avoidance of real-life challenges. 

 

 Normal and Pathological Use of Defence Mechanisms 

Defence mechanisms are not inherently pathological. Their impact 
depends on frequency, intensity, and context of use. 

● Normal use: Temporary and flexible use during stress 

● Pathological use: Rigid, excessive use interfering with 
functioning 

Social workers assess defence mechanisms to determine whether 
they support or hinder adjustment. 

6.5 DEFENCE MECHANISMS AND PERSONALITY 
ADJUSTMENT 

Healthy personality adjustment involves flexible use of mature 
defence mechanisms. Overreliance on immature defences may lead 
to emotional instability, interpersonal conflict, and behavioural 
problems. 

Psychological maturity is reflected in the ability to confront reality, 
manage emotions, and use adaptive coping strategies. 

 

Importance of Classification for Social Work Practice 

Classification of defence mechanisms helps social workers: 

● Interpret client behaviour accurately 

● Avoid blaming or labeling clients 

● Plan appropriate interventions 

● Encourage healthier coping mechanisms 

Understanding the type of defence used provides insight into the 
client’s emotional state and coping capacity. 

Major Defence Mechanisms: Detailed Explanation 
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Defence mechanisms manifest in day-to-day behaviour in subtle 
ways. Understanding them individually helps social workers identify 
underlying emotional conflicts and respond appropriately rather 
than reacting only to surface behaviour. 

Repression 

Repression is the unconscious exclusion of painful or unacceptable 
thoughts, memories, or impulses from conscious awareness. It is 
considered the most fundamental defence mechanism. 

Example: 
A person who experienced childhood abuse may have no conscious 
memory of the event but may experience anxiety or fear without 
knowing the cause. 

Impact on Behaviour: 

● Emotional numbness 

● Anxiety without clear reason 

●  

● Psychosomatic symptoms 

Social Work Relevance: 

Repressed material may emerge during counselling. Social workers 
must handle such situations sensitively to avoid retraumatization. 

 

Denial 

Denial involves refusing to acknowledge reality or facts that are 
distressing or threatening. 

Example: 
A person diagnosed with a serious illness refusing to accept the 
diagnosis. 

Impact on Behaviour: 

● Delay in seeking help 

● Avoidance of responsibility 

● Poor decision-making 

Social Work Relevance: 

Denial is common in crisis situations. Social workers gradually help 
clients confront reality without overwhelming them. 

Projection 

Projection involves attributing one’s own unacceptable thoughts, 
feelings, or motives to others. 

Example: 
A person who is hostile accusing others of being aggressive. 
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Impact on Behaviour: 

● Interpersonal conflict 

● Suspicion and mistrust 

● Distorted perception of others 

Social Work Relevance: 

Projection may appear as blame toward family members or 
institutions. Understanding this helps social workers avoid defensive 
responses. 

 

Displacement 

Displacement involves redirecting emotions from a threatening 
target to a safer substitute. 

Example: 
Expressing anger toward family members after frustration at work. 

Impact on Behaviour: 

● Family conflict 

● Emotional outbursts 

● Misplaced aggression 

Social Work Relevance: 

Social workers help clients recognize true sources of emotion and 
express feelings constructively. 

 

Rationalization 

Rationalization involves providing logical or socially acceptable 
explanations to justify unacceptable behaviour or feelings. 

Example: 
Justifying failure by blaming external circumstances rather than 
personal effort. 

Impact on Behaviour: 

● Avoidance of self-reflection 

● Repeated mistakes 

● False sense of control 

Social Work Relevance: 

Rationalization may block change. Social workers gently challenge 
distortions while preserving client dignity. 

Reaction Formation 

Reaction formation involves behaving in a way that is opposite to 
one’s true feelings. 



 PSYCHOLOGY IN SOCIAL WORK  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 92 

NOTE 
 

 

 

Example: 
Displaying excessive kindness toward someone one actually dislikes. 

Impact on Behaviour: 

● Emotional strain 

● Inauthentic relationships 

● Inner conflict 

Social Work Relevance: 

Recognizing reaction formation helps social workers understand 
inconsistencies between feelings and behaviour. 

 

Regression 

Regression involves reverting to earlier developmental behaviour 
when faced with stress. 

Example: 

An adult crying uncontrollably or becoming dependent under stress. 

Impact on Behaviour: 

● Loss of independence 

● Emotional immaturity 

● Reduced coping ability 

Social Work Relevance: 

Regression is common during trauma or crisis. Supportive 
interventions help clients regain age-appropriate functioning. 

 

Sublimation 

Sublimation involves channeling unacceptable impulses into socially 
productive activities. 

Example: 
Channeling aggression into sports or social activism. 

Impact on Behaviour: 

● Positive emotional expression 

● Personal growth 

● Social contribution 

Social Work Relevance: 

Sublimation is encouraged in therapy and rehabilitation 
programmes. 
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Compensation 

Compensation involves overcoming perceived weaknesses by 
emphasizing strengths. 

Example: 
A person with physical limitations excelling academically. 

Impact on Behaviour: 

● Enhanced self-esteem 

● Achievement motivation 

Social Work Relevance: 

Social workers help clients identify strengths to promote 
empowerment. 

Defence Mechanisms in Daily Life 

Defence mechanisms operate in everyday situations such as: 

● Workplace stress 

● Family conflict 

● Academic pressure 

● Social rejection 

They help individuals cope temporarily but may hinder growth if 
overused. 

 

Defence Mechanisms and Emotional Health 

Balanced use of defence mechanisms supports emotional health. 
Overdependence on immature defences may result in: 

● Anxiety 

● Depression 

● Relationship problems 

Awareness and adaptive coping improve psychological well-being. 

Importance of Understanding Individual Defence Patterns 

Each individual develops a unique pattern of defence mechanisms. 

Understanding these patterns helps social workers: 

● Predict emotional reactions 

● Plan interventions 

● Support behaviour change 

● Strengthen coping skills 
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6.6 DEFENCE MECHANISMS ACROSS THE LIFE 
SPAN 

Defence mechanisms are used throughout the life span, though the 
type and maturity of defences vary with age, development, and life 
experiences. Understanding age-related patterns helps social 
workers assess behaviour in a developmentally appropriate manner. 

Defence Mechanisms in Childhood 

Children commonly use primitive or immature defence mechanisms 
because their ego is still developing. 

Common Defence Mechanisms in Childhood 

● Denial: Refusing to accept unpleasant reality 

● Regression: Reverting to earlier behaviours such as 
bedwetting 

● Fantasy: Escaping into imagination 

Significance 

These mechanisms help children cope with fear, insecurity, and 
separation anxiety. Occasional use is normal, but persistent use 
may indicate emotional problems. 

Role of Social Work 

Social workers: 

● Educate parents on normal developmental behaviour 

● Use play therapy and supportive counselling 

● Address environmental stressors affecting the child 

Defence Mechanisms in Adolescence 

Adolescence is marked by identity formation and emotional 
instability. Defence mechanisms during this stage reflect inner 
conflict and social pressure. 

Common Defence Mechanisms in Adolescence 

● Projection: Blaming others for one’s own feelings. 

● Rationalization: Justifying risky behaviour 

● Reaction Formation: Displaying opposite emotions 

Significance 

These defences help adolescents manage identity confusion, peer 
pressure, and autonomy struggles. 

Role of Social Work 

Social workers: 

● Provide life skills education 
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● Offer counselling and group support 

● Promote healthy emotional expression 

Defence Mechanisms in Adulthood 

Adults generally rely on more mature defence mechanisms, though 
stress may trigger immature defences. 

Common Defence Mechanisms in Adulthood 

● Suppression: Postponing distressing thoughts 

● Sublimation: Channeling impulses productively 

● Displacement: Redirecting emotions 

Significance 

Adaptive defences support occupational functioning and 
relationships. Maladaptive use may lead to burnout or interpersonal 
conflict. 

 Role of Social Work 

Social workers: 

● Support stress management 

● Encourage adaptive coping strategies 

● Address work–life balance issues 

Defence Mechanisms in Old Age 

Old age presents challenges such as loss, declining health, and 
dependency. 

Common Defence Mechanisms in Old Age 

● Denial: Refusing to accept ageing or illness 

● Withdrawal: Emotional distancing 

● Regression: Increased dependency 

Significance 

These defences help older adults cope with loss of control and fear 
of death. 

Role of Social Work 

Social workers: 

● Provide emotional support and counselling 

● Strengthen social support systems 

● Promote dignity and autonomy 

ACTIVITY 

Activity Title: Identifying Defence Mechanisms in Everyday 
Behaviour 

Objectives: 
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• Identify the meaning and purpose of defence mechanisms.  

• Recognize common types of defence mechanisms.  

• Differentiate between various defence mechanisms through 
examples.  

• Relate defence mechanisms to everyday thoughts, feelings, 
and behaviour.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of everyday 
behavioural situations. 

Procedure/Steps: 

1. Consider a situation in which a person experiences stress, 
failure, criticism, or disappointment.  

2. Identify how the person might respond to protect themselves 
emotionally.  

3. Match the response with a suitable defence mechanism such 
as denial, projection, rationalization, or displacement.  

4. Discuss how defence mechanisms may help an individual 
manage uncomfortable emotions.  

5. Write one example of a defence mechanism observed in an 
everyday situation.  

Outcome: 
The learner will be able to identify common defence mechanisms and 
relate them to emotional responses and everyday human behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which defence mechanism involves refusing to accept or 
acknowledge an uncomfortable reality? 

a) Projection 
b) Denial 
c) Sublimation 
d) Rationalization 

B. True/False 

2. Defence mechanisms can help individuals cope with anxiety 
and uncomfortable emotions. 

True / False 

C. Short Answer Questions 

3. What is meant by a defence mechanism? 

4. What is projection? Give one example. 
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6.7 SUMMARY 

● This unit examined defence mechanisms as unconscious 
psychological strategies used by individuals to cope with 
anxiety, internal conflict, and emotional distress. Originating 
from psychoanalytic theory, defence mechanisms were 
explained as ego functions that protect the individual from 
overwhelming emotions arising from conflicts between 
instinctual desires, moral standards, and social reality. 

● The unit discussed the nature and characteristics of defence 
mechanisms, emphasizing their unconscious operation, 
anxiety-reducing function, and universal presence in human 
behaviour. Defence mechanisms were classified into mature, 
neurotic, and immature types, highlighting the adaptive or 
maladaptive consequences of their use. 

● Major defence mechanisms such as repression, denial, 
projection, displacement, rationalization, reaction formation, 
regression, sublimation, and compensation were explained in 
detail with examples and relevance to social work practice. 
The unit also explored how defence mechanisms operate 
across different stages of the life span and how excessive or 
rigid use may lead to maladjustment. 

● Finally, the role of defence mechanisms in stress, trauma, and 
crisis situations was discussed, emphasizing the importance 
of sensitive and informed intervention. For social work 
professionals, understanding defence mechanisms is 
essential for interpreting client behaviour accurately, building 
therapeutic relationships, and promoting healthier coping 
strategies. 

 

6.8 GLOSSARY 

● Defence Mechanisms: Unconscious strategies used to 
reduce anxiety 

● Repression: Blocking unacceptable thoughts from awareness 

● Denial: Refusal to accept reality 

● Projection: Attributing one’s feelings to others 

● Displacement: Redirecting emotions to a safer target 

● Rationalization: Justifying behaviour with false reasoning 

● Regression: Reverting to earlier behaviour 

● Sublimation: Channeling impulses into constructive activity 

● Compensation: Overcoming weakness by emphasizing 
strengths 

● Maladjustment: Inability to adapt effectively to environment 
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6.9 ANSWERS TO CHECK YOU PROGRESS  

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: b) Denial 
Denial involves refusing to accept or recognize a reality, fact, or 
situation that causes psychological discomfort. 

2. Answer: True. 
Defence mechanisms are psychological processes that may help 
individuals manage anxiety, stress, conflict, or uncomfortable 
emotions. 

3. Answer: 
A defence mechanism is a psychological process, often operating 
outside conscious awareness, that helps an individual manage 
anxiety, emotional conflict, or uncomfortable thoughts and feelings. 

4. Answer: 
Projection is a defence mechanism in which an individual 
attributes their own unacceptable thoughts, feelings, or impulses 
to another person. For example, a person who is angry at a 
colleague may accuse the colleague of being hostile toward them. 

6.10 SUGGESTED READINGS – OER 
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6.12 EXERCISES 

Part 1 

A. Multiple choice questions: 
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1. Defence mechanisms primarily function to: 
a) Increase anxiety 
b) Reduce anxiety 
c) Eliminate emotions 
d) Control others 

2. Which of the following is a mature defence mechanism? 
a) Denial 
b) Projection 
c) Sublimation 
d) Regression 

3. Repression is best described as: 
a) Conscious forgetting 
b) Unconscious blocking of painful thoughts 
c) Logical explanation of behaviour 
d) Acting out impulses 

4. Projection involves: 
a) Accepting one’s faults 
b) Blaming oneself 
c) Attributing one’s feelings to others 
d) Ignoring emotions 

5. Excessive use of immature defence mechanisms may lead to: 
a) Healthy adjustment 
b) Emotional maturity 
c) Maladjustment 
d) Creativity 

Answers with Explanations: 

B. Short answer type question 

1. Who introduced the concept of defence mechanisms? 

2. Which part of personality uses defence mechanisms? 

3. Name one mature defence mechanism. 

4. What is regression? 

5. What is rationalization? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What are defence mechanisms? 

2. Define repression. 

3. What is sublimation? 

4. Explain denial briefly. 

5. What is projection? 

Part 3 

D. Long answer type question (answer in 300 words) 
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1. Define defence mechanisms and explain their role in reducing 
anxiety. 

2. Discuss the classification of defence mechanisms with 
suitable examples. 

3. Explain any five defence mechanisms in detail. 

4. Examine the role of defence mechanisms across different 
stages of development. 
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UNIT 7  
ATTITUDE – CONCEPT, 

CHARACTERISTICS, 
CONSTRUCTION AND 

CONTENT 
STRUCTURE:  

7.1 Introduction 

7.2 Objective 

7.3 Community Development 

7.4     Democratic Decentralization and Local Governance 

7.5     Rural Transformation and Economic Growth 

       7.5.1       Government Initiatives and Community Participation 

7.6     Shifts in behaviours and attitudes of communities 

       7.6.1       Social Inclusion and Transformation of Norms 

       7.6.2       Civic Participation and Democratic Engagement 

7.7 Summary 

7.8 Glossary 

7.9 Answers to check you progress – possible one 

7.10 Suggested readings - OER 

7.11 Reference 

7.12 Exercise 

7.1 INTRODUCTION  

Attitude is one of the most important concepts in social psychology 
because it directly influences how individuals think, feel, and behave 
toward people, objects, situations, and social issues. Attitudes shape 
opinions, guide decision-making, and determine responses to social 
situations. In social work practice, attitudes play a critical role in 
areas such as caste relations, gender equality, disability, mental 
health, poverty, and social justice. 

Attitudes are not inborn; they are learned through social interaction, 
experience, education, and cultural influence. They are relatively 
stable but not permanent and can change through persuasion, 
education, and social experience. Understanding attitudes is 
essential for social workers who aim to bring about behavioural and 
social change. 
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This unit focuses on the concept, nature, characteristics, 
construction, and content of attitude, highlighting its relevance in 
social psychology and social work practice. 

7.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of attitude 

● Explain the nature and characteristics of attitudes 

● Describe the components and content of attitudes 

● Understand how attitudes are constructed and formed 

● Analyse the relevance of attitude in social work practice 

7.3 CONCEPT AND MEANING OF 
ATTITUDE 

An attitude refers to a learned predisposition to respond in a 
consistently favourable or unfavourable manner toward a particular 
object, person, group, idea, or situation. Attitudes influence 
perception, judgment, and behaviour. 

Attitudes act as mental frameworks that help individuals organize 
information about the social world. They simplify complex social 
realities and guide behaviour in everyday life. 

For example: 

● Attitude toward education influences learning behaviour 

● Attitude toward gender roles shapes social interaction 

● Attitude toward authority affects obedience and resistance 

Definitions of Attitude 

Different psychologists have defined attitude from various 
perspectives. 

According to Gordon Allport, 

“An attitude is a mental and neural state of readiness, organized 
through experience, exerting a directive or dynamic influence upon the 
individual’s response to all objects and situations with which it is 
related.” 

According to Thurstone, 

“Attitude is the degree of positive or negative affect associated with 
some psychological object.” 

According to Krech and Crutchfield, 

“An attitude is an enduring organization of motivational, emotional, 
perceptual, and cognitive processes with respect to some aspect of the 
individual’s world.” 
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These definitions indicate that attitudes: 

● Are learned and organized 

● Involve beliefs, feelings, and behaviour 

● Influence responses to social situations 

Nature of Attitudes 

The nature of attitudes can be understood through the following 
features: 

Learned and Acquired 

Attitudes are learned through experience, socialization, and 
interaction with others. Family, school, peer groups, media, and 
culture play a major role in shaping attitudes. 

Relatively Stable 

Attitudes tend to be relatively stable over time. However, they are not 
rigid and may change with new experiences, information, or social 
influence. 

Directional 

Attitudes have a direction—they may be positive, negative, or neutral 
toward an object or issue. 

Subjective in Nature 

Attitudes are subjective and differ from person to person. Two 
individuals may hold different attitudes toward the same object or 
situation. 

Influences Behaviour 

Although attitudes do not always directly determine behaviour, they 
strongly influence behavioural tendencies. 

Importance of Studying Attitudes in Social Psychology 

Attitudes are central to understanding social behaviour. 

Studying attitudes helps to: 

● Explain prejudice and discrimination 

● Understand social conformity and resistance 

● Predict behaviour in social situations 

● Design attitude change programmes 

In social psychology, attitudes link internal mental processes with 
observable social behaviour. 

Relevance of Attitude in Social Work Practice 

For social workers, understanding attitudes is crucial because: 

● Client attitudes influence acceptance of help 

● Social attitudes shape discrimination and exclusion 
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● Worker attitudes affect professional effectiveness 

● Attitude change is key to social reform 

Social work interventions often aim to modify negative attitudes and 
promote inclusive and progressive values. 

7.4 CHARACTERISTICS OF ATTITUDES 

Attitudes possess certain distinctive characteristics that differentiate 
them from other psychological concepts such as opinions or beliefs. 
Understanding these characteristics helps social workers assess 
attitudes accurately and design appropriate interventions. 

Attitudes Are Learned 

Attitudes are not innate; they are learned through interaction with 
the social environment. Family upbringing, education, peer 
influence, cultural traditions, religion, and mass media play 
significant roles in attitude formation. 

For example, attitudes toward caste, gender roles, or authority are 
largely learned during early socialization. 

Attitudes Are Relatively Stable 

Once formed, attitudes tend to be relatively stable over time. They 
provide consistency to behaviour. However, attitudes are not 
permanent and may change through new experiences, education, 
persuasion, or emotional events. 

Attitudes Have Direction 

Attitudes are directional in nature. An individual may hold: 

● Positive attitude 

● Negative attitude 

● Neutral attitude 

Direction determines whether a person approaches, avoids, or 
remains indifferent to an attitude object. 

Attitudes Vary in Intensity 

Attitudes differ in strength or intensity. Some attitudes are strongly 
held and resistant to change, while others are weak and easily 
influenced. 

Strong attitudes are often linked to personal values, identity, and 
emotional involvement. 

Attitudes Are Subjective 

Attitudes are subjective experiences shaped by personal 
interpretation and experience. Two individuals exposed to the same 
situation may develop different attitudes. 
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Attitudes Influence Behaviour 

Although attitudes do not always predict behaviour perfectly, they 
significantly influence behavioural tendencies. Situational factors 
may sometimes override attitudes, but attitudes remain a key 
determinant of behaviour. 

7.5 COMPONENTS OF ATTITUDE (ABC 
MODEL) 
Attitudes consist of three interrelated components, commonly 
referred to as the ABC model. 

Cognitive Component 

The cognitive component includes beliefs, ideas, thoughts, and 
knowledge about the attitude object. 

Example: 
Belief that education leads to better employment opportunities. 

Affective Component 

The affective component refers to feelings or emotions associated 
with the attitude object. 

Example: 
Feeling proud of one’s profession or community. 

Behavioural Component 

The behavioural component refers to the tendency to act in a certain 
way toward the attitude object. 

Example: 
Supporting educational initiatives or participating in social 
movements. 

Types of Attitudes 

Attitudes can be classified into different types based on their object, 
orientation, and expression. 

Positive and Negative Attitudes 

● Positive attitudes reflect favourable feelings and supportive 
behaviour. 

● Negative attitudes reflect unfavourable feelings and 
avoidance or hostility. 

Explicit and Implicit Attitudes 

● Explicit attitudes are consciously held and expressed 
openly. 

● Implicit attitudes operate unconsciously and may not align 
with expressed views. 
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Understanding implicit attitudes is crucial in addressing hidden 
biases and prejudice. 

Individual and Social Attitudes 

● Individual attitudes relate to personal preferences and 
beliefs. 

● Social attitudes are shared by groups and influence 
collective behaviour. 

Central and Peripheral Attitudes 

● Central attitudes are closely linked to core values and 
identity and are resistant to change. 

● Peripheral attitudes are less important and easier to modify. 

Attitude Object 

The attitude object refers to the target toward which an attitude is 
directed. It may include: 

● Persons 

● Groups 

● Institutions 

● Ideas 

● Social issues 

Understanding the nature of the attitude object helps in analysing 
attitude formation and change. 

Attitude Strength 

Attitude strength refers to how strongly an attitude is held. Strong 
attitudes are: 

● More stable 

● More resistant to change 

● More influential on behaviour 

Factors influencing attitude strength include personal relevance, 
emotional involvement, and social support. 

7.5.1 Importance of Understanding Attitude 
Characteristics in Social Work 

Understanding attitude characteristics helps social workers: 

● Identify deeply rooted beliefs 

● Predict resistance to change 

● Design appropriate intervention strategies 

● Promote attitude change effectively 

Social work practice often involves challenging negative attitudes 
and reinforcing positive ones. 
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Construction and Formation of Attitudes 

Attitude construction refers to the process through which attitudes 
are formed, developed, and organized over time. Attitudes are not 
innate; they emerge through interaction between the individual and 
the social environment. This process is continuous and dynamic, 
shaped by learning, experience, and social influence. 

Understanding how attitudes are constructed is crucial for social 
work because many interventions aim to modify harmful attitudes 
and promote positive social change. 

Psychological Processes in Attitude Formation 

Several psychological processes contribute to the formation of 
attitudes. 

Learning 

Learning is a primary mechanism in attitude formation. Individuals 
learn attitudes through: 

● Classical conditioning: Emotional responses become 
associated with objects or ideas 

● Operant conditioning: Rewards and punishments reinforce 
attitudes 

● Observational learning: Imitating attitudes of role models 

For example, a child may develop a positive attitude toward 
education if academic success is rewarded. 

Experience 

Direct personal experiences strongly influence attitudes. Attitudes 
formed through personal experience tend to be stronger and more 
resistant to change. 

For example, positive interaction with people from diverse 
backgrounds may reduce prejudice. 

Cognitive Processes 

Cognitive factors such as beliefs, perceptions, and interpretations 
shape attitudes. 

● Information processing 

● Reasoning and evaluation 

● Attribution of causes 

Misinterpretation or misinformation can lead to negative or distorted 
attitudes. 

Social Factors in Attitude Formation 

Social environment plays a decisive role in shaping attitudes. 

Role of Family 

Family is the first and most influential agent of attitude formation. 
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● Parents transmit values, beliefs, and norms 

● Children internalize family attitudes toward religion, caste, 
gender, and authority 

Early family influence often shapes core attitudes that persist into 
adulthood. 

Role of School and Education 

Educational institutions play a significant role in shaping attitudes 
by: 

● Promoting critical thinking 

● Encouraging tolerance and cooperation 

● Providing exposure to diverse perspectives 

Teachers and curriculum influence attitudes toward discipline, 
citizenship, and social responsibility. 

Role of Peer Groups 

Peer groups exert strong influence during adolescence and early 
adulthood. 

● Desire for acceptance encourages conformity 

● Group norms shape attitudes toward behaviour, lifestyle, and 
identity 

Peer influence may reinforce or challenge family-taught attitudes. 

Role of Culture and Society 

Culture provides a shared framework of values, beliefs, and 
traditions that shape attitudes. 

Cultural norms influence attitudes toward: 

● Gender roles 

● Authority 

● Family structure 

● Social hierarchy 

Cultural attitudes are deeply rooted and often resistant to change. 

Role of Mass Media 

Mass media plays a powerful role in attitude construction by: 

● Providing information and interpretations 

● Shaping public opinion 

● Reinforcing stereotypes or challenging them 

Media exposure influences attitudes toward politics, consumer 
behaviour, social issues, and lifestyles. 
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7.6 MODELS OF ATTITUDE FORMATION 

Psychologists have proposed models to explain how attitudes are 
formed. 

 

 Tri-Component (ABC) Model 

According to this model, attitudes develop through interaction of: 

● Cognitive (beliefs) 

● Affective (feelings) 

● Behavioural (action tendencies) 

Change in any one component can influence the overall attitude. 

Social Learning Model 

This model emphasizes observation and imitation of others, 
especially significant role models such as parents, teachers, and 
peers. 

Cognitive Consistency Models 

These models suggest that individuals strive for consistency among 
beliefs, attitudes, and behaviour. Inconsistency creates discomfort, 
leading to attitude change. 

Factors Influencing Attitude Formation 

Several factors influence how attitudes are formed and maintained: 

● Personal needs and motives 

● Emotional experiences 

● Level of education 

● Social norms and expectations 

● Cultural background 

Understanding these factors helps social workers plan effective 
attitude change strategies. 

Relevance of Attitude Formation in Social Work Practice 

Social workers frequently deal with attitudes related to: 

● Gender equality 

● Disability and mental health 

● Poverty and marginalization 

● Social justice and inclusion 

Understanding attitude formation enables social workers to: 

● Identify sources of prejudice 

● Design educational and awareness programmes 
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● Promote positive behavioural change 

● Challenge harmful social norms 

Attitude structure refers to the internal organization of attitude 
components. The structure determines how consistent, stable, and 
influential an attitude is. 

Attitudes may vary in: 

● Degree of integration among components 

● Centrality to personal values 

● Resistance to change 

Well-structured attitudes tend to be strong and enduring. 

Cognitive Content 

Cognitive content includes beliefs, opinions, ideas, and perceptions 
related to the attitude object. 

Example: 
Belief that education empowers individuals and communities. 

Cognitive content is influenced by: 

● Knowledge 

● Information sources 

● Education and reasoning 

Distorted or incorrect beliefs can lead to negative attitudes. 

Affective Content 

Affective content refers to emotional responses associated with the 
attitude object. 

Example: 
Feeling sympathy toward marginalized groups or fear toward 
unfamiliar communities. 

Emotions strongly influence attitude strength and resistance to 
change. 

Behavioural Content 

Behavioural content reflects the tendency to act in a particular way 
toward the attitude object. 

Example: 
Participating in social welfare programmes or avoiding certain social 
groups. Behavioural tendencies may or may not always be expressed 
in action due to situational constraints. 

Functions of Attitudes 

Attitudes serve several important psychological and social functions. 
Understanding these functions helps explain why attitudes persist 
and why they may resist change. 
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Knowledge Function 

Attitudes help individuals organize and interpret information about 
the social world. They simplify complex realities and reduce 
uncertainty. 

Example: 
Attitudes toward social institutions guide expectations and 
interactions. 

Ego-Defensive Function 

Attitudes protect individuals from anxiety and threats to self-esteem. 

Example: 
Negative attitudes toward out-groups may protect one’s sense of 
superiority. 

This function links attitudes with defence mechanisms. 

Value-Expressive Function 

Attitudes allow individuals to express core values and beliefs. 

Example: 
Supporting social justice movements reflects commitment to 
equality and fairness. 

Instrumental (Utilitarian) Function 

Attitudes help individuals gain rewards and avoid punishment. 

Example: 
Positive attitude toward authority may result in social approval. 

Attitudes and Behaviour Relationship 

The relationship between attitude and behaviour is complex. 

● Strong attitudes are more likely to predict behaviour 

● Situational factors may influence action 

● Social norms may override personal attitudes 

Understanding this relationship helps social workers design realistic 
behaviour change strategies. 

Consistency and Inconsistency in Attitudes 

Attitude consistency refers to alignment between beliefs, feelings, 
and behaviour. 

● Consistent attitudes: Strong and stable 

● Inconsistent attitudes: Ambivalent and changeable 

Inconsistency may create internal conflict and openness to attitude 
change. 
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Importance of Understanding Attitude Content in Social 
Work 

Understanding attitude content enables social workers to: 

● Identify core beliefs and emotions 

● Recognize resistance to change 

● Address value conflicts 

● Promote reflective thinking 

Attitude-focused interventions are central to advocacy, counselling, 
and community education. 

ACTIVITY 

Activity Title: Exploring the Formation and Content of Attitudes 

Objectives: 

• Identify the concept and characteristics of attitude.  

• Examine how attitudes are constructed through personal and 
social experiences.  

• Recognize the cognitive, affective, and behavioural 
components of attitude.  

• Relate attitudes to everyday thoughts, feelings, and actions.  

Material Required: 

Textbook/SLM, notebook, pen, and examples of attitudes toward 
people, objects, or social issues. 

Procedure/Steps: 

1. Select any one topic, person, object, or social issue toward 
which you have a positive or negative attitude.  

2. Write what you think about it.  

3. Identify how you feel about it.  

4. Note how your attitude influences the way you behave toward 
it.  

5. Identify two factors, such as family, peers, education, or 
personal experience, that may have contributed to the 
construction of your attitude.  

6. Discuss how attitudes can change through new experiences 
or information.  

Outcome: 
The learner will be able to identify the concept, characteristics, 
construction, and content of attitudes and relate them to everyday 
behaviour. 
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CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following represents the three major 
components of an attitude? 

a) Cognitive, affective, and behavioural 
b) Biological, social, and economic 
c) Conscious, subconscious, and unconscious 
d) Individual, family, and community 

B. True/False 

2. Attitudes can be influenced by personal experiences, social 
interactions, and cultural factors. 

True / False 

C. Short Answer Questions 

3. What is meant by attitude? 

4. Mention any two characteristics of attitude. 

7.7 SUMMARY 

● This unit examined the concept of attitude as a central 
construct in social psychology and social work practice. 
Attitude was explained as a learned predisposition that 
influences how individuals think, feel, and behave toward 
people, groups, institutions, and social issues. Various 
definitions highlighted attitudes as organized systems of 
beliefs, emotions, and behavioural tendencies. 

● The unit discussed the nature and characteristics of 
attitudes, emphasizing that attitudes are learned, relatively 
stable, directional, subjective, and influential on behaviour. 
The components of attitude—cognitive, affective, and 
behavioural—were explained through the ABC model, 
showing how thoughts, feelings, and action tendencies 
interact. 

● Further, the construction and formation of attitudes were 
analysed through psychological processes such as learning, 
experience, and cognition, along with social influences like 
family, education, peers, culture, and mass media. The 
content, structure, and functions of attitudes were 
explored to explain why attitudes persist and how they guide 
behaviour. 

● Overall, the unit highlighted the relevance of understanding 
attitudes for social work practice, especially in addressing 
prejudice, discrimination, resistance to change, and in 
promoting social justice and behavioural change. 
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7.8 GLOSSARY 

● Attitude: A learned predisposition to respond favourably or 
unfavourably 

● Cognitive Component: Beliefs and thoughts related to an 
attitude object 

● Affective Component: Emotional responses associated with 
an attitude 

● Behavioural Component: Action tendencies toward the 
attitude object 

● Attitude Formation: Process of developing attitudes through 
experience 

● Attitude Object: Target toward which an attitude is directed 

● Value-Expressive Function: Function of attitude that 
expresses core values 

● Ego-Defensive Function: Function that protects self-esteem 

● Socialization: Process of learning social norms and values 

● Attitude Change: Modification of existing attitudes 

 

7.9 ANSWERS TO CHECK YOU PROGRESS  

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: a) Cognitive, affective, and behavioural 
The cognitive component relates to beliefs and thoughts, the 
affective component relates to feelings and emotions, and the 
behavioural component relates to actions or behavioural 
tendencies. 

2. Answer: True. 
Attitudes are shaped by experiences, social relationships, family, 
culture, education, and other environmental influences. 

3. Answer: 
An attitude is a relatively stable tendency to think, feel, and behave 
in a particular way toward a person, object, group, situation, or 
social issue. 

4. Answer: 
Two characteristics of attitude are: 

• Attitudes are learned: They develop through experiences, 
social interactions, and environmental influences.  

• Attitudes influence behaviour: They can affect how 
individuals respond to people, objects, situations, and social 
issues. 
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7.10 SUGGESTED READINGS – OER 

7.11 REFERENCES 
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7.12 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. An attitude is best described as a: 
a) Temporary mood 
b) Learned predisposition 
c) Reflex action 
d) Biological instinct 

2. Which component of attitude relates to feelings and 
emotions? 
a) Cognitive 
b) Behavioural 
c) Affective 
d) Social 

3. Attitudes are primarily formed through: 
a) Heredity 
b) Learning and socialization 
c) Reflex action 
d) Biological maturation 

4. Which function of attitude helps individuals express core 
values? 
a) Knowledge function 
b) Ego-defensive function 
c) Value-expressive function 
d) Instrumental function 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
659 
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5. Strong attitudes are generally: 
a) Easily changeable 
b) Unstable 
c) Resistant to change 
d) Unrelated to behaviour 

B. Short answer type question 

1. Define psychotherapy. 

2. Differentiate counseling and psychotherapy. 

3. What is supportive psychotherapy? 

Part 2 

C. Long answer type question (answer in 200 words) 

Explain the concept and scope of psychotherapy in social 
work. 

Discuss the relationship between counseling and 
psychotherapy. 

Describe the nature and principles of supportive 
psychotherapy. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the techniques used in supportive psychotherapy. 
 

2. Examine the role of social workers in providing 
psychotherapeutic services. 
 

3. Analyze the relevance of supportive psychotherapy in 
contemporary social work practice. 
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UNIT 8  
MOTIVATION – 

INSPIRATION, FEATURES 
OF NECESSITY, SOCIO-

CULTURAL DETERMINANTS 
STRUCTURE:  

8.1 Introduction 

8.2 Objective 

8.3 Health and Sanitation Interventions 

8.4     Literacy and Education Development 

       8.4.1       Adult and Continuing Education 

       8.4.2       Sakshar Bharat Program 

8.5     Women and Child Welfare 

       8.5.1       Women Empowerment 
       8.5.2       Childcare and Welfare 

8.6     Civic Consciousness and Leadership Development 

8.7 Summary 

8.8 Glossary 

8.9 Answers to check you progress – possible one 

8.10 Suggested readings - OER 

8.11 Reference 

8.12 Exercise 

8.13 Feedback form 

8.1 INTRODUCTION 

Motivation is a fundamental concept in psychology and social work 
as it explains why individuals behave in certain ways and what 
drives them to act, persist, or change. Human behaviour is not 
random; it is goal-directed and influenced by internal needs, desires, 
and external factors. Motivation provides the energy and direction 
required for behaviour. 

In social work practice, understanding motivation is essential 
because social workers work with individuals and groups who may 
lack motivation due to poverty, stress, trauma, social exclusion, or 
repeated failure. Motivational understanding helps professionals 
encourage participation, sustain behavioural change, and empower 



 PSYCHOLOGY IN SOCIAL WORK  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 118 

NOTE 
 

 

 

clients to improve their life situations. This unit focuses on the 
concept of motivation, its inspirational aspects, the features of 
human needs, and the socio-cultural determinants that influence 
motivation. 

8.2 OBJECTIVES  

After studying this unit, learners will be able to: 

● Understand the concept and meaning of motivation 

● Explain the nature and characteristics of motivation 

● Analyse inspiration as a motivating force 

● Describe the features of human needs and necessity 

● Understand socio-cultural determinants of motivation 

● Apply motivational concepts in social work practice 

8.3 CONCEPT AND MEANING OF MOTIVATION 

The term motivation is derived from the Latin word movere, which 
means “to move.” Motivation refers to the internal process that 
activates, directs, and sustains behaviour toward achieving a goal. 

Motivation answers three key questions: 

● Why does a person behave in a particular way? 

● What energizes behaviour? 

● What sustains effort over time? 

Psychologists have defined motivation in various ways. 

According to Woodworth, 

“Motivation is the process of arousing, sustaining, and regulating 
activity.” 

According to McDougall, 

“Motivation is the internal condition that initiates and directs 
behaviour.” 

According to Atkinson, 

“Motivation refers to the factors that activate, direct, and sustain goal-
directed behaviour.” 

These definitions highlight that motivation: 

● Initiates action 

● Directs behaviour toward goals 

● Sustains effort until goals are achieved 

Nature of Motivation 

The nature of motivation can be understood through the following 
features: 
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Motivation Is an Internal Process 

Motivation originates within the individual in the form of needs, 
desires, drives, or goals. External factors may influence motivation, 
but the driving force remains internal. 

Motivation Is Goal-Directed 

Motivated behaviour is always directed toward achieving a goal, such 
as survival, achievement, recognition, or self-fulfilment. 

Motivation Is Continuous 

Human needs are never fully satisfied. Once one need is fulfilled, 
another emerges. Therefore, motivation is a continuous and ongoing 
process. 

Motivation Is Dynamic 

Motivation changes with time, situation, and experience. What 
motivates an individual at one stage of life may not motivate them at 
another stage. 

Motivation Influences Behaviour Intensity 

Motivation determines: 

● The effort invested 

● The persistence of action 

● The direction of behaviour 

Highly motivated individuals show greater effort and commitment. 

Importance of Motivation in Human Behaviour 

Motivation plays a vital role in shaping behaviour. 

It helps to: 

● Explain individual differences in performance 

● Understand persistence and failure 

● Predict behaviour in social situations 

● Design interventions for behaviour change 

Without motivation, learning, productivity, and social participation 
decline. 

8.4 RELEVANCE OF MOTIVATION IN SOCIAL 
WORK PRACTICE 

In social work practice, motivation is crucial because clients may 
experience: 

● Hopelessness 

● Low self-esteem 

● Learned helplessness 
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● Resistance to change 

Understanding motivation helps social workers: 

● Encourage client participation 

● Support goal setting 

● Sustain behaviour change 

● Empower individuals and communities 

Motivational techniques are widely used in counselling, 
rehabilitation, community development, and social action. 

Inspiration as a Motivating Force 

Inspiration refers to a psychological process through which 
individuals feel mentally and emotionally stimulated to act toward a 
goal. Unlike basic drives, inspiration often arises from ideals, role 
models, meaningful experiences, or a sense of purpose. 

Inspiration plays a crucial role in motivating individuals to pursue 
long-term goals, overcome obstacles, and engage in self-
improvement. 

Nature of Inspiration 

Inspiration has the following characteristics: 

● It is internally experienced 

● It is value-oriented 

● It elevates motivation beyond basic needs 

● It encourages creativity and perseverance 

Inspiration is closely related to intrinsic motivation, as it arises from 
inner satisfaction and purpose. 

Sources of Inspiration 

Inspiration may originate from various sources, such as: 

● Role models and leaders 

● Personal achievements and success stories 

● Spiritual or moral values 

● Social movements and collective goals 

● Education and exposure to ideas 

For example, social reformers often inspire individuals to work 
toward social justice and equality. 

Role of Inspiration in Behaviour Change 

Inspiration motivates individuals to: 

● Set meaningful goals 

● Persist despite challenges 
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● Engage in pro-social behaviour 

● Develop self-confidence 

In social work practice, inspiring clients helps them rediscover hope 
and agency. 

8.4.1 Intrinsic and Extrinsic Motivation 

Motivation can be broadly classified into intrinsic and extrinsic types 
based on the source of motivation. 

Intrinsic Motivation 

Intrinsic motivation refers to engaging in an activity for its inherent 
satisfaction rather than for external rewards. 

Examples: 

● Learning for personal interest 

● Helping others out of compassion 

● Engaging in creative activities 

Characteristics of Intrinsic Motivation: 

● Driven by internal satisfaction 

● Leads to long-term engagement 

● Enhances creativity and well-being 

Extrinsic Motivation 

Extrinsic motivation involves performing an activity to obtain 
external rewards or avoid punishment. 

Examples: 

● Working for salary 

● Studying to pass exams 

● Following rules to avoid penalties 

Characteristics of Extrinsic Motivation: 

● Driven by external incentives 

● Effective for short-term goals 

● May decline when rewards are removed 

Comparison Between Intrinsic and Extrinsic Motivation 

Basis Intrinsic 
Motivation 

Extrinsic Motivation 

Source Internal 
satisfaction 

External rewards 

Duration Long-lasting Short-term 

Creativity High Limited 
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Dependency Self-driven Reward-dependent 

Both types are important and often operate together in real-life 
situations. 

 Incentives and Motivation 

Incentives are external stimuli that encourage individuals to act in 
certain ways. They may be material or non-material. 

 Types of Incentives 

● Monetary incentives: Salary, bonuses, allowances 

● Non-monetary incentives: Recognition, praise, status, 
opportunities 

Incentives are widely used in organizational, educational, and social 
welfare settings. 

Role of Incentives in Motivation 

Incentives: 

● Increase participation 

● Reinforce desired behaviour 

● Encourage goal attainment 

However, excessive reliance on incentives may reduce intrinsic 
motivation. 

Reinforcement and Motivation 

Reinforcement refers to consequences that strengthen behaviour. 

Positive Reinforcement 

Positive reinforcement involves providing a reward following desired 
behaviour. 

Example: 
Praising a client for consistent participation in a programme. 

Negative Reinforcement 

Negative reinforcement involves removing an unpleasant condition 
when desired behaviour occurs. 

Example: 
Reducing supervision when responsible behaviour is shown. 

Punishment and Motivation 

Punishment aims to reduce undesirable behaviour but may have 
negative emotional effects. Social work practice emphasizes 
reinforcement rather than punishment. 

Motivation, Inspiration, and Social Work Practice 

In social work, motivation is enhanced through: 
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● Inspiring hope and self-belief 

● Encouraging intrinsic motivation 

● Using incentives ethically 

● Reinforcing positive behaviour 

Social workers often act as motivators who help clients recognize 
their strengths and potential. 

8.4.2 Concept of Necessity and Human Needs 

Necessity refers to the state of deprivation that creates a drive or urge 
to act. Human behaviour is largely motivated by the need to satisfy 
various necessities essential for survival, growth, and well-being. 
When a need is felt, it creates tension within the individual, which 
motivates behaviour aimed at reducing that tension. 

Needs are universal, but their expression and priority vary across 
individuals and cultures. 

Features of Necessity (Human Needs) 

Human needs possess certain key features that explain their 
motivational power. 

Needs Create Tension 

When a need is unmet, it creates psychological or physiological 
tension. This tension motivates individuals to act. 

Example: 
Hunger creates discomfort, motivating a person to seek food. 

Needs Are Goal-Oriented 

Needs direct behaviour toward specific goals that promise 
satisfaction. 

Example: 
The need for security motivates individuals to seek stable 
employment or safe housing. 

Needs Are Recurrent 

Once a need is satisfied, it may reappear after some time. Human 
life is a continuous cycle of need satisfaction and emergence of new 
needs. 

Needs Vary in Intensity 

Needs differ in urgency and strength. Some needs demand 
immediate attention, while others can be postponed. 

 Needs Influence Behaviour Direction 

Different needs lead to different behavioural patterns. For example, 
social needs encourage interaction, while achievement needs 
motivate performance and competition. 

Classification of Human Needs 
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Psychologists have classified human needs into various categories to 
understand motivation more systematically. 

 Biological or Physiological Needs 

These are basic survival needs essential for life. 

Examples include: 

● Food 

● Water 

● Sleep 

● Shelter 

When these needs are unmet, they dominate behaviour. 

 

 Psychological Needs 

Psychological needs relate to mental and emotional well-being. 

Examples include: 

● Love and affection 

● Security 

● Self-esteem 

● Belongingness 

Fulfilment of psychological needs promotes emotional stability and 
adjustment. 

 

Social Needs 

Social needs arise from the individual’s interaction with society. 

Examples include: 

● Acceptance 

● Recognition 

● Status 

● Social approval 

These needs motivate social participation and conformity to norms. 

Achievement and Growth Needs 

These needs relate to personal development and self-realization. 

Examples include: 

● Achievement 

● Competence 

● Creativity 

● Self-actualization 
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These needs drive long-term goals and self-improvement. 

 

Maslow’s Hierarchy of Needs 

Abraham Maslow proposed a hierarchical model of human needs, 
arranged from basic to higher-level needs. 

The hierarchy includes: 

1. Physiological needs 

2. Safety needs 

3. Love and belongingness needs 

4. Esteem needs 

5. Self-actualization needs 

According to Maslow, lower-level needs must be reasonably satisfied 
before higher-level needs become motivating. 

 

 Need Satisfaction and Behaviour 

Need satisfaction reduces tension and restores balance. However, 
satisfaction of one need often leads to the emergence of new needs. 

● Satisfied needs lose motivational power 

● Unsatisfied needs continue to motivate behaviour 

Persistent frustration of needs may lead to maladjustment and 
stress. 

 

Need Frustration and Conflict 

When needs are blocked or unmet, individuals may experience 
frustration and conflict. 

Consequences of need frustration include: 

● Aggression 

● Withdrawal 

● Anxiety 

● Use of defence mechanisms 

Understanding need frustration helps social workers address 
behavioural and emotional problems. 

8.5 ROLE OF HUMAN NEEDS IN SOCIAL WORK 
PRACTICE 

 In social work practice, many client problems are rooted in unmet 
needs. 

Social workers assess: 
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● Basic needs (food, shelter, health) 

● Psychological needs (security, self-worth) 

● Social needs (acceptance, inclusion) 

Meeting basic needs often becomes the first step toward motivation 
and empowerment. 

Socio-Cultural Determinants of Motivation 

Motivation is not shaped by internal needs alone; it is deeply 
influenced by socio-cultural factors. Society, culture, institutions, 
and social structures determine what individuals value, strive for, 
and consider meaningful. Socio-cultural determinants shape the 
goals individuals pursue and the ways in which they express 
motivation. 

Understanding these determinants is essential in social work 
because clients’ motivation is often embedded in their cultural and 
social context. 

Role of Culture in Motivation 

Culture refers to the shared beliefs, values, norms, traditions, and 
practices of a society. Culture plays a decisive role in determining 
what motivates individuals. 

 Cultural Values and Goals 

Cultural values influence: 

● Life goals 

● Definitions of success 

● Acceptable means of achievement 

For example: 

● Collectivist cultures emphasize group harmony and social 
responsibility 

● Individualistic cultures emphasize personal achievement and 
independence 

Culture and Need Prioritization 

Culture influences which needs are given priority. 

● Some cultures prioritize social belonging over individual 
achievement 

● Others emphasize economic success and status 

This affects motivation in education, work, family life, and social 
participation. 

Role of Social Structure in Motivation 

Social structure refers to the organized pattern of social 
relationships and institutions in society. 
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Social Class and Economic Status 

Economic conditions strongly influence motivation. 

● Poverty may limit motivation for long-term goals 

● Economic security allows pursuit of higher-order needs 

Limited access to resources may reduce aspirations and reinforce 
survival-oriented motivation. 

 

Caste, Class, and Social Inequality 

In unequal societies, caste, class, and social hierarchy affect 
motivation by: 

● Restricting opportunities 

● Shaping self-concept 

● Influencing aspirations 

Discrimination may lead to demotivation, learned helplessness, or 
resistance. 

Role of Family and Socialization 

Family is a primary agent of motivation. 

Family Expectations 

Family expectations influence: 

● Career choices 

● Achievement orientation 

● Gender roles 

Supportive families enhance motivation, while restrictive 
environments may suppress it. 

 Socialization and Motivation 

Through socialization, individuals learn: 

● What is valued 

● What behaviours are rewarded 

● What goals are desirable 

Motivation is thus socially constructed over time. 

Education plays a crucial role in shaping motivation by: 

● Developing aspirations 

● Enhancing self-efficacy 

● Encouraging critical thinking 

Educational environments that promote encouragement and 
opportunity foster intrinsic motivation. 
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Religion and belief systems influence motivation by: 

● Providing purpose and meaning 

● Guiding moral behaviour 

● Encouraging self-discipline 

Religious motivation may inspire altruism, service, and resilience 
during hardship. 

Media and technology influence motivation by shaping aspirations, 
desires, and perceptions of success. 

● Media creates role models and ideals 

● Advertising influences consumer motivation 

● Social media affects self-esteem and achievement goals 

Unrealistic portrayals may lead to frustration and dissatisfaction. 

Gender roles and expectations significantly influence motivation. 

● Social norms may encourage or restrict opportunities 

● Gender bias affects educational and occupational motivation 

Understanding gendered motivation helps social workers promote 
equality and empowerment. 

8.6 MOTIVATION IN DIFFERENT SOCIAL 
CONTEXTS 

Motivation varies across contexts such as: 

● Rural vs urban settings 

● Traditional vs modern societies 

● Marginalized vs privileged groups 

Social workers must consider context-specific motivational factors 
while planning interventions. 

 

Importance of Socio-Cultural Understanding in Social 
Work Practice 

Understanding socio-cultural determinants enables social workers 
to: 

● Avoid blaming individuals for low motivation 

● Address structural barriers 

● Design culturally sensitive interventions 

● Promote inclusive and empowering strategies 

Motivation cannot be separated from the social reality in which 
individuals live. 
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ACTIVITY 

Activity Title: Exploring Motivation and Its Determinants 

Objectives: 

• Identify the concept and importance of motivation.  

• Examine the role of inspiration in motivating human 
behaviour.  

• Recognize the essential features and necessity of motivation.  

• Identify socio-cultural factors that influence motivation.  

• Relate motivation to everyday goals and behaviour.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of personal or social 
goals. 

Procedure/Steps: 

1. Think of one goal that you are motivated to achieve.  

2. Identify the factors that encourage you to work toward that 
goal.  

3. Note whether the motivation comes mainly from personal 
desires, social expectations, or both.  

4. Identify one person, experience, or social influence that has 
inspired you.  

5. Discuss how family, culture, peers, education, and social 
expectations can influence motivation.  

6. Write two reasons why motivation is necessary for purposeful 
behaviour.  

Outcome: 
The learner will be able to explain the role of motivation and 
inspiration and identify the personal and socio-cultural factors that 
influence motivated behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is a socio-cultural determinant of 
motivation? 

a) Family expectations 
b) Cultural values 
c) Social norms 
d) All of the above 

B. True/False 

2. Motivation provides direction and energy to an individual's 
behaviour toward achieving a goal. 



 PSYCHOLOGY IN SOCIAL WORK  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 130 

NOTE 
 

 

 

True / False 

C. Short Answer Questions 

3. What is meant by motivation? 

4. Mention any two socio-cultural determinants of motivation. 

 

8.7 SUMMARY 

● This unit examined motivation as a central concept 
explaining why individuals initiate, direct, and sustain 
behaviour. Motivation was understood as a dynamic internal 
process influenced by biological needs, psychological desires, 
inspiration, and socio-cultural factors. Definitions by 
psychologists emphasized motivation as a force that energizes 
and guides goal-directed behaviour. 

● The unit discussed inspiration as a higher-order motivating 
force that moves individuals beyond basic survival needs 
toward purpose, values, and social contribution. The 
distinction between intrinsic and extrinsic motivation 
highlighted how internal satisfaction and external rewards 
influence behaviour differently. Incentives and reinforcement 
were analysed as tools that strengthen motivation when used 
ethically and appropriately. 

● Further, the unit explained the features of necessity 
(human needs), showing how unmet needs create tension 
and drive behaviour. Biological, psychological, social, and 
growth needs were discussed along with Maslow’s hierarchy 
of needs, emphasizing the progression from basic survival to 
self-actualization. 

● Finally, the unit examined socio-cultural determinants of 
motivation, highlighting the role of culture, family, 
education, social structure, gender, religion, and media in 
shaping aspirations and behaviour. The unit emphasized that 
motivation cannot be understood in isolation from social 
context, making it especially relevant for social work practice. 

8.8 GLOSSARY 

● Extrinsic Motivation: Motivation driven by external rewards 

● Need: State of deprivation that motivates behaviour 

● Necessity: Essential requirement for survival or well-being 

● Hierarchy of Needs: Maslow’s model of human needs 

● Reinforcement: Consequence that strengthens behaviour 

● Socio-Cultural Determinants: Social and cultural factors 
influencing behaviour 
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● Self-Actualization: Fulfilment of one’s potential 

8.9 ANSWERS TO CHECK YOU PROGRESS 1 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: d) All of the above 
Family expectations, cultural values, and social norms can 
influence an individual's goals, choices, and level of motivation. 

2. Answer: True. 
Motivation activates and directs behaviour and encourages 
individuals to make efforts toward achieving particular goals. 

3. Answer: 
Motivation is the psychological process that activates, directs, and 
sustains behaviour toward the achievement of a particular goal or 
satisfaction of a need. 

4. Answer: 
Two socio-cultural determinants of motivation are: 

• Family: Family expectations, values, and support can 
influence an individual's goals and efforts.  

• Culture: Cultural beliefs, norms, and values can shape what 
individuals consider desirable or important and thereby 
influence their motivation. 
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8.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. Motivation primarily refers to: 
a) Reflex action 
b) Random behaviour 
c) Goal-directed behaviour 
d) Biological growth 

2. Intrinsic motivation is driven by: 
a) External rewards 

b) Fear of punishment 
c) Internal satisfaction 
d) Social pressure 

3. According to Maslow, which need is at the highest level? 
a) Safety need 
b) Esteem need 
c) Physiological need 
d) Self-actualization need 

4. Which of the following is a socio-cultural determinant of 
motivation? 
a) Reflex 
b) Instinct 
c) Culture 
d) Hormone 

5. Unmet needs generally lead to: 
a) Satisfaction 
b) Tension and motivation 
c) Indifference 
d) Sleep 

Answers: 
1-c, 2-c, 3-d, 4-c, 5-b 

 

B. Short answer type question 

1. What is motivation? 

2. Define intrinsic motivation. 

3. What is inspiration? 

4. Mention two features of human needs. 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Define motivation and explain its nature and importance in 
human behaviour. 
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2. Discuss inspiration as a motivating force with suitable 
examples. 

3. Explain the features of necessity and their role in motivating 
behaviour. 

4. Describe Maslow’s hierarchy of needs and its relevance to 
social work practice. 

5. Examine the socio-cultural determinants of motivation. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Critically examine the role of evaluation in evidence-based 
social work practice. 

2. Discuss the relevance of evaluation and monitoring in 
ensuring accountability and service effectiveness. 
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BLOCK III: PERSONALITY, LEADERSHIP AND COMMUNICATION 137-210 

Unit 9 Adjustment, Stress, Depression, Conflict And Impact On 
Personality 

139 

Unit 10 Inheritance And Environment – Laws Of Heredity, Impact On 
Personality, Environment And Education 

155 

Unit 11 Leadership – Concept, Definition, Characteristics, Styles, 
Functions And Types 

173 

Unit 12 Communication – Definition, Importance, Planning, 
Organization, Motivation, Coordination, Control, Decision 
Making And Communication Process 

193 

Effective social functioning depends upon healthy adjustment, emotional well-being, 
leadership and communication. This block examines several psychological and 
behavioural factors that influence individual and social life. It begins with 
adjustment, stress, depression and conflict, explaining their effects on personality 
and behaviour. The role of inheritance and environment in personality development 
is also discussed, including the basic laws of heredity and the influence of education 
and environmental conditions. The block then introduces leadership as an important 
aspect of group and organizational behaviour. It covers the concept, characteristics, 
types, styles and functions of leadership and highlights its significance in guiding 
individuals and groups. Communication is examined as an essential process for 
planning, organizing, motivating, coordinating, controlling and decision-making. 
Learners are also introduced to the communication process and its role in effective 
human interaction. Together, these topics help students understand how 
psychological development, leadership and communication contribute to effective 
personal, professional and social relationships. 

 
 

 

 
  



 

 

 
 
 
 
 
 



 ADJUSTMENT, STRESS, DEPRESSION, CONFLICT AND IMPACT ON PERSONALITY 

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 139  

NOTE 
 

 

 

UNIT 9 
ADJUSTMENT, STRESS, 
DEPRESSION, CONFLICT 

AND IMPACT ON 
PERSONALITY 

STRUCTURE:  

9.1 Introduction 

9.2 Objective 

9.3 Community Organization Skills 

       9.3.1       Purpose of Community Organization Skills 

9.4     Interviewing in Community Work 

9.5     Counseling skills in Community Settings 

       9.5.1       Types of Counseling 

       9.5.2       Ethical Issues and Community Outcomes 

9.6     Recording and Reporting Skills 

9.7 Summary 

9.8 Glossary 

9.9 Answers to check you progress – possible one 

9.10 Suggested readings - OER 

9.11 Reference 

9.12 Exercise 

9.1 INTRODUCTION  

Human life is a continuous process of interaction with the physical, 
social, and psychological environment. In this interaction, 
individuals constantly face demands, challenges, changes, and 
pressures. How effectively a person responds to these demands 
determines their level of adjustment and overall mental health. 
When individuals fail to cope adequately, they may experience 
stress, conflict, and psychological problems such as depression, 
which in turn influence personality development and social 
functioning. 

In social work practice, professionals frequently work with 
individuals and families experiencing maladjustment due to stress, 
emotional conflict, poverty, illness, trauma, or social exclusion. 
Therefore, understanding the concepts of adjustment, stress, 
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depression, and conflict is essential for assessing client problems 
and planning appropriate interventions. 

This unit examines the meaning and nature of adjustment, stress, 
depression, and conflict, and analyses their impact on personality, 
behaviour, and social functioning. 

9.2 OBJECTIVES  

After studying this unit, learners will be able to: 

● Understand the concept and meaning of adjustment 

● Explain the nature and types of stress 

● Describe depression and its psychological implications 

● Analyse the concept of conflict and its sources 

● Examine the impact of stress, depression, and conflict on 
personality 

● Apply these concepts in social work practice 

9.3 CONCEPT AND MEANING OF ADJUSTMENT 

Adjustment refers to the process by which an individual maintains 
balance between personal needs and environmental demands. It 
involves continuous adaptation to changing situations in life. 

Adjustment is not a one-time achievement but an ongoing process 
that helps individuals cope with challenges, satisfy needs, and 
maintain psychological well-being. 

Definitions of Adjustment 

Psychologists have defined adjustment from different perspectives. 

According to Shaffer, 

“Adjustment is the process by which an individual maintains a 
balance between needs and circumstances.” 

According to Gates, 

“Adjustment is a continuous process of adapting oneself to the 
environment in such a way as to maintain harmony with it.” 

According to Coleman, 

“Adjustment is the outcome of attempts to deal with stress and meet 
one’s needs.” 

These definitions emphasize that adjustment: 

● Is a dynamic and continuous process 

● Involves interaction between individual and environment 

● Aims at balance and harmony 
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Nature of Adjustment 

The nature of adjustment can be understood through the following 
features: 

Adjustment Is a Continuous Process 

Human life constantly presents new challenges. Therefore, 
adjustment continues throughout life as individuals face changing 
roles, responsibilities, and situations. 

Adjustment Is Dynamic 

Adjustment involves active efforts by individuals to cope with 
internal needs and external demands. It is not passive acceptance 
but active adaptation. 

Adjustment Involves Both Individual and Environment 

Adjustment depends on both personal characteristics (personality, 
abilities, attitudes) and environmental conditions (family, society, 
culture). 

Adjustment Is Goal-Oriented 

The aim of adjustment is to reduce tension, satisfy needs, and 
achieve emotional stability and social harmony. 

Adjustment Reflects Mental Health 

Well-adjusted individuals show emotional balance, realistic 
thinking, and socially acceptable behaviour, while poor adjustment 
may indicate psychological distress. 

9.4 TYPES OF ADJUSTMENT 

Adjustment can be understood in different areas of life. 

Personal Adjustment 

Personal adjustment refers to how individuals cope with their own 
emotions, needs, and internal conflicts. 

Indicators of good personal adjustment include: 

● Emotional stability 

● Self-acceptance 

● Realistic self-concept 

Social Adjustment 

Social adjustment refers to an individual’s ability to adapt to social 
norms, roles, and relationships. 

Good social adjustment involves: 

● Healthy interpersonal relationships 

● Cooperation and empathy 

● Respect for social rules 
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Educational and Occupational Adjustment 

This type of adjustment relates to adapting to academic or work 
environments. 

It includes: 

● Coping with performance demands 

● Managing competition and expectations 

● Balancing work and personal life 

Factors Influencing Adjustment 

Several factors influence an individual’s ability to adjust effectively: 

● Physical health 

● Emotional maturity 

● Family environment 

● Social support 

● Economic conditions 

● Cultural values 

Understanding these factors helps social workers identify causes of 
maladjustment. 

 Importance of Adjustment in Human Life 

Adjustment is essential for: 

● Mental health and well-being 

● Social relationships 

● Personal growth 

● Effective functioning in society 

Poor adjustment may lead to stress, conflict, anxiety, and 
depression. 

9.5 RELEVANCE OF ADJUSTMENT IN SOCIAL 
WORK PRACTICE 

Social workers often encounter clients struggling with adjustment 
due to: 

● Poverty and unemployment 

● Family conflict 

● Illness or disability 

● Social discrimination 

Understanding adjustment helps social workers: 

● Assess coping abilities 

● Identify maladjustment 
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● Design supportive interventions 

● Promote resilience and adaptation 

Concept and Meaning of Stress  

Stress is an inevitable part of human life and arises whenever 
individuals are required to adjust to changing demands or 
challenging situations. It is the psychological and physiological 
reaction of an individual when environmental demands exceed or are 
perceived to exceed one’s coping resources. 

Stress does not exist merely in the environment or within the 
individual; rather, it emerges from the interaction between the 
person and the environment. This interactional nature of stress is 
especially important in understanding stress from a social work 
perspective. 

In everyday life, stress may arise from situations such as 
examinations, unemployment, illness, family conflict, financial 
hardship, social discrimination, or major life changes. The same 
situation may produce different levels of stress in different 
individuals depending on personality, support systems, and coping 
skills. 

Theoretical Perspectives on Stress 

Psychologists have explained stress from different theoretical 
viewpoints. 

 Stress as a Stimulus 

According to this view, stress is seen as an external event or situation 
(stressor) that places demands on the individual. 

Examples include: 

● Natural disasters 

● Poverty and unemployment 

● Work overload 

● Social conflict 

This perspective focuses on identifying stress-causing conditions in 
the environment. 

Stress as a Response 

Hans Selye viewed stress as the body’s non-specific response to any 
demand placed upon it. Here, stress is understood in terms of 
physiological reactions such as increased heart rate, muscle tension, 
fatigue, and hormonal changes. 

This approach highlights the impact of stress on physical health. 

 

Stress as a Transaction (Lazarus’ View) 
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According to Lazarus, stress results from a transaction between the 
individual and the environment. Stress depends on how a person 
appraises a situation. 

● Primary appraisal: Is the situation threatening or harmful? 

● Secondary appraisal: Do I have the resources to cope? 

This theory is highly relevant for social work as it explains why 
individuals in similar circumstances experience stress differently. 

Nature and Characteristics of Stress 

Stress has certain defining characteristics that explain its impact on 
behaviour and mental health. 

Stress Is Subjective 

Stress depends on perception. What is stressful for one person may 
not be stressful for another. 

 Stress Is Dynamic 

Stress levels change over time depending on life circumstances and 
coping capacity. 

 Stress Affects the Whole Person 

Stress impacts: 

● Thoughts (worry, fear, confusion) 

● Emotions (anxiety, irritability, sadness) 

● Body (fatigue, headaches, sleep disturbance) 

● Behaviour (withdrawal, aggression, substance use) 

Sources of Stress (Stressors) in Social Context 

Stressors can arise from various domains of life. 

 Personal Stressors 

● Low self-esteem 

● Poor health 

● Unresolved emotional conflicts 

 Family and Social Stressors 

● Marital conflict 

● Caregiving burden 

● Role overload (especially among women) 

● Social isolation 

 Economic and Occupational Stressors 

● Job insecurity 

● Workplace exploitation 
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● Academic pressure 

● Migration for livelihood 

 Structural and Social Stressors 

● Poverty 

● Caste and gender discrimination 

● Social exclusion 

● Lack of access to resources 

These stressors are central concerns in social work practice. 

9.5.1 Stress and Personality 

Prolonged stress can influence personality by: 

● Increasing irritability 

● Reducing tolerance 

● Promoting pessimism 

● Leading to withdrawal or aggression 

Stress does not only affect behaviour temporarily; it can shape long-
term personality traits. 

Coping with Stress 

Coping refers to conscious efforts to manage stress. 

 Problem-Focused Coping 

● Problem-solving 

● Seeking information 

● Planning 

 Emotion-Focused Coping 

● Emotional expression 

● Relaxation 

● Social support 

 Adaptive vs Maladaptive Coping 

● Adaptive: Exercise, counselling, support 

● Maladaptive: Avoidance, substance abuse 

Social workers assist clients by: 

● Identifying stressors 

● Enhancing coping skills 

● Strengthening social support 

● Addressing structural causes of stress 

Stress management is central to counselling, crisis intervention, and 
community work. 
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9.6 INTRODUCTION TO CONFLICT 

Conflict is an inevitable aspect of human life because individuals 
constantly face competing needs, desires, roles, values, and 
expectations. Whenever two or more incompatible forces operate 
simultaneously, conflict arises. Conflict may occur within the 
individual, between individuals, within families, groups, or at the 
societal level. 

In social work practice, conflict is frequently observed in family 
disputes, marital problems, workplace tensions, community 
disagreements, and social movements. Understanding the nature 
and dynamics of conflict enables social workers to intervene 
constructively and promote healthy adjustment. 

Conflict refers to a psychological state in which an individual 
experiences tension due to the presence of two or more incompatible 
needs, motives, goals, or values. Conflict may also occur between 
individuals or groups when their interests, beliefs, or objectives 
clash. 

Conflict does not always result in negative outcomes. When managed 
constructively, it can lead to growth, change, and improved 
understanding. However, unresolved or intense conflict may lead to 
stress, maladjustment, and emotional disturbance. 

According to Krech and Crutchfield, 

“Conflict is the tension that arises when a choice has to be made 
between two or more incompatible needs or goals.” 

According to Coleman, 

“Conflict is a situation in which incompatible forces operate within or 
between individuals.” 

These definitions indicate that conflict: 

● Involves incompatibility 

● Creates psychological tension 

● Requires resolution or adjustment 

Nature and Characteristics of Conflict 

Conflict has several defining characteristics: 

 Conflict Is Inevitable 

Since individuals have multiple needs and live in complex social 
environments, conflict is unavoidable. 

Conflict Involves Tension 

Conflict generates emotional tension such as anxiety, frustration, or 
anger. 
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Conflict May Be Conscious or Unconscious 

Some conflicts are clearly recognized, while others operate at an 
unconscious level and influence behaviour indirectly. 

Conflict Influences Behaviour 

Conflict affects decision-making, emotional responses, and 
interpersonal behaviour. 

Types of Conflict 

Conflict can be classified into different types based on where it 
occurs and how it manifests. 

Intrapersonal Conflict 

Intrapersonal conflict occurs within the individual when two or more 
needs, desires, or values clash. 

Types of Intrapersonal Conflict 

a) Approach–Approach Conflict 

Occurs when an individual must choose between two desirable 
options. 

Example: Choosing between two attractive job offers. 

This type of conflict is usually resolved easily. 

b) Avoidance–Avoidance Conflict 

Occurs when an individual must choose between two undesirable 
options. 

Example: Choosing between unemployment and an unsatisfactory 
job. 

This conflict produces high stress and dissatisfaction. 

c) Approach–Avoidance Conflict 

Occurs when a single goal has both positive and negative aspects. 

Example: Accepting a promotion that offers higher pay but increased 
stress. 

This is one of the most stressful forms of conflict. 

Interpersonal Conflict 

Interpersonal conflict occurs between two or more individuals due to 
differences in: 

● Values 

● Beliefs 

● Expectations 

● Roles 

Examples: 

● Marital conflict 
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● Parent–child disagreement 

● Workplace disputes 

Such conflicts affect relationships and emotional well-being. 

Family Conflict 

Family conflict may arise due to: 

● Role expectations 

● Financial stress 

● Intergenerational differences 

● Power dynamics 

Unresolved family conflict often leads to stress, depression, and 
maladjustment. 

Group and Social Conflict 

Group conflict occurs when groups or communities have competing 
interests. 

Examples include: 

● Community disputes 

● Workplace unions vs management 

● Social movements 

Social conflict may arise from inequality, discrimination, and 
resource scarcity. 

Sources of Conflict 

Conflict may originate from various sources. 

Psychological Sources 

● Unmet needs 

● Frustration 

● Low self-esteem 

● Emotional insecurity 

Social Sources 

● Role conflict 

● Power imbalance 

● Cultural differences 

● Social inequality 

Economic Sources 

● Poverty 

● Unemployment 

● Competition for resources 
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Economic stress is a major cause of conflict in families and 
communities. 

Conflict and Stress Relationship 

Conflict and stress are closely related. 

● Conflict often leads to stress 

● Stress reduces problem-solving ability 

● Prolonged conflict increases emotional exhaustion 

Unresolved conflict may result in chronic stress and mental health 
problems. 

Behavioural Manifestations of Conflict 

Conflict may manifest behaviourally in different ways: 

● Aggression and hostility 

● Withdrawal and avoidance 

● Indecision 

● Emotional outbursts 

Behavioural responses depend on personality, coping skills, and 
social support. 

Conflict Resolution and Adjustment 

Adjustment involves resolving or managing conflict effectively. 

Healthy conflict resolution includes: 

● Open communication 

● Negotiation and compromise 

● Emotional regulation 

● Problem-solving 

Constructive conflict resolution promotes personal growth and 
relationship stability. 

Role of Social Work in Conflict Management 

Social workers play an important role in managing conflict by: 

● Mediating disputes 

● Facilitating communication 

● Addressing underlying causes 

● Promoting understanding and cooperation 

Conflict management is a core skill in family work, group work, and 
community practice. 

ACTIVITY 

Activity Title: Understanding Adjustment, Stress, Conflict, and 
Their Impact on Personality 
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Objectives: 

• Identify the concepts of adjustment, stress, depression, and 
conflict.  

• Examine the relationship between stress and adjustment.  

• Recognize common sources of psychological conflict and 
stress.  

• Examine how prolonged stress and unresolved conflict may 
influence personality and behaviour.  

• Identify healthy ways of coping with stressful and conflicting 
situations.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of everyday stressful 
or conflicting situations. 

Procedure/Steps: 

1. Think of a situation in which an individual faces a significant 
challenge or change.  

2. Identify the source of stress or conflict in the situation.  

3. Discuss how the individual might adjust to the situation.  

4. Identify possible effects of prolonged stress or unresolved 
conflict on behaviour and personality.  

5. Suggest two healthy ways of coping with stress and improving 
adjustment.  

6. Discuss the importance of seeking appropriate support when 
emotional difficulties become persistent or severe.  

Outcome: 
The learner will be able to identify adjustment, stress, depression, 
and conflict and explain their possible influence on personality and 
behaviour. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following can influence an individual's 
adjustment and personality? 

a) Stress 
b) Conflict 
c) Life experiences 
d) All of the above 

B. True/False 

2. Prolonged and unmanaged stress may negatively affect an 
individual's behaviour, emotional well-being, and personality 
development. 
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True / False 

C. Short Answer Questions 

3. What is meant by adjustment? 

4. How can prolonged stress and conflict affect personality? 

9.7 SUMMARY 

● This unit explored the interconnected concepts of adjustment, 
stress, depression, and conflict, and analysed their impact on 
personality and behaviour. Adjustment was understood as a 
continuous process of balancing personal needs with 
environmental demands. Stress was examined as a response 
to perceived demands, influenced by personal and socio-
cultural factors. 

● Depression was discussed as a serious mood disorder 
affecting emotional, cognitive, and behavioural functioning, 
while conflict was analysed as an inevitable outcome of 
competing needs and social pressures. The unit emphasized 
that prolonged stress, unresolved conflict, and untreated 
depression can significantly shape personality in maladaptive 
ways. 

● Understanding these processes is essential for social work 
practice, as social workers aim to promote healthy 
adjustment, emotional well-being, and positive personality 
development through psychosocial interventions. 

9.8 GLOSSARY 

● Adjustment: Process of adapting to environmental demands 

● Stress: Response to perceived demands exceeding resources 

● Depression: Mood disorder characterized by persistent 
sadness 

● Conflict: Tension arising from incompatible goals or needs 

● Personality: Enduring patterns of behaviour and experience 

● Coping: Strategies used to manage stress 

● Maladjustment: Inability to adapt effectively 

● Resilience: Capacity to recover from adversity 

9.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: d) All of the above 
Stress, conflict, and life experiences can influence an individual's 
adjustment, behaviour, emotional responses, and personality 
development. 



 PERSONALITY, LEADERSHIP AND COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 152 

NOTE 
 

 

 

2. Answer: True. 
Persistent or unmanaged stress may contribute to emotional 
difficulties, changes in behaviour, reduced coping ability, and 
difficulties in interpersonal relationships. 

3. Answer: 
Adjustment is the process through which an individual modifies 
thoughts, feelings, or behaviour to cope effectively with changing 
situations, demands, and environmental conditions. 

4. Answer: 
Prolonged stress and unresolved conflict may affect personality by 
contributing to emotional instability, anxiety, irritability, 
withdrawal, reduced confidence, or difficulties in relationships. 
Effective coping and social support can help individuals manage 
these challenges and maintain healthier adjustment. 
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9.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. Adjustment refers to: 
a) Avoiding problems 
b) Balancing needs and environment 
c) Emotional suppression 
d) Social isolation 

2. Chronic stress primarily leads to: 
a) Growth 
b) Exhaustion 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
661 
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c) Indifference 
d) Satisfaction 

3. Depression mainly affects: 
a) Physical growth only 
b) Mood, thinking, and behaviour 
c) Intelligence only 
d) Reflex action 

4. Approach–avoidance conflict involves: 
a) Two positive goals 
b) Two negative goals 
c) One goal with positive and negative aspects 
d) No goals 

5. Effective adjustment is associated with: 
a) Rigidity 
b) Emotional instability 
c) Flexibility and balance 
d) Avoidance 

B. Short answer type question 

1. Who proposed the General Adaptation Syndrome? 

2. Name one symptom of depression. 

3. What is avoidance–avoidance conflict? 

4. What is social adjustment? 

5. What is personality? 

 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is adjustment? 

2. Define stress. 

3. What is depression? 

4. What is intrapersonal conflict? 

5. Mention two effects of stress on personality. 

 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept of adjustment and its importance in 
mental health. 

2. Discuss the causes and effects of stress on personality. 

3. Describe depression and its social implications. 

4. Explain different types of conflict and their behavioural 
consequences. 
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5. Analyse the role of social work in managing stress, 
depression, and conflict. 
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UNIT 10 
INHERITANCE AND 

ENVIRONMENT – LAWS OF 
HEREDITY, IMPACT ON 

PERSONALITY, 
ENVIRONMENT AND 

EDUCATION 
STRUCTURE:  

10.1 Introduction 

10.2 Objectives 

10.3 Social Work Research Methods 

       10.3.1     Common Research Approaches in Community Settings 

10.4   Program Planning in Community Organization 

10.5   Policy Formulation and Advocacy Skills 

       10.5.1     Advocacy Skills 

10.6   Equitable Welfare and Resource Allocation 

10.7 Summary 

10.8 Glossary 

10.9 Answers to check you progress – possible one 

10.10 Suggested readings - OER 

10.11 Reference 

10.12 Exercise 

10.1 INTRODUCTION  

Human development and behaviour are influenced by a complex 
interaction of biological and social factors. Two of the most 
significant determinants of human personality and behaviour are 
inheritance (heredity) and environment. For decades, 
psychologists, sociologists, and educators have debated the relative 
importance of heredity and environment in shaping human 
potential, intelligence, personality, and behaviour. 

In social work practice, understanding the role of inheritance and 
environment is crucial because clients’ problems often arise from a 
combination of biological predispositions and environmental 
conditions such as poverty, family structure, education, culture, and 
social opportunities. This unit examines the concepts of inheritance 



 PERSONALITY, LEADERSHIP AND COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 156 

NOTE 
 

 

 

and environment, the laws of heredity, and their impact on 
personality development and education. 

10.2 OBJECTIVES  

After studying this unit, learners will be able to: 

● Understand the concept and meaning of inheritance and 
heredity 

● Explain the concept and components of environment 

● Describe the basic laws of heredity 

● Analyse the role of inheritance and environment in 
personality development 

● Examine the influence of environment and education on 
human behaviour 

● Apply these concepts in social work practice 

According to Woodworth, 
“Heredity is the transmission of traits from parents to offspring.” 

According to Crow and Crow, 
“Heredity refers to the sum total of the inborn qualities and 
potentialities inherited by an individual from parents.” 

These definitions highlight that heredity: 

● Is biological in nature 

● Operates through genes 

● Provides potential rather than fixed outcomes 

10.3 CONCEPT AND MEANING OF INHERITANCE 
(HEREDITY) 

Inheritance, also known as heredity, refers to the transmission of 
biological characteristics from parents to offspring through genes. 
These inherited characteristics influence physical structure, 
physiological functioning, and certain psychological potentials. 

Heredity provides the basic biological framework within which 
development takes place. Characteristics such as height, eye colour, 
body structure, nervous system functioning, and certain 
predispositions toward intelligence or temperament are influenced 
by heredity. 

However, heredity does not determine behaviour rigidly; it sets limits 
and possibilities within which environmental influences operate. 

Characteristics of Heredity 

The role of heredity can be understood through the following 
characteristics: 
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Heredity Is Universal 

All living organisms inherit characteristics from their parents. No 
individual is free from hereditary influence. 

Heredity Provides Potential 

Heredity determines the range of potential development, not the final 
outcome. Environmental factors decide how much of this potential 
is realized. 

Heredity Influences Physical and Psychological Traits 

Inherited traits include: 

● Physical features (height, complexion) 

● Physiological traits (metabolism, nervous system) 

● Psychological tendencies (temperament, emotional reactivity) 

 Heredity Is Relatively Stable 

Inherited traits are stable and cannot be altered directly, though 
their expression can be modified by environmental conditions. 

Concept and Meaning of Environment 

Environment refers to the totality of external conditions that 
influence an individual’s development from conception to death. It 
includes physical, social, cultural, and psychological surroundings. 

While heredity provides the raw material for development, 
environment shapes, modifies, and nurtures that material into 
actual behaviour and personality. 

Definitions of Environment 

According to Ross, 
“Environment consists of all the external forces that influence the 
individual.” 

According to Tandon, 
“Environment includes all those conditions that affect the growth and 
development of an individual.” 

Environment thus encompasses everything outside the individual 
that affects development. 

Components of Environment 

Environment can be broadly classified into the following 
components: 

Physical Environment 

Includes: 

● Climate 

● Nutrition 

● Housing 
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● Pollution 

Physical environment affects health, energy levels, and overall 
development. 

Social Environment 

Includes: 

● Family 

● School 

● Peer groups 

● Community 

Social interactions play a crucial role in shaping behaviour, 
attitudes, and values. 

Cultural Environment 

Includes: 

● Customs and traditions 

● Language 

● Beliefs and values 

● Religion 

Culture influences norms, aspirations, and behavioural 
expectations. 

Psychological Environment 

Includes: 

● Emotional climate of the family 

● Parental attitudes 

● Experiences of acceptance or rejection 

This environment strongly affects emotional development and self-
concept. 

10.4 RELATIONSHIP BETWEEN INHERITANCE 
AND ENVIRONMENT 

Inheritance and environment do not operate independently; they 
interact continuously throughout life. Heredity sets the limits of 
development, while environment determines how far development 
progresses within those limits. 

Neither heredity nor environment alone can explain human 
behaviour. It is their interaction that shapes personality, 
intelligence, and social adjustment. 

Relevance of Inheritance and Environment in Social Work 
Practice 



 INHERITANCE AND ENVIRONMENT – LAWS OF HEREDITY, IMPACT ON PERSONALITY, ENVIRONMENT AND EDUCATION 

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 159  

NOTE 
 

 

 

Social workers encounter clients whose issues may involve: 

● Genetic or health-related vulnerabilities 

● Poor environmental conditions such as poverty or neglect 

● Lack of educational opportunities 

● Social discrimination 

Understanding inheritance and environment helps social workers: 

● Avoid blaming individuals for conditions beyond their control 

● Design holistic interventions 

● Advocate for environmental change 

● Support optimal development 

Introduction to Laws of Heredity 

The laws of heredity explain how biological traits are transmitted 
from parents to offspring. These laws provide a scientific basis for 
understanding individual differences in physical characteristics, 
health, temperament, and certain psychological potentials. Although 
heredity does not rigidly determine behaviour, it sets biological limits 
within which development occurs. 

The study of heredity gained scientific clarity through the work of 
Gregor Mendel, who is regarded as the father of genetics. His 
experiments laid the foundation for understanding genetic 
inheritance. 

Concept of Genes and Chromosomes 

Heredity operates through genes, which are units of inheritance 
located on chromosomes. Chromosomes are thread-like structures 
found in the nucleus of every cell. 

● Humans have 23 pairs of chromosomes 

● One set is inherited from each parent 

● Genes carry instructions for physical and psychological traits 

Genes influence characteristics such as height, eye colour, blood 
group, and predispositions related to intelligence and temperament. 

Mendel’s Experiments and Contribution 

Gregor Mendel conducted experiments on pea plants to study 
inheritance patterns. He selected pea plants because: 

● They had clear contrasting traits 

● They reproduced quickly 

● Their breeding could be controlled 

Through systematic observation, Mendel discovered predictable 
patterns of inheritance, which became known as Mendel’s laws of 
heredity. 
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Law of Dominance 

The Law of Dominance states that when two contrasting traits are 
present together, one trait (dominant) expresses itself, while the 
other (recessive) remains hidden. 

Explanation 

If a child inherits one dominant gene and one recessive gene for a 
trait, the dominant trait will appear. 

Example: 

● Brown eye colour (dominant) 

● Blue eye colour (recessive) 

If a child inherits one gene for brown eyes and one for blue eyes, 
brown eyes will be expressed. 

Law of Segregation 

The Law of Segregation states that paired genes separate during 
the formation of reproductive cells, so each parent passes only one 
gene for each trait to the offspring. 

Explanation 

Each individual carries two genes for a trait, but only one gene is 
transmitted to the child. 

This law explains why offspring show variation and do not always 
resemble one parent completely. 

10.5 TYPES OF GENETIC TRANSMISSION 

Dominant Inheritance 

A dominant gene expresses itself even when only one copy is present. 

Examples: 

● Certain blood groups 

● Some genetic disorders 

 Recessive Inheritance 

A recessive trait appears only when both inherited genes are 
recessive. 

Examples: 

● Colour blindness 

● Certain inherited disorders 

Sex-Linked Inheritance 

Some traits are linked to sex chromosomes, especially the X 
chromosome. 
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Examples: 

● Colour blindness 

● Haemophilia 

These traits occur more commonly in males. 

Heredity and Individual Differences 

Heredity contributes to individual differences in: 

● Physical structure 

● Health and stamina 

● Intelligence potential 

● Temperament and emotional responsiveness 

However, heredity does not determine abilities absolutely. 
Environmental support is essential for full development. 

Limitations of Heredity 

While heredity plays an important role, it has limitations: 

● It provides potential, not fixed outcomes 

● Expression of genes depends on environment 

● Learning and experience modify behaviour 

Thus, heredity alone cannot explain personality or behaviour. 

Importance of Understanding Heredity in Social Work 

For social workers, understanding heredity helps to: 

● Recognize biological vulnerabilities 

● Avoid blaming individuals for inherited conditions 

● Provide appropriate guidance and referrals 

● Advocate for supportive environments 

Social work emphasizes strengthening environmental conditions to 
help individuals realize their inherited potential. 

One of the oldest and most important debates in psychology and 
social sciences concerns the relative influence of heredity and 
environment on human development. Scholars have long 
questioned whether human behaviour and personality are primarily 
shaped by inherited biological factors or by environmental 
experiences. 

This debate is not merely theoretical; it has practical significance for 
education, social policy, and social work practice. Understanding 
this debate helps professionals avoid extreme positions and adopt a 
balanced, holistic approach to human development. 

The Heredity-Centred View (Nature Perspective) 
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The heredity-centred view, also known as the nature perspective, 
emphasizes the dominant role of genetic inheritance in shaping 
personality, intelligence, and behaviour. 

Key Assumptions 

● Behaviour is largely predetermined by genes 

● Individual differences are biologically based 

● Environment plays a limited role 

Supporters of this view argue that intelligence, temperament, and 
certain personality traits are largely inherited. 

Limitations of the Heredity View 

● It underestimates the role of learning and experience 

● It may lead to biological determinism 

● It ignores social inequality and environmental deprivation 

From a social work perspective, this view is limited because it may 
blame individuals for conditions beyond their control. 

The Environment-Centred View (Nurture Perspective) 

The environment-centred view, or nurture perspective, emphasizes 
the role of environmental factors in shaping human development. 

Key Assumptions 

● Individuals are shaped primarily by environment 

● Learning and experience determine behaviour 

● Social conditions play a crucial role 

Factors such as family, education, culture, and socio-economic 
conditions are considered central in personality development. 

Limitations of the Environment View 

● It underestimates biological constraints 

● It assumes unlimited malleability 

● It may ignore inherited vulnerabilities 

The Interactionist Perspective 

Modern psychology adopts the interactionist perspective, which 
recognizes that heredity and environment interact continuously to 
shape development. 

Core Ideas 

● Heredity provides potential 

● Environment determines expression 

● Development results from interaction 
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Neither heredity nor environment alone can explain behaviour; it is 
their dynamic interaction that shapes personality. 

10.5.1 Role of Heredity and Environment in Personality 
Development 

Personality develops through the combined influence of inherited 
traits and environmental experiences. 

Role of Heredity in Personality 

● Influences emotional reactivity 

● Shapes temperament 

● Affects energy levels 

Role of Environment in Personality 

● Shapes attitudes and values 

● Influences social behaviour 

● Develops coping skills 

Environment as a Modifying Force 

Environment can enhance or restrict the expression of inherited 
traits. 

● Supportive environments encourage growth 

● Deprived environments limit potential 

● Education plays a key modifying role 

This highlights the importance of social interventions. 

Critical Periods and Development 

Certain periods in development are especially sensitive to 
environmental influence. 

Examples: 

● Early childhood 

● Adolescence 

Lack of stimulation during these periods may result in long-term 
developmental deficits. 

Implications for Education 

Understanding heredity and environment helps educators: 

● Recognize individual differences 

● Provide supportive learning environments 

● Avoid labeling and discrimination 

Education must adapt to diverse abilities and backgrounds. 

Implications for Social Work Practice 

For social workers, the interactionist perspective: 
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● Prevents victim-blaming 

● Encourages environmental improvement 

● Supports empowerment-based practice 

● Guides policy advocacy 

Social work focuses on changing environments to help individuals 
realize their inherited potential. 

 

10.6 APPLICATION OF TECHNIQUES AND SKILLS 
IN SOCIAL CASE WORK PRACTICE 

While heredity provides the biological foundation of development, 
environment and education play a decisive role in shaping 
personality, intelligence, values, and behaviour. Education acts 
as a structured environmental influence that nurtures, directs, and 
refines inherited potentials. 

From a social work perspective, education is not limited to formal 
schooling; it includes family upbringing, community interaction, 
cultural exposure, and life experiences. The quality of environment 
and education determines whether an individual’s inherited abilities 
are fully realized or suppressed. 

Family Environment and Development 

The family is the primary and most influential environment in a 
child’s life. 

Emotional Climate of the Family 

A supportive family environment characterized by love, security, and 
acceptance promotes: 

● Emotional stability 

● Self-confidence 

● Positive self-concept 

In contrast, a hostile or neglectful family environment may lead to 
insecurity, anxiety, and poor adjustment. 

Parenting Styles and Personality 

Parenting styles significantly influence personality development: 

● Authoritative parenting: Encourages independence and 
responsibility 

● Authoritarian parenting: May lead to fear, dependency, or 
rebellion 

● Permissive parenting: May result in lack of discipline and 
self-control 

Healthy parenting nurtures both emotional and social competence. 
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Socio-Economic Status of the Family 

Economic conditions influence access to: 

● Nutrition 

● Healthcare 

● Educational opportunities 

Poverty restricts environmental enrichment and may limit 
development despite strong hereditary potential. 

School Environment and Education 

School is the first formal social institution that shapes learning and 
behaviour. 

Role of School in Personality Development 

Schools influence: 

● Cognitive development 

● Discipline and responsibility 

● Social interaction 

● Moral values 

Teacher Influence 

Teachers act as significant role models. 

● Supportive teachers enhance motivation 

● Biased or punitive teaching discourages learning 

● Teacher expectations influence student performance 

Curriculum and Learning Environment 

A flexible and inclusive curriculum: 

● Accommodates individual differences 

● Encourages creativity and critical thinking 

● Prevents labeling and discrimination 

Rigid systems may suppress potential. 

Peer Group and Social Environment 

Peers play a vital role, especially during adolescence. 

Positive Peer Influence 

● Encourages social skills 

● Builds confidence 

● Promotes cooperation 

Negative Peer Influence 

● Risk-taking behaviour 
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● Substance abuse 

● Antisocial tendencies 

Social environment strongly shapes behaviour beyond family 
control. 

Community Environment 

The broader community influences development through: 

● Availability of resources 

● Safety and social cohesion 

● Cultural practices 

Communities with supportive institutions promote healthy 
development. 

Cultural Environment and Education 

Culture shapes: 

● Values and beliefs 

● Attitudes toward education 

● Gender roles 

Cultural inclusiveness in education supports identity and self-
worth. 

Environmental Deprivation 

Environmental deprivation refers to lack of stimulation and 
resources. 

Effects of Deprivation 

● Delayed cognitive development 

● Emotional insecurity 

● Low self-esteem 

Deprivation can prevent realization of inherited potential. 

Environmental Enrichment 

Environmental enrichment enhances development. 

Examples: 

● Quality education 

● Supportive family 

● Exposure to arts and sports 

● Access to healthcare 

Enrichment compensates for biological limitations. 

Role of Education in Social Mobility 

Education enables: 
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● Skill development 

● Employment opportunities 

● Social mobility 

Education reduces inequality by expanding environmental 
opportunities. 

Implications for Social Work Practice 

Social workers: 

● Advocate for quality education 

● Support family strengthening 

● Address environmental deprivation 

● Promote inclusive educational policies 

Environmental change is a core social work intervention. 

ACTIVITY 

Activity Title: Exploring the Influence of Heredity and Environment 
on Personality 

Objectives: 

• Identify the basic concepts of inheritance and environment.  

• Examine the major principles of heredity relevant to human 
development.  

• Recognize the influence of heredity on personality 
development.  

• Examine the role of environment and education in shaping 
personality and behaviour.  

• Relate heredity and environmental influences to individual 
differences.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of individual 
differences in behaviour, abilities, and personality. 

Procedure/Steps: 

1. Select two individuals who differ in personality, abilities, 
interests, or behaviour.  

2. Identify characteristics that may have a hereditary basis.  

3. Identify environmental factors such as family, school, peers, 
culture, and social experiences that may influence them.  

4. Discuss how education can modify skills, attitudes, habits, 
and behaviour.  

5. Explain why personality is generally considered to result from 
the interaction of heredity and environment.  
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6. Write two ways in which a supportive environment can 
contribute to positive personality development.  

Outcome: 
The learner will be able to explain the interaction of heredity, 
environment, and education in shaping personality and individual 
development. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following plays an important role in shaping 
personality and human development? 

a) Heredity only 
b) Environment only 
c) Education only 
d) Interaction of heredity and environment 

B. True/False 

2. Education and environmental experiences can influence the 
development of an individual's personality and behaviour. 

True / False 

C. Short Answer Questions 

3. What is meant by heredity? 

4. How does environment influence personality development? 

 

10.7 SUMMARY 

● This unit examined the relative and combined influence of 
inheritance (heredity) and environment on human 
development, personality formation, and education. Heredity 
was understood as the biological transmission of traits from 
parents to offspring through genes and chromosomes, 
providing the basic potential and limits of development. The 
laws of heredity, proposed by Gregor Mendel, explained the 
predictable patterns through which traits are inherited. 

● Environment was discussed as the totality of external 
conditions—physical, social, cultural, and psychological—
that influence growth and behaviour. The unit explored the 
long-standing heredity–environment debate and highlighted 
the interactionist perspective, which recognizes that 
neither heredity nor environment alone can explain human 
behaviour. Instead, personality and behaviour emerge 
through continuous interaction between inherited potential 
and environmental experience. 
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● The role of family, school, peer groups, community, 
culture, and education was examined in shaping 
development. Special emphasis was placed on environmental 
deprivation and enrichment, showing how supportive 
environments and quality education can enhance 
development, while poverty and neglect can restrict it. The 
unit concluded by emphasizing the relevance of these 
concepts for social work practice, where the focus lies in 
improving environmental conditions to help individuals 
realize their inherited potential. 

10.8 GLOSSARY 

● Heredity: Biological transmission of traits from parents to 
offspring 

● Genes: Units of inheritance located on chromosomes 

● Chromosomes: Structures carrying genetic material 

● Environment: External conditions influencing development 

● Interactionist Perspective: View that heredity and 
environment jointly influence behaviour 

● Environmental Deprivation: Lack of stimulation and 
resources 

● Environmental Enrichment: Supportive conditions 
enhancing development 

● Personality: Enduring patterns of behaviour, thought, and 
emotion 

● Education: Structured and unstructured process of learning 

● Social Mobility: Movement of individuals across social strata 

10.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: d) Interaction of heredity and environment 
Personality and development are influenced by the interaction of 
inherited characteristics with environmental experiences and 
conditions. 

2. Answer: True. 
Education, family, peers, culture, and other environmental 
experiences can influence attitudes, habits, skills, behaviour, and 
personality development. 

3. Answer: 
Heredity refers to the transmission of genetic characteristics from 
parents to their offspring. It contributes to individual 
characteristics such as physical features, biological tendencies, 
and certain aspects of temperament and abilities. 
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4. Answer: 
Environment influences personality through family relationships, 
education, culture, peer groups, social experiences, and living 
conditions. These experiences can shape an individual's attitudes, 
habits, values, behaviour, and ways of interacting with others. 

10.10 SUGGESTED READINGS – OER 

10.11 REFERENCES 

● Friedlander, W. A. (1977). Concepts and Methods of Social 
Work. Prentice Hall. 

● Perlman, H. H. (1957). Social Casework: A Problem-Solving 
Process. University of Chicago Press. 

● Biestek, F. P. (1961). The Casework Relationship. Loyola 
University Press. 

● Sheafor, B. W., & Horejsi, C. R. (2015). Techniques and 
Guidelines for Social Work Practice. Pearson. 

10.12 EXERCISE 

Part 1 

1. Heredity refers to the transmission of traits through: 
a) Learning 
b) Culture 
c) Genes 
d) Environment 

2. The law of segregation explains that: 
a) Traits mix permanently 
b) Genes separate during reproduction 
c) Only dominant traits are inherited 
d) Environment controls inheritance 

3. Which perspective emphasizes the combined role of heredity 
and environment? 
a) Nature view 
b) Nurture view 
c) Interactionist view 
d) Behaviourist view 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
662 
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4. Which environment plays the earliest role in development? 
a) School 
b) Peer group 
c) Family 
d) Community 

5. Environmental enrichment leads to: 
a) Reduced potential 
b) Suppressed growth 
c) Enhanced development 
d) Fixed intelligence 

Answers: 
1-c, 2-b, 3-c, 4-c, 5-c 

B. Short answer type question 

1. Who is known as the father of genetics? 

2. How many pairs of chromosomes are present in humans? 

3. What is meant by interactionist perspective? 

4. Name one component of environment. 

5. What is meant by heredity potential? 

 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is heredity? 

2. Define environment. 

3. What is the law of dominance? 

4. What is environmental deprivation? 

5. How does education influence personality development? 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept of heredity and discuss its role in human 
development. 

2. Describe Mendel’s laws of heredity with suitable examples. 

3. Discuss the heredity–environment debate and explain the 
interactionist perspective. 

4. Examine the role of family and school environment in 
personality development. 

5. Analyse the importance of education and environment in 
social work practice. 
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UNIT 11 
LEADERSHIP – CONCEPT, 

DEFINITION, 
CHARACTERISTICS, 

STYLES, FUNCTIONS AND 
TYPES 

STRUCTURE:  

11.1 Introduction 

11.2 Objective 

11.3 Fundamentals of Community Administration in Social Work  

11.4   Committee Structures and Councils in Community Work 

11.5   Documentation, Communication and Procedures of Reporting 

        11.5.1    Documentation in Community Work 

        11.5.2    Reporting Systems and Formats 

11.6   Resource Management and Organizational Leadership 

        11.6.1    Resource Management 

        11.6.2    Organizational Leadership 

11.7 Summary 

11.8 Glossary 

11.9 Answers to check you progress – possible one 

11.10 Suggested readings - OER 

11.11 Reference 

11.12 Exercise 

11.1 INTRODUCTION  

Leadership is a vital concept in social psychology, organizational 
behaviour, and social work practice. In every group, community, or 
organization, leadership plays a central role in guiding behaviour, 
influencing decisions, resolving conflicts, and achieving collective 
goals. Whether in families, communities, voluntary organizations, 
social movements, or professional institutions, leadership 
determines the direction and effectiveness of group action. 

In social work, leadership is especially important because social 
workers often function as leaders while mobilizing communities, 
coordinating services, advocating for marginalized groups, and 
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initiating social change. Understanding leadership helps social 
workers work effectively with groups, institutions, and communities. 

This unit examines the concept, definitions, characteristics, styles, 
functions, and types of leadership in a comprehensive and applied 
manner. 

11.2 OBJECTIVES  

After studying this unit, learners will be able to: 

● Understand the concept and meaning of leadership 

● Explain various definitions of leadership 

● Identify the characteristics of effective leaders 

● Describe different leadership styles 

● Analyse the functions and types of leadership 

● Apply leadership concepts in social work practice 

11.3 CONCEPT AND MEANING OF LEADERSHIP 

Leadership refers to the process by which an individual influences 
the thoughts, attitudes, and behaviour of others to achieve common 
goals. Leadership is not merely a position or title; it is a dynamic 
relationship between the leader and followers. 

Leadership involves: 

● Influencing group behaviour 

● Guiding and motivating members 

● Coordinating group efforts 

● Achieving collective objectives 

Leadership is essential wherever people work together in groups. 

Leadership is best understood as a process, not a personal trait 
alone. It emerges through interaction between the leader, followers, 
and the situation. 

Key elements of the leadership process include: 

● The leader 

● The followers 

● The goals 

● The situation 

Effective leadership depends on how these elements interact. 

Scholars have defined leadership in different ways. 

According to Koontz and O’Donnell, 

“Leadership is the ability to influence others to strive willingly for 
group objectives.” 
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According to Terry, 
“Leadership is the activity of influencing people to strive willingly for 
mutual objectives.” 

According to Stogdill, 
“Leadership is the process of influencing the activities of an 
organized group toward goal setting and goal achievement.” 

These definitions emphasize that leadership: 

● Involves influence 

● Is goal-oriented 

● Requires interaction with followers 

Leadership vs Authority 

Leadership should be distinguished from authority. 

● Authority is derived from position or formal power 

● Leadership is derived from influence and acceptance 

A person may have authority without being a leader, and a leader 
may influence others without formal authority. 

Nature of Leadership 

The nature of leadership can be understood through the following 
points: 

Leadership Is Relational 

Leadership exists only in relation to followers. Without followers, 
there can be no leader. 

Leadership Is Goal-Oriented 

Leadership focuses on achieving common goals rather than 
individual interests. 

Leadership Is Situational 

Effective leadership depends on the situation, group needs, and 
context. 

Leadership Is Dynamic 

Leadership changes over time as group needs, goals, and conditions 
change. 

 

 Importance of Leadership in Group and Social Life 

Leadership is essential for: 

● Group coordination 

● Motivation and morale 

● Conflict resolution 

● Decision-making 
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● Social change 

In the absence of leadership, groups may become disorganized and 
ineffective. 

Leadership in Social Work Practice 

In social work, leadership is required in: 

● Community organization 

● Group work 

● Social action and advocacy 

● Institutional administration 

Social workers often assume leadership roles while empowering 
others to participate in decision-making. 

 

11.4 INTRODUCTION TO LEADERSHIP 
CHARACTERISTICS 

Effective leadership is not accidental; it is based on certain 
characteristics, qualities, and skills that enable an individual to 
influence others positively. While some leadership qualities may 
have a hereditary basis, most leadership traits are developed 
through learning, experience, training, and social interaction. 

In social work, leadership qualities are especially important because 
leaders must work ethically, sensitively, and collaboratively with 
diverse groups and communities. 

Leadership has several core characteristics that distinguish it from 
other forms of influence. 

Ability to Influence Others 

The most fundamental characteristic of leadership is the ability to 
influence others’ behaviour, attitudes, and decisions without 
coercion. Influence is achieved through trust, respect, and credibility 
rather than force. 

Goal Orientation 

Leadership is always directed toward achieving common goals. 
Effective leaders help group members understand objectives and 
align individual efforts with group goals. 

Acceptance by Followers 

Leadership depends on acceptance by group members. A leader who 
is not accepted cannot function effectively, regardless of formal 
authority. 

Responsibility and Accountability 
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Leaders accept responsibility for group outcomes and are 
accountable for decisions and actions. This quality builds trust and 
confidence among followers. 

Dynamic Nature 

Leadership adapts to changing situations. Effective leaders modify 
their approach based on group needs, environmental conditions, 
and challenges. 

Qualities of an Effective Leader 

An effective leader possesses a combination of personal, social, and 
moral qualities. 

Vision and Foresight 

Leaders have the ability to see beyond the present and anticipate 
future needs and challenges. Vision helps guide long-term planning 
and inspires followers. 

Integrity and Ethical Behaviour 

Integrity involves honesty, fairness, and consistency between words 
and actions. Ethical leadership is especially important in social 
work, where trust and values are central. 

 Emotional Stability 

Emotionally stable leaders can manage stress, remain calm under 
pressure, and respond thoughtfully rather than impulsively. 

Self-Confidence 

Self-confidence enables leaders to make decisions, take initiative, 
and inspire confidence in others without being arrogant. 

Empathy and Sensitivity 

Empathy allows leaders to understand others’ feelings, perspectives, 
and needs. This quality is essential in social work leadership. 

Communication Ability 

Effective leaders communicate clearly and persuasively. They listen 
actively and ensure mutual understanding within the group. 

Leadership Skills 

Leadership skills are learned abilities that enable effective leadership 
performance. 

Communication Skills 

These include: 

● Clear expression of ideas 

● Active listening 

● Constructive feedback 

Strong communication prevents misunderstandings and conflict. 
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Decision-Making Skills 

Leaders must: 

● Analyse situations 

● Evaluate alternatives 

● Make timely decisions 

Good decision-making balances logic, values, and group input. 

Interpersonal Skills 

Interpersonal skills help leaders: 

● Build relationships 

● Resolve conflicts 

● Encourage cooperation 

These skills promote group cohesion. 

Problem-Solving Skills 

Leaders identify problems, analyse causes, and develop practical 
solutions. This skill is crucial in social work interventions. 

Motivational Skills 

Effective leaders motivate others by: 

● Encouraging participation 

● Recognizing contributions 

● Providing support and guidance 

Leadership Traits: An Overview 

Trait theories suggest that certain traits are commonly found in 
leaders. 

Common leadership traits include: 

● Intelligence 

● Initiative 

● Emotional maturity 

● Social awareness 

However, modern views emphasize that traits alone do not guarantee 
effective leadership. 

Limitations of the Trait Approach 

The trait approach has certain limitations: 

● It ignores situational factors 

● It assumes leadership traits are fixed 

● It cannot explain leadership failure 
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Therefore, leadership is better understood as a combination of traits, 
skills, and situational factors. 

Development of Leadership Qualities 

Leadership qualities can be developed through: 

● Education and training 

● Experience and practice 

● Reflection and feedback 

● Exposure to diverse situations 

Social work education plays a significant role in developing 
leadership capacity. 

11.5 IMPORTANCE OF LEADERSHIP QUALITIES 
IN SOCIAL WORK PRACTICE 

In social work, leadership qualities help professionals: 

● Mobilize communities 

● Advocate for social justice 

● Coordinate services 

● Empower marginalized groups 

Leadership in social work emphasizes collaboration rather than 
domination. 

Introduction to Leadership Styles 

Leadership style refers to the pattern of behaviour a leader adopts 
while guiding, directing, and influencing group members. Different 
leaders use different styles depending on their personality, values, 
group characteristics, and situational demands. 

No single leadership style is universally best. The effectiveness of a 
leadership style depends on factors such as group maturity, nature 
of the task, organizational culture, and social context. In social work, 
leadership styles must be flexible, participatory, and ethical. 

Autocratic (Authoritarian) Leadership 

Meaning 

Autocratic leadership is a style in which the leader exercises 
maximum control over decision-making. The leader determines 
policies, assigns tasks, and expects compliance from followers with 
minimal participation. 

Characteristics 

● Centralized decision-making 

● Strict control and supervision 

● Limited group participation 
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● Emphasis on authority and discipline 

Merits of Autocratic Leadership 

● Quick decision-making 

● Useful in emergencies and crisis situations 

● Effective when group members lack experience 

Limitations of Autocratic Leadership 

● Suppresses creativity and initiative 

● Reduces motivation and morale 

● Creates dependency and resentment 

Relevance to Social Work 

Autocratic leadership is generally unsuitable in social work, except 
in crisis situations where immediate decisions are required. 

Democratic (Participative) Leadership 

Meaning 

Democratic leadership involves active participation of group 
members in decision-making. The leader encourages discussion, 
shares responsibility, and values group input. 

Characteristics 

● Shared decision-making 

● Open communication 

● Mutual respect 

● Emphasis on cooperation 

Merits of Democratic Leadership 

● Enhances motivation and morale 

● Encourages creativity and initiative 

● Promotes group cohesion 

● Builds leadership capacity among members 

Limitations of Democratic Leadership 

● Time-consuming decision-making 

● Not suitable for emergency situations 

● Requires mature and responsible group members 

Relevance to Social Work 

Democratic leadership is highly suitable for social work practice as 
it aligns with values of participation, empowerment, and respect for 
dignity. 
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 Laissez-Faire Leadership 

Meaning 

Laissez-faire leadership involves minimal interference by the leader. 
Group members are given maximum freedom to plan and execute 
tasks. 

Characteristics 

● High degree of autonomy 

● Minimal supervision 

● Leader acts as a facilitator 

Merits of Laissez-Faire Leadership 

● Encourages independence and creativity 

● Suitable for highly skilled and motivated groups 

● Promotes innovation 

Limitations of Laissez-Faire Leadership 

● Lack of direction and coordination 

● Risk of confusion and inefficiency 

● Unsuitable for inexperienced groups 

Relevance to Social Work 

This style may be useful in professional teams or self-help groups 
but can be ineffective with vulnerable populations needing guidance. 

Comparison of Leadership Styles 

Basis Autocratic Democratic Laissez-Faire 

Decision-
making 

Leader-
centred 

Group-centred Member-
centred 

Participation Minimal High Very high 

Control High Moderate Low 

Motivation Fear-based Commitment-based Self-driven 

Suitability Crisis 
situations 

Social work & 
education 

Expert 
groups 

11.5.1 THERAPY IN SOCIAL CASE WORK 

Meaning of Therapy 

Therapy in social case work refers to the use of professional helping 
relationships and techniques to bring about emotional, behavioral, 
and social change. Unlike medical treatment, social work therapy 
emphasizes psychosocial functioning and environmental 
adjustment. 
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Types of Therapeutic Approaches 

Therapeutic approaches commonly used in social case work include: 

● Supportive Therapy, which strengthens coping capacities 
 

● Insight-Oriented Therapy, which helps clients understand 
underlying issues 
 

● Behavioral Interventions, which focus on modifying 
behavior 
 

● Crisis Intervention, used during acute distress 
 

Therapy is adapted to the client’s needs, capacities, and cultural 
context. 

 

Direct Treatment Methods in Social Case Work 

Meaning of Direct Treatment 

Direct treatment methods involve face-to-face professional 
interaction with the client aimed at bringing about change. These 
methods focus on strengthening the client’s internal resources and 
problem-solving abilities. 

Common Direct Treatment Methods 

Direct treatment methods include: 

● Counseling and guidance 

● Emotional support 

● Motivation and reassurance 

● Clarification and interpretation 

● Skill development 

These methods are used flexibly and ethically, respecting client 
autonomy and dignity. 

11.5.2 Integration of Case Study, Diagnosis, and 
Treatment 

Goal Formulation and Direction 

One of the primary functions of leadership is to define group goals 
and provide direction. 

Leaders: 

● Help clarify objectives 

● Align individual efforts with group goals 

● Provide a sense of purpose 
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Clear goals reduce confusion and increase commitment. 

Planning and Decision-Making 

Leaders are responsible for planning activities and making decisions. 

This includes: 

● Identifying priorities 

● Allocating resources 

● Choosing appropriate strategies 

Effective decision-making balances rational analysis with group 
participation. 

Coordination and Integration 

Leadership ensures coordination among group members. 

Leaders: 

● Integrate individual efforts 

● Reduce duplication of work 

● Promote teamwork 

Coordination is essential for achieving efficiency and harmony. 

Motivation and Morale Building 

Leaders motivate group members by: 

● Encouraging participation 

● Recognizing contributions 

● Providing emotional support 

High morale enhances productivity and commitment. 

Communication Function 

Leadership involves facilitating effective communication. 

Leaders: 

● Ensure information flow 

● Encourage feedback 

● Resolve misunderstandings 

Clear communication strengthens trust and cooperation. 

Conflict Resolution 

Conflict is inevitable in groups. 

Leaders: 

● Mediate disputes 

● Encourage dialogue 

● Promote compromise 
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Constructive conflict resolution prevents group breakdown. 

Representation of the Group 

Leaders act as representatives of the group in interactions with: 

● Other organizations 

● Authorities 

● The public 

This function is especially important in advocacy and community 
work. 

Maintaining Discipline and Standards 

Leaders help maintain group norms and standards of behaviour. 

● Encourage ethical conduct 

● Address rule violations 

● Promote accountability 

In social work, discipline must be balanced with empathy. 

Leadership Functions in Group Work 

In group work, leadership helps: 

● Establish group norms 

● Encourage participation 

● Maintain group cohesion 

● Facilitate problem-solving 

Group leaders guide interaction while respecting group autonomy. 

Leadership Functions in Organizations 

In organizations, leadership ensures: 

● Effective administration 

● Employee motivation 

● Achievement of organizational goals 

Leaders link individual roles with institutional objectives. 

Leadership and Social Change 

Leadership plays a crucial role in initiating and sustaining social 
change. 

Leaders: 

● Raise awareness about social issues 

● Mobilize people for collective action 

● Challenge injustice and inequality 

Social change leadership emphasizes empowerment and 
participation. 
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Ethical Dimensions of Leadership 

Ethical leadership involves: 

● Respect for human dignity 

● Transparency in decision-making 

● Accountability 

● Commitment to social justice 

Ethics are central to leadership in social work practice. 

Leadership in Community Organization 

In community organization, leaders: 

● Identify community needs 

● Mobilize local resources 

● Facilitate participation 

● Build local leadership capacity 

Leadership strengthens community self-reliance. 

Role of Social Workers as Leaders 

Social workers often function as leaders by: 

● Advocating for marginalized groups 

● Coordinating services 

● Facilitating collective action 

● Promoting policy change 

Social work leadership emphasizes collaboration rather than control. 

11.6 TYPES OF LEADERSHIP 

Leadership can be classified into different types based on source of 
authority, nature of influence, and context of functioning. 

Formal Leadership 

Formal leadership arises from an officially assigned position or role. 

Examples: 

● Head of an organization 

● Manager 

● Principal 

Features: 

● Authority derived from position 

● Clearly defined roles and responsibilities 

● Recognized by formal structure 

Formal leadership is common in institutions and organizations. 



 PERSONALITY, LEADERSHIP AND COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 186 

NOTE 
 

 

 

Informal Leadership 

Informal leadership emerges naturally based on personal qualities, 
experience, or acceptance by group members. 

Features: 

● Influence without formal authority 

● Based on trust and respect 

● Often coexists with formal leadership 

In community settings, informal leaders play a vital role. 

Democratic Leadership (Value-Based Type) 

This type emphasizes participation, shared responsibility, and 
mutual respect. 

● Encourages collective decision-making 

● Promotes empowerment 

● Aligns with social work values 

Charismatic Leadership 

Charismatic leaders influence others through personal charm, 
confidence, and emotional appeal. 

Features: 

● Strong personal influence 

● Inspires loyalty and commitment 

● May mobilize people for social causes 

Limitation: Over-dependence on the leader. 

Transformational Leadership 

Transformational leaders focus on bringing change in individuals 
and systems. 

● Inspire vision and innovation 

● Encourage personal growth 

● Promote social change 

This leadership is especially relevant in social reform and 
development work. 

Transactional Leadership 

Transactional leadership is based on exchange. 

● Rewards for performance 

● Compliance through incentives 

Useful in administrative settings but limited in social change 
contexts. 

Community Leadership 
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Community leadership involves mobilizing people to address local 
issues. 

● Encourages participation 

● Builds local capacity 

● Strengthens self-reliance 

Community leadership is central to social work practice. 

ACTIVITY 

Activity Title: Identifying Leadership Styles and Functions 

Objectives: 

• Identify the concept and characteristics of leadership.  

• Differentiate between major leadership styles and types.  

• Examine the functions performed by leaders in groups and 
organizations.  

• Relate leadership styles to different social and organizational 
situations.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of leaders or 
leadership situations. 

Procedure/Steps: 

1. Think of a leader you have observed in an educational, social, 
community, or organizational setting.  

2. List two characteristics that make the person an effective 
leader.  

3. Identify the leadership style demonstrated by the person.  

4. Note two important functions performed by the leader.  

5. Discuss whether the same leadership style would be effective 
in every situation.  

6. Write one situation where a different leadership style might 
be more appropriate.  

Outcome: 
The learner will be able to identify different leadership styles, 
characteristics, functions, and types and relate them to practical 
social and organizational situations. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which leadership style involves the leader making decisions 
with the participation and opinions of group members? 
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a) Autocratic leadership 
b) Democratic leadership 
c) Laissez-faire leadership 
d) Passive leadership 

B. True/False 

2. An important function of leadership is to guide and motivate 
group members toward the achievement of common goals. 

True / False 

C. Short Answer Questions 

3. What is meant by leadership? 

4. Mention any two characteristics of an effective leader. 

11.7 SUMMARY 

This unit explored leadership as a dynamic process of influencing 
individuals and groups toward common goals. Leadership was 
examined in terms of its concept, definitions, nature, characteristics, 
styles, functions, and types. The unit emphasized that leadership is 
not limited to authority or position but is rooted in influence, 
acceptance, and responsibility. 

Different leadership styles—autocratic, democratic, and laissez-
faire—were discussed along with their merits and limitations. The 
functions of leadership highlighted the leader’s role in goal-setting, 
coordination, motivation, communication, conflict resolution, and 
social change. Various types of leadership, including formal, 
informal, charismatic, and transformational leadership, were 
examined with relevance to social work practice. 

The unit concluded that ethical, participatory, and empowering 
leadership is essential for effective social work, community 
development, and social transformation. 

 

11.8 GLOSSARY 

1. Leadership: Process of influencing others to achieve goals 

2. Autocratic Leadership: Leader-centred decision-making 
style 

3. Democratic Leadership: Participative leadership style 

4. Laissez-Faire Leadership: Minimal interference leadership 
style 

5. Charismatic Leadership: Leadership based on personal 
appeal 

6. Transformational Leadership: Leadership focused on 
change and growth 

7. Followership: Role of group members in leadership process 
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8. Community Leadership: Leadership at community level 

11.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: b) Democratic leadership 
Democratic leadership encourages participation of group members 
in decision-making and gives importance to their opinions and 
suggestions. 

2. Answer: True. 
Leaders provide direction, coordinate activities, motivate members, 
and help groups work toward common objectives. 

3. Answer: 
Leadership is the process of influencing, guiding, and motivating 
individuals or groups to work toward the achievement of common 
goals. 

4. Answer: 
Two characteristics of an effective leader are: 

• Good communication: An effective leader communicates 
ideas, instructions, and expectations clearly.  

• Decision-making ability: A leader should be able to make 
appropriate decisions and guide the group effectively. 

11.10– OER 
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11.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. Leadership primarily involves: 
a) Authority 
b) Influence 
c) Control 
d) Punishment 

2. Democratic leadership emphasizes: 
a) Centralized power 
b) Group participation 
c) Strict discipline 
d) Minimal interaction 

3. Charismatic leadership is based on: 
a) Formal authority 
b) Personal charm 
c) Rewards 
d) Punishment 

4. Which leadership type focuses on change and inspiration? 
a) Transactional 
b) Autocratic 
c) Transformational 
d) Laissez-faire 

5. Informal leadership emerges from: 
a) Official position 
b) Legal authority 
c) Group acceptance 
d) Organizational rules 

Answers: 
1-b, 2-b, 3-b, 4-c, 5-c 

B. Short answer type question 

1. What is leadership? 

2. Name one leadership style. 

3. What is formal leadership? 

4. What is followership? 

5. Name one quality of a leader. 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is leadership? 

2. Define democratic leadership. 

3. What is informal leadership? 
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4. Mention two functions of leadership. 

5. What is transformational leadership? 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Define leadership and explain its nature and importance. 

2. Discuss the characteristics and qualities of an effective leader. 

3. Explain different leadership styles with their merits and 
limitations. 

4. Describe the functions of leadership in groups and 
organizations. 

5. Analyse the role of leadership in social work and social 
change. 
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UNIT 12 
COMMUNICATION – 

DEFINITION, IMPORTANCE, 
PLANNING, ORGANIZATION, 

MOTIVATION, 
COORDINATION, CONTROL, 

DECISION MAKING AND 
COMMUNICATION PROCESS 

STRUCTURE:  

12.1 Introduction 

12.2 Objective 

12.3 Postcolonial Roots and Nation-Building Through 
Development 

12.4   Shifts in Development Philosophy 

       13.4.1     From Welfare to Empowerment 

12.5 Community Development In India’s Planning Frameworks 

12.6 Critiques and Contradictions in Community Development 
Practice 

12.7 Summary 

12.8 Glossary 

12.9 Answers to check you progress – possible one 

12.10 Suggested readings - OER 

12.11 Reference 

12.12 Exercise 

12.1 INTRODUCTION 

Communication is a fundamental process of human interaction and 
social organization. It is through communication that individuals 
share ideas, feelings, information, attitudes, and experiences. No 
social relationship, group activity, or organizational functioning is 
possible without communication. In everyday life as well as 
professional practice, communication acts as the foundation for 
understanding, cooperation, and coordination. 

In social work practice, communication plays a central role in 
working with individuals, families, groups, communities, and 
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institutions. Social workers rely heavily on effective communication 
to assess problems, build rapport, motivate clients, coordinate 
services, advocate for rights, and facilitate social change. Therefore, 
understanding communication as a process and skill is essential for 
effective social work intervention. 

12.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept and meaning of communication 

● Explain the importance of communication in social and 
organizational life 

● Describe communication as a process 

● Understand the role of communication in planning, 
coordination, and decision-making 

● Apply communication concepts in social work practice 

12.3 CONCEPT OF COMMUNICATION IN SOCIAL 
CASE WORK 

The word communication is derived from the Latin word 
communicare, which means “to share,” “to make common,” or “to 
impart.” Communication refers to the process through which 
information, ideas, emotions, and meanings are transmitted from 
one person to another. 

Communication is not merely the transmission of information; it also 
involves understanding, interpretation, and response. Effective 
communication occurs when the receiver understands the message 
in the same sense as intended by the sender. 

Various scholars have defined communication from different 
perspectives. 

According to Newman and Summer, 

“Communication is an exchange of facts, ideas, opinions or emotions 
by two or more persons.” 

According to Louis Allen, 

“Communication is the sum of all the things one person does when 
he wants to create understanding in the mind of another.” 

According to Keith Davis, 

“Communication is the process of passing information and 
understanding from one person to another.” 

These definitions emphasize that communication: 

Is a two-way process 

Involves understanding 



 COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 195  

NOTE 
 

 

 

Includes both verbal and non-verbal elements 

Nature and Characteristics of Communication 

Communication has several important characteristics: 

● Communication Is a Process 

Communication is continuous and ongoing. It involves a series of 
actions such as encoding, transmitting, receiving, and decoding 
messages. 

● Communication Is Two-Way 

Effective communication requires feedback. Without feedback, 
communication becomes incomplete and ineffective. 

● Communication Is Purposeful 

Communication is goal-oriented. Individuals communicate to 
inform, persuade, motivate, instruct, or express feelings. 

● Communication Is Social 

Communication occurs within a social context and is influenced by 
cultural norms, values, and relationships. 

● Communication Is Dynamic 

Communication changes with context, participants, and situations. 
Meanings may vary depending on time and environment. 

Importance of Communication 

Communication plays a vital role at individual, group, 
organizational, and societal levels. 

Importance of Communication in Individual Life 

● Communication helps individuals: 

● Express thoughts and emotions 

● Build relationships 

● Develop self-awareness 

● Resolve misunderstandings 

● Effective communication contributes to emotional well-being 
and social adjustment. 

Importance of Communication in Social Life 

In social life, communication: 

● Maintains social relationships 

● Transmits culture and values 

● Promotes cooperation and coordination 

● Reduces conflict 

● Social institutions depend on communication for their 
functioning. 
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Importance of Communication in Organizations 

In organizations, communication is essential for: 

● Planning and goal-setting 

● Coordination of activities 

● Motivation of employees 

● Control and supervision 

● Poor communication leads to confusion, conflict, and 
inefficiency. 

Importance of Communication in Social Work Practice 

For social workers, communication is a core professional skill. It 
helps in: 

● Building rapport with clients 

● Conducting interviews and assessments 

● Motivating individuals and groups 

● Coordinating with agencies and institutions 

● Advocacy and social action 

● Effective communication ensures ethical and effective 
intervention. 

12.4 COMMUNICATION AND HUMAN 
RELATIONSHIPS  

Healthy relationships depend on clear, honest, and empathetic 
communication. Miscommunication often leads to conflict, mistrust, 
and breakdown of relationships. Effective communication fosters 
mutual understanding, respect, and cooperation. 

Communication and Planning 

Planning involves deciding in advance what is to be done, how it is 
to be done, and by whom. Communication is the foundation of 
effective planning because plans must be clearly communicated to 
those responsible for their implementation. 

Communication in planning helps to: 

Share organizational goals and objectives 

Clarify roles and responsibilities 

Collect information and feedback 

Coordinate efforts at different levels 

In social work organizations, planning communication ensures that 
programmes are need-based, participatory, and aligned with 
community realities. 
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Communication and Organization 

Organization refers to the arrangement of tasks, authority, and 
relationships to achieve objectives. Communication helps establish 
and maintain organizational structure. 

Role of communication in organization: 

Defining roles and duties 

Establishing authority relationships 

Ensuring clarity in job responsibilities 

Promoting cooperation among departments 

In social work agencies, effective organizational communication 
prevents duplication of work and role conflict. 

Communication and Motivation 

Motivation involves stimulating individuals to perform willingly and 
enthusiastically. Communication plays a central role in motivating 
people. 

Communication motivates by: 

Clarifying expectations 

Providing encouragement and recognition 

Explaining rewards and incentives 

Building trust and morale 

In social work, motivational communication helps clients regain 
confidence, participate actively, and commit to change. 

Communication and Coordination 

Coordination is the process of integrating individual and group 
efforts to achieve organizational goals. Communication acts as the 
binding force that connects different activities and individuals. 

Communication facilitates coordination by: 

Sharing information across units 

Synchronizing activities 

Resolving misunderstandings 

Promoting teamwork 

In social work projects involving multiple agencies, coordination 
through communication is critical for effective service delivery. 

Communication and Control 

Control involves monitoring performance and ensuring that 
activities are carried out as planned. Communication provides the 
information required for effective control. 

Role of communication in control: 

Communicating standards and expectations 
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Reporting progress and deviations 

Providing corrective feedback 

Ensuring accountability 

Effective control communication should be constructive rather than 
punitive, especially in human service organizations. 

Communication and Decision Making 

Decision making involves choosing the best course of action among 
alternatives. Communication is essential at every stage of decision 
making. 

Communication supports decision making by: 

Gathering relevant information 

Sharing perspectives and opinions 

Evaluating alternatives 

Communicating decisions clearly 

Participatory decision making through communication enhances 
acceptance and implementation of decisions. 

Communication as a Linking Process 

Communication links all management functions—planning, 
organization, motivation, coordination, control, and decision 
making—into a unified process. Without communication, these 
functions cannot operate effectively. 

Communication ensures: 

Continuity of action 

Integration of efforts 

Alignment with goals 

Communication in Social Work Administration 

In social work administration, communication is required to: 

Coordinate staff and volunteers 

Liaise with government and NGOs 

Maintain records and reports 

Advocate for resources and policies 

Clear and ethical communication enhances transparency and 
accountability. 

Communication and Leadership 

Leadership effectiveness depends largely on communication ability. 

Leaders communicate to: 

Inspire and guide followers 

Build trust 
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Resolve conflicts 

Facilitate participation 

In social work leadership, communication must be empathetic, 
inclusive, and empowering. 

12.4.1 Introduction to the Communication Process 

Communication is not a single act but a systematic process involving 
several interconnected elements. Understanding the communication 
process helps identify where communication breaks down and how 
it can be improved. 

In social work practice, breakdowns in communication may lead to 
misunderstanding, resistance, or ineffective intervention. Therefore, 
knowledge of the communication process is essential for effective 
professional practice. 

The communication process refers to the sequence of steps through 
which a message is transmitted from a sender to a receiver, resulting 
in shared understanding. It is a dynamic, continuous, and 
interactive process. 

Effective communication occurs only when the receiver interprets 
the message in the manner intended by the sender. 

Elements of the Communication Process 

The communication process consists of the following key elements: 

Sender (Communicator) 

The sender is the person or source who initiates the communication. 
The sender has an idea, information, or feeling that needs to be 
conveyed. 

Role of the Sender: 

Formulating the message 

Encoding the message 

Selecting an appropriate channel 

In social work, the sender must be clear, empathetic, and culturally 
sensitive. 

Message 

The message is the information, idea, emotion, or instruction that 
the sender wants to communicate. 

Characteristics of an Effective Message: 

Clear and concise 

Relevant to the receiver 

Appropriate in tone and language 

Messages may be verbal or non-verbal. 
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Encoding 

Encoding is the process of converting thoughts or ideas into symbols 
such as words, gestures, or images that can be transmitted. 

Importance of Encoding: 

Determines clarity of message 

Influenced by language skills, culture, and emotions 

Poor encoding leads to misunderstanding. 

Channel (Medium) 

The channel is the medium through which the message is 
transmitted. 

Examples of Channels: 

Face-to-face conversation 

Telephone 

Written communication 

Digital media 

Selection of an appropriate channel depends on urgency, complexity, 
and sensitivity of the message. 

Receiver 

The receiver is the person for whom the message is intended. 

Role of the Receiver: 

Receiving the message 

Decoding the message 

Interpreting meaning 

In social work, understanding the receiver’s background and 
emotional state is crucial. 

Decoding 

Decoding is the process by which the receiver interprets the 
message. 

Decoding is influenced by: 

Language proficiency 

Cultural background 

Past experiences 

Emotional state 

Misinterpretation occurs when decoding differs from the sender’s 
intention. 

Feedback 
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Feedback is the response of the receiver that indicates whether the 
message has been understood. 

Importance of Feedback: 

Confirms understanding 

Helps correct errors 

Makes communication two-way 

Examples include verbal responses, facial expressions, or actions. 

Noise 

Noise refers to any interference that distorts or disrupts 
communication. 

Types of Noise: 

Physical noise (sound, environment) 

Psychological noise (stress, emotions) 

Semantic noise (language differences) 

Noise reduces effectiveness of communication. 

The communication process flows as follows: 

Sender → Encoding → Message → Channel → Receiver → Decoding 
→ Feedback 

This process is continuous and cyclical rather than linear. 

Understanding the communication process helps: 

Identify barriers 

Improve clarity and effectiveness 

Enhance professional interaction 

Strengthen relationships 

In social work, this understanding improves assessment, 
counselling, and advocacy. 

12.5 ORGANIZATION OF COMMUNICATION  

Organization of communication refers to the structured flow of 
information within an organization or system. 

Effective organization ensures that: 

Information reaches the right person 

Communication flows smoothly 

Roles and responsibilities are clear 

Formal communication follows official channels and organizational 
hierarchy. 

Examples: 

● Circulars 
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● Reports 

● Official meetings 

● Written instructions 

Advantages: 

● Clarity and accountability 

● Official record 

Limitations: 

● Slow process 

● Lack of flexibility 

Informal Communication 

Informal communication arises naturally among individuals. 

Examples: 

● Casual conversations 

● Informal meetings 

● Peer interactions 

Advantages: 

● Quick and flexible 

● Builds relationships 

Limitations: 

● Rumours and misinformation 

● Lack of accountability 

Communication Flow in Organizations 

Communication flows in different directions: 

Downward communication 

Upward communication 

Horizontal communication 

Each direction serves a specific function and will be discussed in 
detail in the next unit. 

Communication Networks 

Communication networks refer to patterns through which 
information flows. 

Types include: 

Chain network 

Wheel network 

Circle network 

The choice of network affects speed, accuracy, and satisfaction. 
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12.6 INTRODUCTION TO COMMUNICATION 
PLANNING 

Planning of communication refers to the systematic process of 
deciding what to communicate, when to communicate, how to 
communicate, and to whom. Effective communication does not 
happen by chance; it requires careful planning to ensure that 
messages achieve their intended purpose. 

In social work and organizational settings, communication planning 
is essential for programme implementation, community awareness, 
advocacy, and coordination among stakeholders. 

Communication planning aims to: 

● Ensure clarity and consistency of messages 

● Reach the appropriate audience 

● Select suitable communication channels 

● Minimize misunderstanding and resistance 

● Achieve desired behavioural or attitudinal change 

Steps in Communication Planning 

Identifying Communication Objectives 

The first step is to clearly define the purpose of communication. 

Objectives may include: 

Informing 

Persuading 

Motivating 

Educating 

Creating awareness 

Clear objectives guide message formulation. 

Understanding the Target Audience 

Effective communication requires knowledge of the audience’s: 

Age and education 

Cultural background 

Language proficiency 

Attitudes and needs 

In social work, understanding the community context is crucial. 

 

Message Design 

Message design involves: 

Choosing appropriate language 
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Deciding tone and content 

Ensuring simplicity and clarity 

Messages should be culturally sensitive and relevant. 

Selection of Communication Channels 

The choice of channel depends on: 

Nature of message 

Urgency 

Audience characteristics 

Available resources 

Channels may be interpersonal, group-based, or mass media. 

Timing of Communication 

Timing affects effectiveness. 

Too early may reduce relevance 

Too late may reduce impact 

Proper timing ensures receptivity. 

Evaluation and Feedback 

Evaluation assesses whether communication objectives have been 
achieved. Feedback helps refine future communication strategies. 

 

ACTIVITY 

Activity Title: Understanding Communication in Organizational 
Management 

Objectives: 

• Identify the concept and importance of communication.  

• Examine the role of communication in planning, organizing, 
and coordinating activities.  

• Recognize how communication supports motivation, control, 
and decision-making.  

• Explain the major elements involved in the communication 
process.  

• Relate effective communication to successful organizational 
functioning.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of communication 
situations in organizations. 

Procedure/Steps: 

1. Consider a situation in which a team has to complete a 
common task.  
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2. Identify the information that needs to be communicated 
among team members.  

3. Arrange the communication process by identifying the sender, 
message, medium, receiver, and feedback.  

4. Discuss how communication can help in planning, 
coordination, motivation, and decision-making.  

5. Identify one problem that may arise due to ineffective 
communication.  

6. Suggest two ways to improve communication within the team.  

Outcome: 
The learner will be able to explain the communication process and 
relate communication to planning, organization, motivation, 
coordination, control, and decision-making. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is an essential element of the 
communication process? 

a) Sender 
b) Message 
c) Receiver 
d) All of the above 

B. True/False 

2. Effective communication facilitates coordination and 
supports decision-making within an organization. 

True / False 

C. Short Answer Questions 

3. What is meant by communication? 

4. Mention any two functions of communication in an 
organization. 

12.7 SUMMARY 

● Social case work is centered on the professional role of the 
social worker 

● The social worker performs multiple roles such as helper, 
counselor, mediator, advocate, and change agent 

● Roles vary across stages of the case work process 

● Ethical principles guide professional conduct 

● The role is both individual-focused and socially oriented 

● In the Indian context, social case work addresses diverse 
socio-economic issues 
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12.8 GLOSSARY 

1. Social Case Work: A method of social work focused on helping 
individuals cope with personal and social problems 

2. Role: Expected professional functions and responsibilities 
3. Advocacy: Action taken to support or defend a client’s rights 
4. Mediator: A person who facilitates resolution of conflicts 
5. Change Agent: A professional who promotes planned change 

12.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: d) All of the above 
The sender, message, and receiver are essential elements of the 
communication process. Effective communication also involves a 
suitable medium and feedback. 

2. Answer: True. 
Communication enables individuals and departments to exchange 
information, coordinate activities, and make informed decisions. 

3. Answer: 
Communication is the process of exchanging information, ideas, 
feelings, or instructions between two or more individuals or groups 
through a suitable medium. 

4. Answer: 
Two important functions of communication are: 

• Coordination: Communication helps individuals and 
departments coordinate their activities and work toward 
common objectives.  

• Decision-making: Communication provides the information 
required to identify problems, evaluate alternatives, and make 
appropriate decisions. 
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12.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

Social case work primarily focuses on helping: 
 a) Communities 
 b) Groups 
 c) Individuals 
 d) Institutions 
 Answer: c) Individuals 
 

Which of the following roles involves representing the client’s 
interests before institutions? 
 a) Counselor 
 b) Enabler 
 c) Advocate 
 d) Mediator 
 Answer: c) Advocate 
 

The role of a social worker as a mediator mainly aims to: 
 a) Provide financial assistance 
 b) Resolve conflicts between parties 
 c) Conduct research studies 
 d) Enforce legal decisions 
 Answer: b) Resolve conflicts between parties 
 

Confidentiality in social case work refers to: 
 a) Sharing client information freely 
 b) Keeping client information private 
 c) Recording only financial details 
 d) Reporting all cases to authorities 
 Answer: b) Keeping client information private 
 

Which stage of social case work involves implementing planned 
interventions? 
 a) Intake 
 b) Diagnosis 
 c) Treatment 
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 d) Evaluation 
 Answer: c) Treatment 

B. Short answer type question 

1. Define social case work. 

2. What is meant by the role of a social worker in case work? 

3. List any two ethical principles guiding social case work 
practice. 

4. What is advocacy in social case work? 

5. Mention any two challenges faced by social workers in social 
case work. 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Explain the concept and significance of the role of the social 
worker in social case work. 

2. Discuss the various professional roles performed by a social 
worker in social case work. 

3. Describe the role of the social worker at different stages of 
the social case work process. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Examine the ethical responsibilities of a social worker in 
social case work practice. 

2. Analyze the challenges faced by social workers in social case 
work and suggest measures to overcome them. 

3. Discuss the relevance of the social worker’s role in social 
case work in the Indian context. 
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 DESIGN AND TYPES OF COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 213  

NOTE 
 

 

 

UNIT 13 
DESIGN AND TYPES OF 

COMMUNICATION – 
FORMAL, INFORMAL, 

WRITTEN, VERBAL AND 
NON-VERBAL 

COMMUNICATION 
(BENEFITS AND 
LIMITATIONS) 

STRUCTURE:  

13.1 Introduction 

13.2 Objective 

13.3 Components of Program Design 

13.4 Governance Mechanisms 

13.5 Coordination and Convergence in Program Implementation 

13.6 Transparency, Inclusion and Accountability in Program 
Governance 

13.7 Summary 

13.8 Glossary 

13.9 Answers to check you progress – possible one 

13.10 Suggested readings - OER 

13.11 Reference 

13.12 Exercise 

13.1 INTRODUCTION 

Communication is an essential social process through which 
individuals exchange ideas, information, feelings, and meanings. 
Effective communication does not occur by chance; it requires 
careful design and selection of appropriate forms. The design of 
communication determines how clearly and effectively a message is 
understood by the receiver. 

In professional fields such as social work, communication must be 
purposeful, ethical, culturally sensitive, and audience-appropriate. 
Different situations demand different types of communication. 
Understanding the design and types of communication helps social 
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workers choose the most effective way to interact with individuals, 
groups, organizations, and communities. 

 

 

13.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept of communication design 

● Explain the need for designing communication 

● Identify different types of communication 

● Describe formal, informal, verbal, written, and non-verbal 
communication 

● Analyse the benefits and limitations of each type 

● Apply suitable communication methods in social work 
practice 

13.3 CONCEPT OF COMMUNICATION DESIGN 

Communication design refers to the systematic planning and 
structuring of communication to achieve a specific purpose. It 
involves deciding the content, form, language, medium, and timing 
of communication so that the message is clearly understood by the 
intended audience. 

Effective communication design ensures that the message: 

● Is meaningful 

● Is relevant to the audience 

● Is free from ambiguity 

● Achieves the intended outcome 

Elements of Communication Design 

The design of communication includes the following elements: 

Purpose of Communication 

Every act of communication has a purpose, such as: 

● Informing 

● Educating 

● Persuading 

● Motivating 

● Counselling 

Clear purpose guides message content and tone. 
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Audience Analysis 

Understanding the audience involves considering: 

● Age and educational background 

● Cultural and social context 

● Language and comprehension level 

● Emotional and psychological state 

In social work, audience analysis is crucial for ethical and effective 
communication. 

Message Structure 

Message structure refers to how information is organized. A well-
structured message: 

● Follows a logical sequence 

● Uses simple and clear language 

● Emphasizes key points 

Good structure reduces misunderstanding. 

Selection of Medium 

The medium of communication may be: 

● Face-to-face 

● Written 

● Telephonic 

● Audio-visual or digital 

The choice of medium depends on urgency, complexity, and 
sensitivity of the message. 

Need for Designing Communication 

Communication design is necessary to: 

● Reduce communication barriers 

● Avoid misinterpretation 

● Ensure ethical interaction 

● Improve effectiveness 

● Achieve behavioural or attitudinal change 

In social work, poor communication design can damage trust and 
professional relationships. 

Types of Communication 

Communication can be classified based on different criteria. The 
major types discussed in this unit are: 

● Formal communication 

● Informal communication 
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● Verbal communication 

● Written communication 

● Non-verbal communication 

Each type serves a specific purpose and has its own advantages and 
limitations. 

Importance of Understanding Communication Types 

Understanding different types of communication helps 
professionals: 

● Select appropriate methods 

● Improve clarity and effectiveness 

● Reduce conflict and misunderstanding 

● Communicate ethically and sensitively 

For social workers, choosing the right type of communication is 
essential for building trust and facilitating change. 

Formal Communication 

Meaning and Concept of Formal Communication 

Formal communication refers to the flow of information through 
officially established and recognized channels within an 
organization or institution. It is governed by rules, procedures, and 
hierarchy, and is usually documented for reference and 
accountability. 

Formal communication is deliberate, planned, and structured. It 
ensures that information reaches the concerned persons in an 
authorized manner and that responsibilities and decisions are 
clearly recorded. In formal communication, the sender and receiver 
are aware of their official roles and obligations. 

In professional settings such as government offices, educational 
institutions, hospitals, NGOs, and social work agencies, formal 
communication forms the backbone of organizational functioning. 

Characteristics of Formal Communication 

Formal communication has the following key characteristics: 

● It follows a predefined organizational structure 

● It moves through official channels of authority 

● It is planned and systematic 

● It is generally written or recorded 

● It emphasizes accuracy, clarity, and accountability 

● It maintains discipline and order in communication flow 

These characteristics help prevent confusion and ensure uniformity 
in organizational operations. 
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Forms and Channels of Formal Communication 

Formal communication can take various forms depending on 
purpose and level: 

● Official letters and correspondence 

● Circulars, notices, and orders 

● Reports and case records 

● Memorandums and minutes of meetings 

● Policy documents and guidelines 

In social work organizations, formal communication is essential for 
case documentation, reporting to funding agencies, court 
submissions, and coordination with government departments. 

Advantages of Formal Communication 

Formal communication offers several important advantages: 

1. Clarity and Precision 
Messages are carefully drafted, reducing ambiguity and 
misunderstanding. 

2. Accountability 
Since communication is documented, responsibility can be 
fixed. 

3. Official Record 
Written records serve as reference for future action and 
evaluation. 

4. Discipline and Order 
Communication follows a defined structure, maintaining 
organizational control. 

5. Legal and Ethical Compliance 
In social work, formal communication ensures adherence to 
legal and ethical standards. 

Limitations of Formal Communication 

Despite its importance, formal communication has certain 
limitations: 

● It is often time-consuming due to hierarchical movement 

● It lacks flexibility 

● Delays may occur in urgent situations 

● Emotional and personal aspects of communication are limited 

● Excessive dependence may reduce responsiveness and 
initiative 

Therefore, formal communication alone is insufficient for effective 
human interaction. 

Role of Formal Communication in Social Work Practice 
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In social work practice, formal communication is indispensable for: 

● Case records and documentation 

● Inter-agency coordination 

● Court and legal communication 

● Programme reports and evaluations 

● Policy advocacy and official correspondence 

However, social workers must balance formal communication with 
human sensitivity and ethical practice. 

Informal Communication 

Meaning and Concept of Informal Communication 

Informal communication refers to communication that occurs 
outside officially prescribed channels. It arises naturally from 
social relationships, personal interactions, and day-to-day contact 
among individuals. 

Informal communication is spontaneous, flexible, and relationship-
oriented. It is not bound by hierarchy or formal procedures and often 
reflects the emotional and social dynamics of a group. 

In organizations and communities, informal communication exists 
alongside formal systems and plays a vital supportive role. 

Characteristics of Informal Communication 

The main characteristics of informal communication are: 

● It is unofficial and unstructured 

● It spreads quickly and freely 

● It is based on interpersonal relationships 

● It is flexible and adaptable 

● It usually lacks written records 

Because of these features, informal communication is often more 
expressive and emotionally rich. 

Forms of Informal Communication 

Informal communication may take the form of: 

● Casual conversations 

● Peer discussions 

● Informal meetings 

● Social interactions 

● Community conversations 

In community settings, informal communication is often the most 
effective way of sharing information and building trust. 

Advantages of Informal Communication 
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Informal communication offers several benefits: 

1. Speed and Efficiency 
Information spreads faster without bureaucratic delay. 

2. Building Relationships 
It strengthens bonds of trust, cooperation, and 
understanding. 

3. Emotional Expression 
Individuals can express feelings more freely. 

4. Improved Morale 
Informal interaction creates a supportive work environment. 

5. Support to Formal Communication 
It helps clarify formal messages and reduce rigidity. 

Limitations of Informal Communication 

Despite its usefulness, informal communication has certain 
drawbacks: 

● Risk of rumours and misinformation 

● Lack of accuracy and consistency 

● No official record or accountability 

● Possibility of message distortion 

● May undermine formal authority if unchecked 

Hence, informal communication must be used responsibly. 

Informal Communication in Social Work Practice 

In social work, informal communication plays a crucial role in: 

● Building rapport with clients 

● Community outreach and mobilisation 

● Group work and peer support 

● Understanding unexpressed concerns 

However, social workers must ensure confidentiality, ethical 
boundaries, and professional integrity while using informal 
communication. 

Relationship Between Formal and Informal 
Communication 

Formal and informal communication are not opposites but 
complementary systems. 

● Formal communication provides structure and accountability 

● Informal communication provides flexibility and human 
connection 

Effective organizations and social work agencies integrate both to 
achieve clarity as well as trust. 
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Comparative Analysis of Formal and Informal 
Communication 

Basis Formal 
Communication 

Informal 
Communication 

Nature Official Unofficial 

Structure Rigid Flexible 

Speed Slow Fast 

Documentation Maintained Not maintained 

Emotional 
Content 

Limited High 

Reliability High Variable 

13.4 OTHER FORMS OF COMMUNICATION 

Verbal Communication 

Meaning and Concept of Verbal Communication 

Verbal communication refers to the process of conveying messages 
through spoken words. It is one of the most direct and commonly 
used forms of communication in everyday life as well as professional 
settings. Verbal communication enables immediate interaction 
between the sender and the receiver, allowing clarification, feedback, 
and emotional expression. 

In verbal communication, meaning is conveyed not only through 
words but also through tone, pitch, speed, and emphasis. Therefore, 
verbal communication is both linguistic and emotional in nature. 

In social work practice, verbal communication forms the foundation 
of interviews, counselling sessions, group discussions, meetings, 
and community interactions. 

Forms of Verbal Communication 

Verbal communication can take different forms, such as: 

● Face-to-face conversations 

● Interviews and counselling sessions 

● Meetings and discussions 

● Telephonic communication 

● Public speaking and group facilitation 
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Each form varies in level of formality, emotional involvement, and 
audience size. 

Characteristics of Verbal Communication 

The major characteristics of verbal communication include: 

● Use of spoken language 

● Immediate feedback 

● Possibility of clarification 

● Emotional expression through tone and voice 

● Dependence on listening skills 

Because of these features, verbal communication is highly 
interactive. 

Advantages of Verbal Communication 

Verbal communication has several advantages: 

1. Quick Transmission of Message 
Information can be shared instantly without delay. 

2. Immediate Feedback 
The receiver can ask questions and clarify doubts 
immediately. 

3. Emotional Connection 
Tone and expression help convey feelings and empathy. 

4. Flexibility 
Messages can be modified according to the response of the 
receiver. 

5. Effectiveness in Counselling and Social Work 
Verbal interaction helps build rapport and trust. 

Limitations of Verbal Communication 

Despite its usefulness, verbal communication has limitations: 

● No permanent record 

● Risk of misunderstanding 

● Depends heavily on listening skills 

● Affected by emotions and stress 

● Not suitable for complex or lengthy information 

Therefore, verbal communication often needs support from written 
communication. 

Verbal Communication in Social Work Practice 

In social work, verbal communication is essential for: 

● Client interviews and assessments 

● Counselling and guidance 
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● Group discussions and therapy 

● Community meetings 

● Crisis intervention 

Effective verbal communication in social work requires empathy, 
clarity, patience, and cultural sensitivity. 

Written Communication 

Meaning and Concept of Written Communication 

Written communication refers to communication through written 
symbols, such as words, letters, numbers, and diagrams. It is a 
formal and systematic mode of communication that provides a 
permanent record. 

Written communication is essential where accuracy, clarity, and 
documentation are required. It allows the sender to organize 
thoughts carefully before conveying the message. 

In professional and academic contexts, written communication plays 
a crucial role in record-keeping, reporting, and official 
correspondence. 

Forms of Written Communication 

Common forms of written communication include: 

● Letters and emails 

● Reports and case records 

● Notices and circulars 

● Policy documents 

● Manuals and guidelines 

Each form serves a specific purpose. 

Characteristics of Written Communication 

Key characteristics include: 

● Permanent record 

● Planned and organized 

● Formal in nature 

● Delayed feedback 

● Suitable for complex information 

Advantages of Written Communication 

Written communication offers several advantages: 

1. Permanent Record 
Messages can be stored and referred to later. 

2. Clarity and Precision 
Careful drafting reduces ambiguity. 
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3. Legal and Administrative Value 
Written documents serve as evidence. 

4. Uniformity 
Same message can be conveyed to many people. 

5. Accountability 
Responsibility can be clearly fixed. 

Limitations of Written Communication 

Limitations include: 

● Time-consuming process 

● Lack of immediate feedback 

● Requires literacy and language proficiency 

● Limited emotional expression 

● Possibility of misinterpretation 

Written Communication in Social Work Practice 

Written communication is indispensable in social work for: 

● Case documentation 

● Court reports and affidavits 

● Programme proposals and evaluations 

● Policy advocacy 

● Inter-agency correspondence 

Accuracy and confidentiality are crucial in social work 
documentation. 

Non-Verbal Communication 

Meaning and Concept of Non-Verbal Communication 

Non-verbal communication refers to communication without the 
use of spoken or written words. It includes facial expressions, 
gestures, posture, eye contact, body movements, and physical 
appearance. 

Non-verbal communication often conveys emotions, attitudes, and 
intentions more powerfully than words. In many situations, non-
verbal cues either reinforce or contradict verbal messages. 

Forms of Non-Verbal Communication 

Major forms include: 

● Facial expressions 

● Gestures and body movements 

● Eye contact 

● Posture and body orientation 

● Physical distance and touch 
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Characteristics of Non-Verbal Communication 

● Often unconscious 

● Emotion-based 

● Culturally influenced 

● Continuous and spontaneous 

● Complements verbal communication 

Importance of Non-Verbal Communication 

Non-verbal communication is important because it: 

● Expresses emotions effectively 

● Reinforces spoken words 

● Reveals true feelings 

● Helps in understanding unspoken concerns 

Limitations of Non-Verbal Communication 

● Ambiguous interpretations 

● Cultural variations 

● Lack of clarity when used alone 

● Difficult to control consciously 

Non-Verbal Communication in Social Work Practice 

In social work, non-verbal communication helps in: 

● Understanding clients’ emotional states 

● Building empathy and trust 

● Detecting discomfort or resistance 

● Enhancing counselling effectiveness 

Social workers must be highly sensitive to non-verbal cues while 
maintaining professionalism. 

Relationship Between Verbal, Written and Non-Verbal 
Communication 

Effective communication rarely relies on a single type. Verbal, 
written, and non-verbal communication work together to create 
shared understanding. 

● Verbal communication conveys meaning 

● Written communication ensures clarity and record 

● Non-verbal communication conveys emotions 

Balanced use enhances effectiveness. 
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13.5 CHOOSING THE APPROPRIATE TYPE OF 
COMMUNICATION 

Effective communication depends on: 

● Purpose 

● Audience 

● Context 

● Urgency 

● Ethical considerations 

Social workers must consciously choose communication methods to 
ensure dignity, clarity, and effectiveness. 

ACTIVITY 

Activity Title: Identifying Different Types of Communication 

Objectives: 

• Identify the major types of communication.  

• Differentiate between formal and informal communication.  

• Distinguish between verbal, written, and non-verbal 
communication.  

• Examine the benefits and limitations of different 
communication types.  

• Select an appropriate type of communication for different 
situations.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of workplace or social 
communication. 

Procedure/Steps: 

1. Consider situations such as sending an official notice, talking 
to a friend, attending a meeting, and using facial expressions.  

2. Identify the type of communication used in each situation.  

3. Classify each example as formal, informal, written, verbal, or 
non-verbal communication.  

4. Note one benefit and one limitation of each type.  

5. Discuss which type would be most appropriate for an official 
organizational message and why.  

6. Write two situations where non-verbal communication plays 
an important role.  

Outcome: 
The learner will be able to identify different forms of communication 
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and select appropriate communication types according to the 
situation, purpose, and audience. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which type of communication generally follows established 
organizational rules, procedures, and channels? 

a) Informal communication 
b) Formal communication 
c) Non-verbal communication 
d) Personal communication 

B. True/False 

2. Non-verbal communication includes facial expressions, 
gestures, posture, and body language. 

True / False 

C. Short Answer Questions 

3. Differentiate between formal and informal communication. 

4. Mention one benefit and one limitation of written 
communication. 

13.6 SUMMARY 

This unit examined the design and types of communication, 
emphasizing that effective communication requires careful planning 
and appropriate selection of communication methods. 
Communication design was discussed as a systematic process 
involving clarity of purpose, understanding of the audience, 
structured messaging, and suitable medium selection. 

The unit explained major types of communication, including 
formal, informal, verbal, written, and non-verbal communication. 
Formal communication was presented as structured and official, 
ensuring accountability and documentation, while informal 
communication was shown to be flexible, spontaneous, and 
relationship-oriented. Verbal communication was highlighted for its 
immediacy and emotional connection, written communication for its 
clarity and permanent record, and non-verbal communication for its 
ability to express emotions and attitudes beyond words. 

The benefits and limitations of each type were analysed, emphasizing 
that no single form of communication is sufficient in all situations. 
Effective communication depends on context, purpose, and ethical 
considerations. For social work practice, the unit emphasized the 
need to integrate multiple communication types to build trust, 
ensure clarity, and promote empowerment and social change. 

13.7 GLOSSARY 
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● Communication Design: Planned structuring of messages 
for effective understanding 

● Formal Communication: Official communication through 
established channels 

● Informal Communication: Unofficial, spontaneous 
interaction 

● Verbal Communication: Communication using spoken 
words 

● Written Communication: Communication through written 
symbols 

● Non-Verbal Communication: Communication without words 
● Body Language: Non-verbal signals through posture and 

movement 
● Feedback: Receiver’s response to a message 

13.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: b) Formal communication 
Formal communication follows established organizational 
structures, procedures, and official channels for exchanging 
information. 

2. Answer: True. 
Non-verbal communication conveys messages through facial 
expressions, gestures, posture, eye contact, body movements, and 
other non-verbal cues. 

3. Answer: 
Formal communication takes place through officially established 
channels and follows organizational rules and procedures. 
Informal communication occurs through unofficial and more 
flexible social interactions among individuals or groups. 

4. Answer: 
One benefit of written communication is that it provides a 
permanent record that can be referred to later. One limitation is 
that it may be time-consuming and may lack the immediate 
feedback and emotional cues available in verbal communication. 

13.10 SUGGESTED READINGS – OER 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
665 
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13.12 EXERCISE 

Part 1 

A. Multiple choice questions: 

1. Formal communication flows through: 
a) Personal contacts 
b) Official channels 
c) Rumours 
d) Informal groups 

2. Which type of communication provides a permanent record? 
a) Verbal 
b) Non-verbal 
c) Written 
d) Informal 

3. Non-verbal communication mainly conveys: 
a) Data 
b) Instructions 
c) Emotions and attitudes 
d) Legal information 

4. Informal communication is characterized by: 
a) Rigid structure 
b) Documentation 
c) Flexibility 
d) Official authority 

5. In social work, effective communication helps in: 
a) Increasing dependency 
b) Avoiding interaction 
c) Building trust and empowerment 
d) Enforcing control 

Answers: 
1-b, 2-c, 3-c, 4-c, 5-c 

B. Short answer type question 

1. Name one type of communication. 
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2. What is informal communication? 

3. Give one example of written communication. 

4. What does body language refer to? 

5. Why is communication design important? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is communication design? 

2. Define formal communication. 

3. What is verbal communication? 

4. Mention two advantages of written communication. 

5. What is non-verbal communication? 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept of communication design and its 
importance. 

2. Discuss formal and informal communication with their 
advantages and limitations. 

3. Describe verbal, written, and non-verbal communication in 
detail. 

4. Analyse the benefits and limitations of different types of 
communication. 

5. Examine the relevance of effective communication types in 
social work practice. 

 

 

 
  



 FORMS AND DIRECTIONS OF COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 230 

NOTE 
 

 

 

 

 

 

 

 

 

 



 DIRECTION OF COMMUNICATION – UPWARD, DOWNWARD AND HORIZONTAL COMMUNICATION 

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK         | 231  

NOTE 
 

 

 

UNIT 14 
DIRECTION OF 

COMMUNICATION – 
UPWARD, DOWNWARD AND 

HORIZONTAL 
COMMUNICATION 

STRUCTURE:  

14.1 Introduction 

14.2 Objective 

14.3 Principles and Frameworks of Program Evaluation 

14.4  Tools and Indicators for Measuring Development Outcomes 

       15.4.1     Tools for Quantitative and Qualitative Evaluation 

       15.4.2     Ethical Use of Tools and Challenges 

14.5  Participatory Monitoring, Social Audits and Feedback 
Systems 

14.6  Institutional Learning, Adaptation and Data Justice 

14.7 Summary 

14.8 Glossary 

14.9 Answers to check you progress – possible one 

14.10 Suggested readings - OER 

14.11 Reference 

14.12 Exercise 

14.1 INTRODUCTION 

Communication in organizations and social systems does not flow 
randomly. It follows specific directions depending on hierarchy, 
roles, and relationships among individuals and groups. The 
direction of communication refers to the path through which 
information moves within an organization, institution, or group 
structure. 

Understanding the direction of communication is essential for 
effective coordination, decision-making, leadership, and service 
delivery. In social work organizations—such as NGOs, welfare 
departments, hospitals, and community institutions—
communication direction directly affects efficiency, transparency, 
participation, and accountability. 
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This unit focuses on three major directions of communication: 

● Downward communication 

● Upward communication 

● Horizontal communication 

14.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept of direction of communication 

● Explain different directions of communication 

● Describe downward, upward, and horizontal communication 

● Analyse advantages and limitations of each direction 

● Apply communication direction concepts in social work 
practice 

14.3 MEANING OF DIRECTION OF 
COMMUNICATION 

Direction of communication refers to the flow or movement of 
information between different levels or units within an organization 
or group. It indicates who communicates with whom and in which 
direction information travels. 

The direction of communication is influenced by: 

● Organizational hierarchy 

● Authority relationships 

● Nature of tasks 

● Organizational culture 

Proper flow of communication ensures coordination, understanding, 
and effective functioning. 

Need for Studying Direction of Communication 

Studying communication direction is important because it helps to: 

● Improve clarity of roles and responsibilities 

● Enhance coordination and cooperation 

● Reduce misunderstandings and conflicts 

● Encourage participation and feedback 

● Strengthen organizational effectiveness 

In social work settings, improper communication direction may 
result in service delays, role confusion, or exclusion of beneficiaries’ 
voices. 

Communication Direction and Organizational Structure 
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The direction of communication is closely linked to organizational 
structure. 

● Hierarchical organizations emphasize downward and 
upward communication 

● Flat or team-based organizations encourage horizontal 
communication 

Most organizations use a combination of all three directions. 

 Types of Direction of Communication 

Based on flow, communication can be classified into: 

1. Downward Communication 

2. Upward Communication 

3. Horizontal Communication 

Each direction serves a distinct purpose and function. 

Importance of Direction of Communication in Social Work 

In social work practice, proper communication direction helps in: 

● Effective supervision and guidance 

● Feedback from field workers and clients 

● Coordination among professionals 

● Participatory decision-making 

● Accountability and transparency 

Balanced communication flow promotes empowerment rather than 
control. 

Relationship Between Communication Direction and 
Effectiveness 

Organizational effectiveness depends on: 

● Clear downward communication for guidance 

● Open upward communication for feedback 

● Strong horizontal communication for coordination 

A breakdown in any direction affects overall performance. 

14.4 DOWNWARD COMMUNICATION 

Meaning and Concept of Downward Communication 

Downward communication refers to the flow of information from 
higher levels of authority to lower levels within an organization 
or institution. It is a top-to-bottom flow of communication, where 
instructions, policies, decisions, and expectations are conveyed from 
superiors to subordinates. 

Downward communication is essential for guiding, directing, and 
controlling organizational activities. It helps employees or workers 
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understand what is expected of them and how their tasks contribute 
to organizational goals. 

In social work organizations, downward communication is used by 
administrators, project heads, and supervisors to guide field 
workers, volunteers, and support staff. 

Objectives of Downward Communication 

Downward communication serves several objectives: 

● To provide instructions and guidelines 

● To communicate policies and procedures 

● To explain organizational goals and plans 

● To provide feedback on performance 

● To motivate and inspire employees 

Clear downward communication reduces confusion and enhances 
efficiency. 

Forms of Downward Communication 

Downward communication may take different forms, including: 

● Orders and instructions 

● Policy statements 

● Manuals and guidelines 

● Notices and circulars 

● Performance appraisals 

These forms may be oral or written depending on context. 

Characteristics of Downward Communication 

Key characteristics include: 

● Flows from top to bottom 

● Follows formal hierarchy 

● Often directive in nature 

● Focuses on task execution 

● May be formal or informal 

Advantages of Downward Communication 

Downward communication offers several benefits: 

1. Clarity of Direction 
Workers understand their roles and responsibilities. 

2. Coordination of Activities 
Ensures alignment with organizational goals. 

3. Maintenance of Discipline 
Helps enforce rules and standards. 
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4. Motivation and Guidance 
Encourages employees through feedback and recognition. 

5. Efficiency 
Reduces errors caused by lack of information. 

Limitations of Downward Communication 

Despite its importance, downward communication has limitations: 

● Risk of distortion as messages pass through levels 

● One-way communication may reduce participation 

● Overemphasis may create authoritarian culture 

● Delays due to hierarchical layers 

● Lack of feedback from subordinates 

If not balanced, it can lead to resentment and disengagement. 

Downward Communication in Social Work Practice 

In social work, downward communication is used for: 

● Assigning field duties 

● Communicating programme objectives 

● Providing ethical and procedural guidelines 

● Supervising case work 

However, social workers must ensure that downward 
communication remains respectful, participatory, and supportive 
rather than controlling. 

Improving Effectiveness of Downward Communication 

Downward communication can be improved by: 

● Using simple and clear language 

● Encouraging feedback 

● Avoiding excessive jargon 

● Ensuring consistency 

● Combining with upward communication 

Effective downward communication promotes trust and clarity. 

Ethical Considerations in Downward Communication 

Ethical downward communication requires: 

● Respect for dignity of workers 

● Transparency in decisions 

● Fairness and consistency 

● Sensitivity to cultural and social contexts 

Ethical practice is especially important in social work organizations. 
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14.4.1 HORIZONTAL COMMUNICATION 

Meaning and Concept of Horizontal Communication 

Horizontal communication refers to the flow of information between 
individuals or departments at the same hierarchical level within 
an organization or system. It is also known as lateral 
communication. 

This type of communication does not follow the vertical chain of 
command. Instead, it occurs among peers who share equal authority 
or status. Horizontal communication promotes cooperation, 
coordination, and teamwork by enabling individuals working at the 
same level to exchange information directly. 

In social work organizations, horizontal communication is common 
among social workers, counsellors, field staff, project coordinators, 
and professionals from different disciplines working together. 

Objectives of Horizontal Communication 

Horizontal communication serves several important objectives: 

● Facilitating coordination among peers 

● Sharing information and resources 

● Solving problems collectively 

● Reducing misunderstandings and duplication of work 

● Promoting teamwork and cooperation 

Forms of Horizontal Communication 

Horizontal communication may take various forms, such as: 

● Team meetings 

● Peer discussions 

● Inter-departmental coordination meetings 

● Informal conversations 

● Collaborative planning sessions 

These interactions may be formal or informal depending on 
organizational culture. 

Characteristics of Horizontal Communication 

The main characteristics include: 

● Occurs at the same hierarchical level 

● Emphasizes cooperation rather than authority 

● Often informal and flexible 

● Encourages mutual understanding 

● Facilitates quick problem-solving 
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Advantages of Horizontal Communication 

Horizontal communication offers several benefits: 

1. Improved Coordination 
Enhances synchronization of activities across departments 
or teams. 

2. Faster Problem-Solving 
Issues are addressed quickly without waiting for higher-level 
approval. 

3. Teamwork and Collaboration 
Promotes a sense of equality and shared responsibility. 

4. Reduction of Work Duplication 
Information sharing prevents overlapping efforts. 

5. Better Interpersonal Relationships 
Strengthens professional bonds and trust. 

Limitations of Horizontal Communication 

Despite its usefulness, horizontal communication has certain 
limitations: 

● May bypass formal authority 

● Risk of role confusion 

● Potential for conflict among peers 

● Lack of accountability if undocumented 

● Not suitable for policy decisions 

Horizontal Communication in Social Work Practice 

In social work, horizontal communication is essential for: 

● Interdisciplinary teamwork 

● Coordination between social workers, psychologists, and 
health professionals 

● Community programme implementation 

● Case conferencing and group interventions 

Effective horizontal communication ensures holistic and integrated 
service delivery. 

Ethical Considerations in Horizontal Communication 

Ethical horizontal communication requires: 

● Mutual respect 

● Confidentiality 

● Professional boundaries 

● Constructive dialogue 

In social work, ethical collaboration is essential for client welfare. 



 FORMS AND DIRECTIONS OF COMMUNICATION  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 238 

NOTE 
 

 

 

Improving Horizontal Communication 

Horizontal communication can be improved by: 

● Encouraging team meetings 

● Clarifying roles and responsibilities 

● Promoting open communication culture 

● Using collaborative tools and platforms 

● Managing conflicts constructively 

Strong horizontal communication fosters organizational harmony. 

14.4.2 UPWARD COMMUNICATION 

Meaning and Concept of Upward Communication 

Upward communication refers to the flow of information from lower 
levels of an organization to higher levels of authority. It involves 
communication from subordinates, field workers, volunteers, or staff 
members to supervisors, managers, or administrators. 

Upward communication allows workers to express opinions, share 
experiences, report problems, provide feedback, and suggest 
improvements. It ensures that decision-makers remain informed 
about ground realities and operational challenges. 

In social work organizations, upward communication is especially 
important because field realities, community needs, and client 
concerns must reach policymakers and administrators for effective 
planning and intervention. 

Objectives of Upward Communication 

The main objectives of upward communication include: 

● Providing feedback to superiors 

● Reporting progress and challenges 

● Communicating needs and grievances 

● Sharing suggestions and innovations 

● Promoting participation in decision-making 

Upward communication strengthens organizational responsiveness 
and inclusiveness. 

Forms of Upward Communication 

Upward communication may take several forms, such as: 

● Reports and progress notes 

● Feedback forms and surveys 

● Grievance redressal mechanisms 

● Staff meetings and discussions 

● Suggestions and proposals 
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These forms may be formal or informal depending on organizational 
culture. 

Characteristics of Upward Communication 

Key characteristics of upward communication are: 

● Flows from bottom to top 

● Often feedback-oriented 

May be formal or informal 

● Reflects ground-level realities 

● Requires openness and trust 

Advantages of Upward Communication 

Upward communication offers several benefits: 

1. Feedback for Management 
Helps leaders evaluate policies and decisions. 

2. Employee Participation 
Encourages involvement and ownership. 

3. Problem Identification 
Early reporting of issues prevents escalation. 

4. Improved Morale 
Workers feel heard and valued. 

5. Better Decision-Making 
Decisions are informed by real experiences. 

Limitations of Upward Communication 

Despite its importance, upward communication has certain 
limitations: 

● Fear of authority may inhibit expression 

● Messages may be filtered or distorted 

● Negative feedback may be suppressed 

● Time delays in reaching decision-makers 

● Requires supportive organizational culture 

Without trust, upward communication becomes ineffective. 

Barriers to Effective Upward 
Communication 
Common barriers include: 

● Authoritarian leadership style 

● Lack of feedback mechanisms 

● Fear of punishment or blame 

● Poor communication skills 
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● Organizational rigidity 

Addressing these barriers is essential for healthy communication 
flow. 

Upward Communication in Social Work Practice 

In social work settings, upward communication is critical for: 

● Reporting community needs 

● Sharing field-level challenges 

● Suggesting programme improvements 

● Advocating for client rights 

● Ethical accountability 

Social workers often act as a bridge between communities and 
authorities through upward communication. 

Promoting Effective Upward Communication 

Upward communication can be strengthened by: 

● Encouraging open dialogue 

● Establishing feedback systems 

● Creating safe spaces for expression 

● Valuing suggestions and criticism 

● Ensuring non-punitive responses 

Participatory leadership enhances upward communication. 

Ethical Dimensions of Upward Communication 

Ethical upward communication requires: 

● Honesty and accuracy 

● Respectful expression 

● Confidentiality 

● Responsibility in reporting 

In social work, ethical reporting is essential for client protection and 
professional integrity. 

Effective horizontal communication enhances organizational 
efficiency. 

Therefore, horizontal communication must complement—not 
replace—vertical communication. 

14.5 RELATIONSHIP BETWEEN DOWNWARD, 
UPWARD AND HORIZONTAL COMMUNICATION 

An effective organization maintains a balance between all three 
directions: 
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● Downward communication provides guidance and direction 

● Upward communication ensures feedback and participation 

● Horizontal communication enables coordination and 
teamwork 

Imbalance in any direction weakens organizational functioning. 

ACTIVITY 

Activity Title: Understanding the Direction of Communication 

Objectives: 

• Identify the major directions of communication in an 
organization.  

• Differentiate between upward, downward, and horizontal 
communication.  

• Examine the importance of each direction of communication.  

• Relate different directions of communication to organizational 
situations.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of communication 
within an organization. 

Procedure/Steps: 

1. Consider an organization where managers, supervisors, and 
employees work together.  

2. Identify an example where an employee communicates a 
problem to a supervisor.  

3. Identify an example where a manager gives instructions to 
employees.  

4. Identify an example where two employees or departments at 
the same level exchange information.  

5. Classify each example as upward, downward, or horizontal 
communication.  

6. Discuss how all three directions contribute to effective 
organizational functioning.  

Outcome: 
The learner will be able to identify and differentiate upward, 
downward, and horizontal communication and understand their role 
in organizational coordination. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 
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1. Which direction of communication occurs when information 
or feedback moves from employees to higher-level 
management? 

a) Downward communication 
b) Upward communication 
c) Horizontal communication 
d) External communication 

B. True/False 

2. Horizontal communication takes place between individuals or 
departments at the same organizational level. 

True / False 

C. Short Answer Questions 

3. What is meant by downward communication? 

4. Differentiate between upward and horizontal communication. 

14.7 SUMMARY 

● This unit examined the direction of communication within 
organizations and social systems, emphasizing how 
information flows between different levels and units. 
Communication direction plays a crucial role in ensuring 
clarity, coordination, participation, and accountability. 

● The unit discussed three major directions of communication. 
Downward communication flows from higher to lower levels 
and is used for conveying instructions, policies, guidance, and 
feedback. Upward communication moves from lower levels 
to higher authorities and allows employees, field workers, and 
community members to express feedback, report problems, 
and suggest improvements. Horizontal communication 
occurs between individuals or departments at the same 
hierarchical level and supports coordination, teamwork, and 
collaborative problem-solving. 

● The advantages and limitations of each direction were 
analysed, highlighting that no single direction is sufficient on 
its own. Effective organizations maintain a balanced flow of 
downward, upward, and horizontal communication. In social 
work practice, such balance promotes participation, 
transparency, ethical decision-making, and effective service 
delivery. 

14.8 GLOSSARY 

● Direction of Communication: Path through which 
information flows 

● Downward Communication: Flow of information from higher 
to lower levels 
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● Upward Communication: Flow of information from lower to 
higher levels 

● Horizontal Communication: Communication among peers 
at the same level 

● Lateral Communication: Another term for horizontal 
communication 

● Feedback: Response from receiver to sender 

● Hierarchy: Levels of authority within an organization 

14.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: b) Upward communication 
Upward communication moves from lower levels of an organization 
to higher levels and may include feedback, suggestions, reports, 
and complaints. 

2. Answer: True. 
Horizontal communication takes place between employees, teams, 
or departments operating at the same or similar organizational 
levels. 

3. Answer: 
Downward communication is the flow of information from higher 
levels of management to lower levels of the organization. It may 
include instructions, policies, objectives, orders, and performance-
related information. 

4. Answer: 
Upward communication flows from lower-level employees to 
higher-level management and generally involves feedback, 
suggestions, reports, and concerns. Horizontal communication 
occurs between individuals or departments at the same 
organizational level and mainly supports coordination, cooperation, 
and information sharing. 
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14.12 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. Downward communication flows: 
a) From subordinates to superiors 
b) Between peers 
c) From superiors to subordinates 
d) Outside the organization 

2. Upward communication mainly helps in: 
a) Issuing orders 
b) Maintaining discipline 
c) Providing feedback 
d) Enforcing control 

3. Horizontal communication occurs between: 
a) Managers and workers 
b) Different organizations 
c) Individuals at the same level 
d) Superiors and subordinates 

4. Which direction of communication promotes coordination 
among departments? 
a) Downward 
b) Upward 
c) Horizontal 
d) Diagonal 

5. Balanced communication flow is important for: 
a) Control only 
b) Participation and efficiency 
c) Authority dominance 
d) Centralization 

Answers: 
1-c, 2-c, 3-c, 4-c, 5-b 

B. Short answer type question 

1. Name one direction of communication. 
2. What type of communication flows from top to bottom? 
3. Which communication promotes teamwork among peers? 
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4. What communication helps management receive feedback? 
5. What is lateral communication also called? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is downward communication? 

2. Define upward communication. 

3. What is horizontal communication? 

4. Mention two advantages of upward communication. 

5. State two limitations of downward communication. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept of direction of communication and its 
importance. 

2. Discuss downward communication with its advantages and 
limitations. 

3. Examine the role of upward communication in organizational 
effectiveness. 

4. Describe horizontal communication and its relevance in social 
work practice. 

5. Analyse the relationship between downward, upward, and 
horizontal communication. 
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UNIT 15 
TRADITIONAL AND MODERN 

MASS MEDIA – PRINT, 
AUDIO, VISUAL AND AUDIO-

VISUAL MEDIA 
STRUCTURE:  

15.1 Introduction 

15.2 Objective 

15.3 Concept and Features of Social Action 

15.4   Scope and Application of Social Action 

15.5   Social Action and Implementation of Social Legislation 

       16.5.1     Strategies for Legal Empowerment and Role of 
Judiciary and PIL 

15.6 Summary 

15.7 Glossary 

15.8 Answers to check you progress – possible one 

15.9 Suggested readings - OER 

15.10 Reference 

15.11 Exercise 

15.12 Feedback form 

15.1 INTRODUCTION 

Mass media occupies a central position in modern society as well as 
in traditional social systems. It acts as a powerful medium through 
which information, ideas, opinions, and values are transmitted to a 
large and diverse population. From newspapers and radio to 
television, films, and digital platforms, mass media shapes the way 
people perceive reality, understand social issues, and respond to 
events. 

Mass media does not merely inform; it also educates, entertains, 
persuades, and influences attitudes and behaviour. In a democratic 
society, mass media plays an important role in creating awareness, 
promoting dialogue, and enabling participation in social and political 
life. 

For social work professionals, mass media is a crucial instrument 
for social awareness, advocacy, development communication, 
behaviour change, and community mobilisation. Understanding 
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the nature and functioning of mass media is therefore essential for 
effective social work practice. 

15.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the meaning and concept of mass media 

● Explain the characteristics and functions of mass media 

● Distinguish between traditional and modern mass media 

● Identify different forms of mass media such as print, audio, 
visual, and audio-visual 

● Analyse the role of mass media in social development and 
social work practice 

15.3 MEANING AND CONCEPT OF MASS MEDIA 

The term mass media refers to the various means of communication 
that are used to reach a large number of people at the same time. 
The word “mass” indicates a large, heterogeneous audience, while 
“media” refers to the channels or tools used for communication. 

Mass media involves the use of technology to transmit messages to 
people who are widely dispersed geographically. Unlike interpersonal 
communication, where communication is direct and personal, mass 
media communication is indirect and impersonal. 

Examples of mass media include newspapers, magazines, radio, 
television, cinema, and digital platforms. These media serve as a 
bridge between information sources and the general public. 

Mass media has been defined by scholars in various ways. Broadly, 
mass media can be understood as: 

“Channels of communication through which information, ideas, 
and messages are transmitted to a large audience.” 

Another understanding of mass media emphasizes that it involves: 

● Organized institutional communication 

● Use of mechanical or electronic technology 

● One-to-many transmission of messages 

These definitions highlight the scale, structure, and technological 
basis of mass media. 

Mass media has certain distinctive characteristics that differentiate 
it from other forms of communication. 

Firstly, mass media reaches a large and diverse audience, cutting 
across age, gender, class, caste, religion, and geographical 
boundaries. Secondly, communication through mass media is 
generally one-way, with limited direct interaction between sender 
and receiver. Thirdly, mass media messages are usually 
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standardized, meaning the same message is delivered to all 
members of the audience. 

Another important characteristic is the use of technology. Printing 
presses, broadcasting equipment, and digital networks are essential 
for mass media functioning. Finally, mass media has the ability to 
influence public opinion, shape attitudes, and affect behaviour on 
a large scale. 

Functions of Mass Media 

Mass media performs several important functions in society 

Information Function 

One of the primary functions of mass media is to provide information 
about events and developments occurring locally, nationally, and 
globally. News related to politics, economy, health, education, and 
social issues helps people stay informed and aware. 

Educational Function 

Mass media plays a vital educational role by spreading knowledge 
and awareness. Educational programmes, documentaries, articles, 
and campaigns help people learn about health, hygiene, 
environment, rights, and responsibilities. 

Socialization Function 

Through repeated exposure to values, beliefs, norms, and cultural 
practices, mass media contributes to the process of socialization. It 
influences how individuals perceive society and their role within it. 

Entertainment Function 

Mass media provides entertainment through films, television shows, 
music, sports, and cultural programmes. Entertainment helps 
relieve stress and contributes to emotional well-being. 

 

Persuasion and Advocacy Function 

Mass media has a persuasive function. Advertisements, public 
service announcements, and social campaigns influence attitudes 
and behaviour. Media is often used for advocacy on issues such as 
gender equality, health awareness, and social justice. 

Role of Mass Media in Social Change 

Mass media is a powerful agent of social change. It helps in: 

● Highlighting social problems 

● Creating awareness about injustice and inequality 

● Mobilizing public opinion 

● Supporting reform movements 
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Social movements related to education, health, environment, and 
human rights have effectively used mass media to reach wider 
audiences. 

 

Classification of Mass Media 

Based on historical development and technology, mass media can be 
broadly classified into: 

1. Traditional Mass Media 

2. Modern Mass Media 

This classification helps in understanding the evolution of 
communication systems and their relevance in different social 
contexts. 

 

15.4 TRADITIONAL AND MODERN MASS MEDIA 

1.  

2. Modern Mass Media 

This classification helps in understanding the evolution of 
communication systems and their relevance in different social 
contexts. 

 

15.9 Traditional Mass Media 

Traditional mass media refers to forms of communication that 
existed before the widespread use of electronic and digital 
technologies. These media are closely linked to culture, tradition, 
and community life. 

Traditional mass media includes: 

● Folk media 

● Print media such as newspapers and magazines 

● Traditional performances and storytelling 

These forms are especially effective in rural and semi-urban settings 
where literacy and digital access may be limited. 

 

15.10 Modern Mass Media 

Modern mass media emerged with advancements in technology. It 
uses electronic and digital tools to reach large audiences quickly. 

Examples include: 

● Radio 

● Television 
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● Cinema 

● Digital and online platforms 

Modern mass media has greater reach, speed, and influence 
compared to traditional forms. 

 

15.11 Importance of Mass Media for Social Work Practice 

For social workers, mass media is an essential tool for: 

● Awareness generation 

● Advocacy and social justice 

● Behaviour change communication 

● Community mobilisation 

● Policy influence 

Understanding mass media enables social workers to use it ethically, 
creatively, and effectively for social development. 

 

Meaning and Concept of Traditional Mass Media 

Traditional mass media refers to those forms of communication that 
developed before the widespread use of electronic and digital 
technology. These media are deeply rooted in the cultural, social, 
and community life of people. Traditional mass media evolved 
organically within societies and were often used to transmit 
information, values, customs, and collective experiences from one 
generation to another. 

Unlike modern mass media, traditional mass media relies heavily on 
face-to-face interaction, cultural symbols, oral traditions, and 
printed material. These media forms are closely linked to local 
languages, traditions, beliefs, and social structures. 

In many developing societies, especially in rural and tribal areas, 
traditional mass media continues to play an important role due to 
its accessibility, cultural relevance, and credibility. 

Forms of Traditional Mass Media 

Traditional mass media includes several forms, the most important 
of which are folk media and print media. 

Folk Media 

Meaning and Concept of Folk Media 

Folk media refers to indigenous, community-based forms of 
communication that use traditional art, performance, and 
storytelling to convey messages. Folk media is participatory in 
nature and is closely associated with the cultural life of the 
community. 
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Folk media communicates through songs, stories, drama, dance, 
and visual symbols that are familiar to the audience. Because of its 
cultural grounding, folk media is easily understood and emotionally 
engaging. 

 Forms of Folk Media 

Common forms of folk media include: 

● Folk songs and music 

● Folk dances 

● Street plays and traditional drama 

● Storytelling and ballads 

● Puppetry 

● Festivals and rituals 

These forms vary from region to region and reflect local culture and 
traditions. 

Characteristics of Folk Media 

Folk media has distinct characteristics: 

● Community-based and participatory 

● Uses local language and symbols 

● Face-to-face interaction 

● Emotionally engaging 

● Low-cost and accessible 

These characteristics make folk media highly effective at the 
grassroots level. 

Advantages of Folk Media 

Folk media offers several advantages: 

1. Cultural Relevance 
Messages are presented in familiar cultural forms, making 
them easily acceptable. 

2. High Credibility 
People trust folk performers and traditional narratives. 

3. Active Participation 
Audience participation increases message retention. 

4. Low Cost 
Minimal resources are required. 

5. Effective in Low-Literacy Areas 
Communication does not depend on reading skills. 

Limitations of Folk Media 

Despite its strengths, folk media has limitations: 
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● Limited geographical reach 

● Message consistency may vary 

● Depends on skilled performers 

● Less effective for complex information 

Therefore, folk media is often used alongside other media forms. 

Folk Media in Social Work Practice 

In social work, folk media is widely used for: 

● Health awareness campaigns 

● Gender equality and social justice messaging 

● Community mobilisation 

● Behaviour change communication 

Street plays and folk performances are particularly effective in rural 
development programmes. 

Print Media 

Meaning and Concept of Print Media 

Print media refers to communication through printed material, 
such as newspapers, magazines, journals, pamphlets, and books. It 
was one of the earliest forms of mass media and played a major role 
in education, political awareness, and social reform. 

Print media allows detailed and thoughtful presentation of 
information. It provides readers with the opportunity to read, re-
read, and reflect on content. 

Forms of Print Media 

Common forms of print media include: 

● Newspapers 

● Magazines 

● Journals 

● Books 

● Pamphlets and leaflets 

Each form serves different informational and educational purposes. 

Characteristics of Print Media 

Print media is characterized by: 

● Written content 

● Permanent record 

● Requires literacy 

● Relatively slow dissemination 

● Credibility and depth 
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Advantages of Print Media 

Print media has several advantages: 

1. Detailed Information 
Allows in-depth analysis and explanation. 

2. Permanent Record 
Content can be preserved and referenced. 

3. Credibility 
Print is often considered reliable and authoritative. 

4. Wide Reach 
Newspapers and magazines reach large audiences. 

5. Educational Value 
Supports learning and awareness. 

Limitations of Print Media 

Limitations include: 

● Requires literacy 

● Slow feedback 

● Limited reach in remote areas 

● Production and distribution costs 

Print Media in Social Work Practice 

Print media is used in social work for: 

● Awareness campaigns 

● Policy advocacy 

● Information dissemination 

● Educational material distribution 

Pamphlets and leaflets are commonly used in health and welfare 
programmes. 

Importance of Traditional Mass Media 

Traditional mass media remains important because: 

● It connects deeply with culture and community 

● It is accessible to marginalized populations 

● It supports participatory communication 

● It complements modern mass media 

For social workers, traditional mass media is a powerful tool for 
grassroots-level engagement. 

Relationship Between Traditional and Modern Mass Media 

Traditional and modern mass media are not mutually exclusive. 
They can be combined to maximize impact. 
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For example: 

● Folk media can introduce issues 

● Modern media can amplify messages 

Integrated use enhances the effectiveness of social communication. 
 

15.5 FORMS OF TRADITIONAL AND MODERN 
MASS MEDIA 

Traditional mass media includes several forms, the most important 
of which are folk media and print media. 

Folk Media 

Meaning and Concept of Folk Media 

Folk media refers to indigenous, community-based forms of 
communication that use traditional art, performance, and 
storytelling to convey messages. Folk media is participatory in 
nature and is closely associated with the cultural life of the 
community. 

Folk media communicates through songs, stories, drama, dance, 
and visual symbols that are familiar to the audience. Because of its 
cultural grounding, folk media is easily understood and emotionally 
engaging. 

Forms of Folk Media 

Common forms of folk media include: 

● Folk songs and music 

● Folk dances 

● Street plays and traditional drama 

● Storytelling and ballads 

● Puppetry 

● Festivals and rituals 

These forms vary from region to region and reflect local culture and 
traditions. 

Characteristics of Folk Media 

Folk media has distinct characteristics: 

● Community-based and participatory 

● Uses local language and symbols 

● Face-to-face interaction 

● Emotionally engaging 

● Low-cost and accessible 
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These characteristics make folk media highly effective at the 
grassroots level. 

Advantages of Folk Media 

Folk media offers several advantages: 

1. Cultural Relevance 
Messages are presented in familiar cultural forms, making 
them easily acceptable. 

2. High Credibility 
People trust folk performers and traditional narratives. 

3. Active Participation 
Audience participation increases message retention. 

4. Low Cost 
Minimal resources are required. 

5. Effective in Low-Literacy Areas 
Communication does not depend on reading skills. 

Limitations of Folk Media 

Despite its strengths, folk media has limitations: 

● Limited geographical reach 

● Message consistency may vary 

● Depends on skilled performers 

● Less effective for complex information 

Therefore, folk media is often used alongside other media forms. 

Folk Media in Social Work Practice 

In social work, folk media is widely used for: 

● Health awareness campaigns 

● Gender equality and social justice messaging 

● Community mobilisation 

● Behaviour change communication 

Street plays and folk performances are particularly effective in rural 
development programmes. 

 

Print Media 

Meaning and Concept of Print Media 

Print media refers to communication through printed material, 
such as newspapers, magazines, journals, pamphlets, and books. It 
was one of the earliest forms of mass media and played a major role 
in education, political awareness, and social reform. 
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Print media allows detailed and thoughtful presentation of 
information. It provides readers with the opportunity to read, re-
read, and reflect on content. 

 

Forms of Print Media 

Common forms of print media include: 

● Newspapers 

● Magazines 

● Journals 

● Books 

● Pamphlets and leaflets 

Each form serves different informational and educational purposes. 

Characteristics of Print Media 

Print media is characterized by: 

● Written content 

● Permanent record 

● Requires literacy 

● Relatively slow dissemination 

● Credibility and depth 

Advantages of Print Media 

Print media has several advantages: 

1. Detailed Information 
Allows in-depth analysis and explanation. 

2. Permanent Record 
Content can be preserved and referenced. 

3. Credibility 
Print is often considered reliable and authoritative. 

4. Wide Reach 
Newspapers and magazines reach large audiences. 

5. Educational Value 
Supports learning and awareness. 

Limitations of Print Media 

Limitations include: 

● Requires literacy 

● Slow feedback 

● Limited reach in remote areas 

● Production and distribution costs 
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Print Media in Social Work Practice 

Print media is used in social work for: 

● Awareness campaigns 

● Policy advocacy 

● Information dissemination 

● Educational material distribution 

Pamphlets and leaflets are commonly used in health and welfare 
programmes. 

Importance of Traditional Mass Media 

Traditional mass media remains important because: 

● It connects deeply with culture and community 

● It is accessible to marginalized populations 

● It supports participatory communication 

● It complements modern mass media 

For social workers, traditional mass media is a powerful tool for 
grassroots-level engagement. 

Relationship Between Traditional and Modern Mass Media 

Traditional and modern mass media are not mutually exclusive. 
They can be combined to maximize impact. 

For example: 

● Folk media can introduce issues 

● Modern media can amplify messages 

Integrated use enhances the effectiveness of social communication. 

 

 

15.5.1 Meaning and Concept of Modern Mass Media 

Modern mass media refers to those forms of communication that 
emerged with the advancement of electronic and audio-visual 
technology. Unlike traditional mass media, modern mass media 
enables faster transmission, wider geographical reach, and 
greater influence over public opinion. 

Modern mass media communicates messages to large audiences 
through electronic devices and digital platforms. These media are 
capable of combining sound, images, motion, and text, making 
communication more engaging and impactful. 

In contemporary society, modern mass media plays a decisive role in 
shaping attitudes, lifestyles, political awareness, and social 
behaviour. 
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Audio Media 

Meaning and Nature of Audio Media 

Audio media refers to forms of mass communication that rely 
primarily on sound to convey messages. The most common and 
influential form of audio media is radio. Audio media communicates 
through spoken words, music, sound effects, and silence. 

Audio media does not require literacy and can reach people even 
while they are engaged in other activities, making it highly 
accessible. 

Forms of Audio Media 

Major forms of audio media include: 

● Radio broadcasts 

● Community radio 

● Podcasts 

● Audio recordings and announcements 

Among these, radio remains the most widely used audio medium. 

Characteristics of Audio Media 

Audio media has the following characteristics: 

● Depends solely on sound 

● Does not require reading skills 

● Can reach remote and rural areas 

● Allows imagination and interpretation 

Advantages of Audio Media 

Audio media offers several advantages: 

1. Wide Reach 
Radio can reach large populations, including remote areas. 

2. Low Cost 
Production and access costs are relatively low. 

3. No Literacy Requirement 
Suitable for illiterate and semi-literate populations. 

4. Portability 
Messages can be received while working or travelling. 

5. Effective for Awareness Campaigns 
Useful for health, agriculture, and social welfare messaging. 

Limitations of Audio Media 

Despite its usefulness, audio media has limitations: 

● No visual support 

● Messages are transient 
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● Limited attention span of listeners 

● Difficult to convey complex information 

Audio Media in Social Work Practice 

Audio media is widely used in social work for: 

● Health awareness campaigns 

● Disaster preparedness messages 

● Community mobilisation 

● Public service announcements 

Community radio plays a vital role in participatory development 
communication. 

Visual Media 

Meaning and Nature of Visual Media 

Visual media refers to mass media that communicates primarily 
through visual images. These images may be static or moving. 
Visual media appeals strongly to the sense of sight and helps people 
understand information quickly and clearly. 

Visual communication is especially effective in attracting attention 
and creating long-lasting impressions. 

Forms of Visual Media 

Common forms of visual media include: 

● Posters and banners 

● Photographs 

● Charts and diagrams 

● Slides and exhibitions 

Visual media is often used alongside other media forms. 

Characteristics of Visual Media 

● Relies on visual perception 

● Easily attracts attention 

● Helps simplify complex ideas 

● Often used for display purposes 

Advantages of Visual Media 

Visual media has several advantages: 

1. Immediate Impact 
Visuals are quickly noticed and remembered. 

2. Simplicity 
Messages can be conveyed without words. 
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3. Effective in Low-Literacy Areas 
Visual symbols communicate meaning easily. 

4. Cost-Effective 
Posters and banners are relatively inexpensive. 

Limitations of Visual Media 

Limitations include: 

● Limited information capacity 

● Requires proper design 

● May be misinterpreted 

● Static nature limits engagement 

Visual Media in Social Work Practice 

Visual media is used in social work for: 

● Awareness posters 

● Public health messaging 

● Social campaigns 

● Educational displays 

Posters and visual aids are commonly used in community 
programmes. 

Audio-Visual Media 

Meaning and Concept of Audio-Visual Media 

Audio-visual media combines sound and visuals to communicate 
messages. It is one of the most powerful forms of mass media 
because it appeals to both hearing and sight simultaneously. 

Television, films, and digital videos are major examples of audio-
visual media. 

Forms of Audio-Visual Media 

Common forms include: 

● Television programmes 

● Films and documentaries 

● Video clips 

● Digital media content 

Audio-visual media has a strong emotional and persuasive impact. 

Characteristics of Audio-Visual Media 

● Combines sound and visuals 

● High audience engagement 

● Strong emotional appeal 

● Requires advanced technology 
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● One-way communication 

Advantages of Audio-Visual Media 

Audio-visual media offers several advantages: 

1. High Impact 
Combines multiple senses for better understanding. 

2. Wide Reach 
Television reaches millions of viewers. 

3. Strong Persuasive Power 
Effective for advocacy and awareness. 

4. Educational Value 
Demonstrates concepts visually. 

Limitations of Audio-Visual Media 

Limitations include: 

● High production cost 

● Requires electricity and technology 

● Limited access in remote areas 

● Passive audience participation 

Audio-Visual Media in Social Work Practice 

Audio-visual media is used in social work for: 

● Social awareness campaigns 

● Documentary films on social issues 

● Educational programmes 

● Policy advocacy 

Television and digital video are powerful tools for social change. 

Comparative Overview of Modern Mass Media 

Media Type Strength Limitation 

Audio Wide reach, low cost No visuals 

Visual Simple, attention-
grabbing 

Limited detail 

Audio-
Visual 

High impact Expensive, tech-
dependent 

Importance of Modern Mass Media in Social Development 

Modern mass media plays a crucial role in: 

● Disseminating information quickly 
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● Creating social awareness 

● Influencing attitudes and behaviour 

● Supporting development initiatives 

For social workers, modern mass media is an indispensable tool for 
large-scale communication. 

ACTIVITY 

Activity Title: Exploring Traditional and Modern Mass Media 

Objectives: 

• Identify the major types of traditional and modern mass 
media.  

• Differentiate between print, audio, visual, and audio-visual 
media.  

• Examine the benefits and limitations of different forms of 
mass media.  

• Relate different media forms to their uses in communication 
and social awareness.  

Material Required: 

Textbook/SLM, notebook, pen, and examples of newspapers, radio, 
television, websites, or social media platforms. 

Procedure/Steps: 

1. Identify four examples of mass media used in everyday life.  

2. Classify each example as print, audio, visual, or audio-visual 
media.  

3. Identify whether each example represents traditional or 
modern mass media.  

4. Write one benefit and one limitation of each type.  

5. Discuss which medium would be most effective for spreading 
awareness about a social issue and explain why.  

6. Compare the speed and reach of traditional media with 
modern digital media.  

Outcome: 
The learner will be able to identify and classify different forms of 
mass media and evaluate their uses, benefits, and limitations in 
social communication. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is an example of audio-visual mass 
media? 
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a) Newspaper 
b) Radio 
c) Television 
d) Magazine 

B. True/False 

2. Modern mass media can use digital technologies to 
communicate information to large audiences quickly. 

True / False 

C. Short Answer Questions 

3. What is meant by mass media? 

4. Differentiate between print media and audio media. 

 

15.6 SUMMARY 

● This unit examined mass media as a powerful social 
institution that informs, educates, entertains, persuades, and 
influences society. The concept of mass media was explained 
as a system of communication that reaches a large and 
diverse audience using various technological and cultural 
channels. The unit highlighted the importance of mass media 
in shaping public opinion, transmitting values, and 
supporting social development. 

● A clear distinction was drawn between traditional mass 
media and modern mass media. Traditional mass media, 
including folk media and print media, was discussed as 
culturally rooted, community-based, and participatory, 
making it especially effective in rural and low-literacy 
contexts. Folk media such as street plays, songs, puppetry, 
and storytelling were shown to be powerful tools for grassroots 
awareness and mobilisation. Print media was examined as a 
credible and detailed source of information with educational 
and advocacy value. 

● The unit further analysed modern mass media, including 
audio media (radio), visual media (posters, images), and 
audio-visual media (television, films, digital videos). These 
media were explained in terms of their characteristics, 
advantages, and limitations. Modern media was shown to 
have wide reach, speed, and persuasive power, but also to 
require technological access and higher costs. 

● Overall, the unit emphasized that effective communication for 
social development requires an integrated use of traditional 
and modern mass media. For social work practice, mass 
media serves as a vital tool for awareness generation, 
behaviour change communication, advocacy, and social 
mobilisation. 
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15.7 GLOSSARY 
● Mass Media: Means of communication that reach a large 

audience 
● Traditional Mass Media: Culturally rooted media forms 

existing before electronic media 
● Folk Media: Indigenous, community-based communication 

forms 
● Print Media: Communication through printed materials 
● Audio Media: Media based on sound communication 
● Visual Media: Media based on visual images 
● Audio-Visual Media: Media combining sound and visuals 
● Social Development: Planned social change to improve 

quality of life 

15.9 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: c) Television 
Television combines both sound and visual elements, making it an 
audio-visual medium of mass communication. 

2. Answer: True. 
Modern digital media can distribute information rapidly to large 
and geographically dispersed audiences through internet-based 
technologies. 

3. Answer: 
Mass media refers to communication channels used to reach a 
large number of people simultaneously. Examples include 
newspapers, magazines, radio, television, websites, and digital 
media platforms. 

4. Answer: 
Print media communicates information primarily through printed 
text and images, such as newspapers, books, and magazines. 
Audio media communicates through sound, such as radio 
broadcasts, podcasts, and recorded programmes. 

15.10– OER 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
667 
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15.12 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. Mass media primarily refers to: 
a) Face-to-face communication 
b) One-to-one interaction 
c) Communication to a large audience 
d) Informal conversation 

2. Folk media is mainly characterized by: 
a) Advanced technology 
b) Cultural and community orientation 
c) High production cost 
d) Written communication 

3. Which of the following is an audio medium? 
a) Newspaper 
b) Radio 
c) Poster 
d) Magazine 

4. Television is an example of: 
a) Print media 
b) Audio media 
c) Visual media 
d) Audio-visual media 

5. Mass media is important in social work mainly for: 
a) Entertainment only 
b) Administrative control 
c) Awareness and social change 
d) Personal communication 

Answers: 
1-c, 2-b, 3-b, 4-d, 5-c 

B. Short answer type question 

1. Name one form of traditional mass media. 

2. Which media uses sound only? 

3. Give one example of visual media. 

4. What type of media combines sound and visuals? 
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5. Why is mass media important for social work? 

 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is mass media? 

2. Define traditional mass media. 

3. What is folk media? 

4. What is audio-visual media? 

5. Mention two advantages of print media. 

 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept and characteristics of mass media. 

2. Discuss traditional mass media with special reference to folk 
media and print media. 

3. Describe audio, visual, and audio-visual media with their 
advantages and limitations. 

4. Analyse the role of mass media in social change and 
development. 

5. Examine the importance of mass media in social work 
practice. 
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BLOCK V: EFFECTIVE COMMUNICATION SKILLS  271-318 

Unit 16 Communication Barriers – Organizational, Personal, 
Technical And Linguistic 

273 

Unit 17 Skills Of Listening And Understanding 289 

Unit 18 Measurement Of Effective Communication 307 

Effective communication requires more than simply transmitting information; it 
involves overcoming barriers, listening carefully, understanding messages and 
evaluating communication outcomes. This block focuses on the development and 
assessment of effective communication skills. It begins with communication barriers, 
including organizational, personal, technical and linguistic barriers that may 
interfere with the accurate exchange of information. Understanding these barriers 
helps learners identify communication problems and develop appropriate strategies 
to overcome them. The block then focuses on listening and understanding as 
essential components of successful communication. Effective listening promotes 
clarity, reduces misunderstandings and strengthens interpersonal relationships. The 
final unit introduces the measurement of effective communication and explains how 
communication effectiveness can be assessed through various indicators and 
feedback mechanisms. These concepts are especially important for social workers, 
educators, managers and other professionals who regularly interact with individuals 
and groups. Overall, this block aims to develop practical awareness of 
communication problems and strengthen the learner's ability to communicate 
clearly, listen effectively and evaluate communication outcomes. 
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UNIT 16 
COMMUNICATION 

BARRIERS – 
ORGANIZATIONAL, 

PERSONAL, TECHNICAL AND 
LINGUISTIC 

STRUCTURE:  

16.1 Introduction 

16.2 Objective 

16.3 Historical Development and Evolution of Social Action 

16.4 Major Models of Social Action and Theoretical Foundations 

       17.4.1     Reformist vs. Revolutionary Models and Contextual 
Applications  

17.5 Comparative Analysis and Model Selection in Practice 

       17.5.1     Ethical Sensitivities and Reflective Practice 

17.6 Summary 

17.7 Glossary 

17.8 Answers to check you progress – possible one 

17.9 Suggested readings - OER 

17.10 Reference 

17.11 Exercise 

16.1 INTRODUCTION 

Communication is a fundamental process in social interaction, 
organisational functioning, and professional practice. While effective 
communication facilitates understanding, cooperation, and social 
harmony, communication often fails due to various obstacles known 
as communication barriers. These barriers prevent messages from 
being transmitted or understood in the intended manner. 

In social work practice, communication barriers can significantly 
affect service delivery, client relationships, teamwork, and 
community engagement. Miscommunication may lead to 
misunderstanding, mistrust, conflict, or even harm to individuals 
and groups. Therefore, understanding communication barriers is 
essential for social workers, administrators, and professionals 
engaged in human services. 
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This unit focuses on identifying and analysing different types of 
communication barriers—organizational, personal, technical, and 
linguistic—and understanding their impact on effective 
communication. 

16.2 OBJECTIVES 

After studying this unit, the learner will be able to: 

1. Understand the concept of communication barriers 

2. Explain the nature and causes of communication barriers 

3. Identify different types of communication barriers 

4. Analyse organizational, personal, technical, and linguistic 
barriers 

5. Apply strategies to overcome communication barriers in social 
work practice 

16.3 MEANING AND CONCEPT OF 
COMMUNICATION BARRIERS 

Communication barriers refer to any factor or condition that 
obstructs, distorts, or prevents the effective transmission and 
understanding of a message between a sender and a receiver. These 
barriers may arise at any stage of the communication process—
during message formation, transmission, reception, or 
interpretation. 

A barrier does not always mean complete failure of communication. 
Often, communication takes place but the meaning is 
misunderstood, partially received, or interpreted incorrectly. Such 
distorted communication can be more harmful than no 
communication at all. 

Communication barriers have certain common characteristics: 

● They interfere with understanding 

● They may be visible or invisible 

● They can be intentional or unintentional 

● They arise from individual, organisational, or environmental 
factors 

● They affect both verbal and non-verbal communication 

Understanding the nature of barriers helps in identifying and 
addressing them effectively. 

Sources of Communication Barriers 

Communication barriers may originate from various sources: 

● The sender (lack of clarity, bias, emotional state) 

● The message (complexity, ambiguity) 
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● The medium (noise, technical failure) 

● The receiver (attitude, perception, language ability) 

● The environment (physical or social conditions) 

In social work, barriers often emerge from cultural differences, power 
dynamics, and institutional constraints. 

Importance of Studying Communication Barriers 

Studying communication barriers is important because it helps: 

● Improve interpersonal and professional communication 

● Reduce misunderstanding and conflict 

● Enhance teamwork and coordination 

● Strengthen client–worker relationships 

● Promote effective social interventions 

For social workers, recognising barriers is the first step towards 
ethical and effective practice. 

Communication Barriers in Social Work Context 

In social work settings, communication barriers may arise due to: 

● Differences in language and culture 

● Emotional distress of clients 

● Power imbalance between worker and client 

● Bureaucratic procedures 

● Use of technical or professional jargon 

If not addressed, these barriers can weaken trust and reduce the 
effectiveness of social work interventions. 

16.4 CLASSIFICATION OF COMMUNICATION 
BARRIERS 

Communication barriers can be broadly classified into the following 
categories: 

1. Organizational Barriers 

2. Personal Barriers 

3. Technical Barriers 

4. Linguistic Barriers 

Each type of barrier affects communication in a different way and 
requires specific strategies to overcome it. 

Relationship Between Communication Barriers and 
Effectiveness 
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Effective communication depends not only on message delivery but 
also on barrier management. Even well-designed messages can fail 
if barriers are ignored. 

Reducing communication barriers leads to: 

● Better understanding 

● Increased trust 

● Improved decision-making 

● Enhanced participation 

Thus, barrier identification and removal are essential components of 
effective communication. 

Introduction to Organizational Communication Barriers 

Organizations are structured systems where people work together to 
achieve common goals. In such systems, communication does not 
happen freely in all directions. It follows formal rules, authority 
structures, and established procedures. While these structures help 
maintain order and accountability, they can also become obstacles 
to effective communication. 

Organizational communication barriers arise when the design, 
functioning, or culture of an organization interferes with the 
smooth flow of information. These barriers are not caused by 
individual weakness alone, but by systemic issues such as 
hierarchy, bureaucracy, rigid rules, and unsupportive leadership 
styles. 

In social work organisations—such as NGOs, government 
departments, hospitals, child welfare institutions, and community 
development agencies—organizational barriers can severely affect 
coordination, service delivery, and client well-being. Understanding 
these barriers helps social workers function more effectively within 
institutional systems. 

Nature of Organizational Communication Barriers 

Organizational communication barriers have certain distinctive 
features: 

● They are structural in nature, arising from organizational 
design 

● They affect communication at multiple levels 

● They often operate silently and become normalized 

● They influence both upward and downward communication 

● They are closely linked to power and authority 

Because these barriers are embedded in systems, they are often 
difficult to identify and remove without conscious effort. 
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Hierarchical Structure as a Communication Barrier 

Most organizations follow a hierarchical structure where authority 
flows from top to bottom. Communication must pass through several 
levels before reaching its destination. 

While hierarchy helps define roles and responsibilities, it can also 
create communication problems: 

● Messages may get delayed as they move through layers 

● Information may be altered or filtered 

● Lower-level staff may hesitate to share negative feedback 

● Decision-makers may remain disconnected from ground 
realities 

In social work agencies, field workers often face difficulties in 
communicating urgent community issues to senior administrators 
due to hierarchical barriers. 

Rigid Rules, Procedures and Bureaucracy 

Organizations often operate through formal rules, procedures, and 
documentation requirements. Excessive reliance on paperwork and 
protocols can slow down communication and reduce flexibility. 

Rigid procedures may result in: 

● Delayed approvals 

● Fear of deviating from rules 

● Mechanical communication without empathy 

● Reduced responsiveness to client needs 

In social work practice, bureaucratic barriers can delay welfare 
services, emergency responses, and client support. 

Centralization of Authority 

Centralization refers to the concentration of decision-making power 
at the top levels of an organization. When authority is centralized, 
lower-level workers have limited autonomy and voice. 

Effects of centralization on communication include: 

● Weak upward communication 

● Limited participation of staff 

● Dependence on formal reporting 

● Suppression of innovation and feedback 

In social work institutions, excessive centralization may prevent 
local knowledge and community feedback from influencing policies 
and programmes. 

Poorly Defined Communication Channels 
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Effective communication requires clear channels—who should 
communicate with whom, how, and when. When communication 
channels are unclear, confusion arises. 

Poorly defined channels may lead to: 

● Conflicting instructions 

● Duplication of work 

● Important messages being ignored 

● Breakdown in coordination 

For example, if field workers do not know whether to report to a 
supervisor or project coordinator, communication becomes 
ineffective. 

Organizational Culture as a Barrier 

Organizational culture includes shared values, beliefs, and norms 
that shape behaviour. A negative communication culture can 
strongly discourage open dialogue. 

Cultural barriers may include: 

● Fear of authority 

● Blame-oriented leadership 

● Lack of trust 

● Resistance to feedback 

In such environments, employees may avoid sharing honest 
opinions, leading to poor decision-making. 

16.4.1 Effects of Organizational Communication Barriers 

Effects of Organizational Communication Barriers 

Organizational communication barriers have wide-ranging 
consequences: 

Impact on Employees 

Employees may experience: 

● Frustration and stress 

● Reduced job satisfaction 

● Lack of motivation 

● Feeling undervalued 

Impact on Organizational Performance 

Organizations may face: 

● Inefficiency and delays 

● Poor coordination 

● Weak decision-making 
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● Internal conflict 

Impact on Clients and Communities 

In social work, organizational barriers directly affect clients by: 

● Delaying services 

● Misrepresenting needs 

● Reducing quality of care 

Organizational Communication Barriers in Social Work 
Settings 

Social work organisations often face specific organizational barriers 
such as: 

● Excessive reporting requirements 

● Limited interaction between administrators and field staff 

● Target-driven communication ignoring client realities 

● Lack of coordination between departments 

Such barriers contradict the values of participation, empowerment, 
and client-centred practice. 

Overcoming Organizational Communication Barriers 

Organizational barriers can be reduced through conscious efforts: 

Promoting Open and Participatory Communication 

Encouraging dialogue, feedback, and shared decision-making 
strengthens communication. 

Decentralizing Authority 

Giving appropriate autonomy to field-level workers improves 
responsiveness. 

Simplifying Procedures 

Reducing unnecessary paperwork enhances communication 
efficiency. 

Strengthening Leadership Communication 

Supportive leadership fosters trust and openness. 

Building Ethical Communication Culture 

Ethical communication values honesty, respect, transparency, and 
accountability. 

Ethical Dimensions of Organizational Communication 

Ethical organizational communication ensures: 

● Transparency in decisions 

● Respect for staff and clients 

● Protection of confidentiality 
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● Fair representation of information 

In social work organisations, ethical communication upholds 
professional values and social justice. 

16.5 PERSONAL COMMUNICATION BARRIERS 

Personal communication barriers arise from individual 
characteristics, emotions, attitudes, perceptions, and 
psychological conditions of the sender or receiver. Unlike 
organizational barriers, which are structural, personal barriers are 
human and internal. These barriers are often subtle, invisible, and 
deeply rooted in personal experiences, beliefs, and emotional states. 

In everyday life and professional practice, communication does not 
occur between neutral machines—it occurs between people. Each 
person brings their own background, personality, emotions, fears, 
and expectations into the communication process. When these 
personal factors interfere with understanding, personal 
communication barriers emerge. 

In social work practice, personal communication barriers are 
especially significant because social workers interact with 
individuals who may be distressed, vulnerable, traumatised, or 
emotionally overwhelmed. 

Nature of Personal Communication Barriers 

Personal communication barriers have certain defining features: 

● They originate from within the individual 

● They are influenced by emotions, attitudes, and perceptions 

● They vary from person to person 

● They may change depending on situations 

● They often operate unconsciously 

Because these barriers are internal, they are often difficult to identify 
and address unless individuals develop self-awareness and 
communication skills. 

Psychological Barriers 

Meaning of Psychological Barriers 

Psychological barriers refer to obstacles in communication that arise 
due to a person’s mental state, emotional condition, stress levels, 
fears, or psychological disturbances. When a person is emotionally 
disturbed or mentally preoccupied, they may not be able to 
communicate effectively. 

 Types of Psychological Barriers 

Psychological barriers may include: 

● Anxiety and fear 
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● Stress and tension 

● Depression and emotional exhaustion 

● Low self-esteem 

● Trauma and emotional shock 

For example, a client experiencing trauma may find it difficult to 
express thoughts clearly or trust the social worker. 

Impact of Psychological Barriers 

Psychological barriers may lead to: 

● Misinterpretation of messages 

● Withdrawal from communication 

● Defensive behaviour 

● Emotional outbursts 

Such barriers significantly affect helping relationships in social 
work. 

Emotional Barriers 

Meaning of Emotional Barriers 

Emotional barriers arise when strong emotions interfere with 
communication. Emotions such as anger, fear, jealousy, sadness, 
or excitement can distort perception and understanding. 

 Examples of Emotional Barriers 

Examples include: 

● Anger leading to aggressive responses 

● Fear causing silence or avoidance 

● Sadness reducing attention and engagement 

● Excessive excitement causing distraction 

In social work, emotionally charged situations are common, making 
emotional barriers particularly relevant. 

Emotional Barriers in Social Work Context 

Clients may be dealing with grief, abuse, poverty, illness, or 
discrimination. These emotional states may prevent them from 
communicating openly or rationally. 

Similarly, social workers experiencing burnout or compassion 
fatigue may face emotional barriers themselves. 

Perceptual Barriers 

Meaning of Perceptual Barriers 

Perceptual barriers occur when individuals interpret messages 
differently based on their own perceptions, experiences, beliefs, 
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and expectations. Perception acts as a filter through which 
messages are understood. 

Causes of Perceptual Barriers 

Perceptual barriers may arise due to: 

● Past experiences 

● Cultural background 

● Personal values and beliefs 

● Stereotypes and biases 

Two people may hear the same message but interpret it very 
differently. 

Effects of Perceptual Barriers 

Perceptual barriers can result in: 

● Misunderstanding 

● Prejudiced responses 

● Conflict and mistrust 

● Breakdown in communication 

In social work, stereotypes related to caste, gender, poverty, or 
disability can seriously affect communication. 

Attitudinal Barriers 

Meaning of Attitudinal Barriers 

Attitudinal barriers arise from a person’s attitudes, opinions, and 
mindsets towards others or situations. Negative attitudes can 
prevent open and respectful communication. 

 Types of Attitudinal Barriers 

Common attitudinal barriers include: 

● Prejudice and discrimination 

● Superiority or inferiority complex 

● Resistance to change 

● Lack of empathy 

Such attitudes may block listening and understanding. 

Attitudinal Barriers in Social Work 

In social work practice, attitudinal barriers may appear when: 

● Workers hold unconscious biases 

● Clients mistrust institutions 

● Communities resist intervention 

Professional self-reflection is essential to overcome these barriers. 
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Language and Personal Expression Issues 

Personal communication may also be affected by: 

● Poor vocabulary 

● Inability to articulate feelings 

● Hesitation or shyness 

● Overuse of technical language 

Clients may struggle to express complex emotions, leading to 
incomplete communication. 

Effects of Personal Communication Barriers 

Personal communication barriers can lead to: 

● Misunderstanding and confusion 

● Emotional distance 

● Breakdown of trust 

● Ineffective helping relationships 

In social work, these effects can reduce the quality of intervention 
and client outcomes. 

Overcoming Personal Communication Barriers 

Personal barriers can be reduced through: 

● Active listening 

● Empathy and emotional sensitivity 

● Self-awareness and reflection 

● Non-judgmental attitude 

● Emotional regulation skills 

Training and supervision play an important role in addressing 
personal barriers in social work. 

16.5.1 ETHICAL RESPONSIBILITY IN 
ADDRESSING THESE BARRIERS 

Ethical communication demands that: 

● Information is accessible to all 

● Language does not exclude or stigmatize 

● Technology does not deepen inequality 

● Vulnerable groups are protected 

For social workers, addressing technical and linguistic barriers is 
part of professional ethics and social justice. 
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ACTIVITY 

Activity Title: Identifying and Overcoming Communication Barriers 

Objectives: 

• Identify the major types of communication barriers.  

• Differentiate between organizational, personal, technical, and 
linguistic barriers.  

• Examine how communication barriers affect the effectiveness 
of communication.  

• Identify suitable measures for overcoming common 
communication barriers.  

Material Required: 

Textbook/SLM, notebook, pen, and examples of communication 
situations. 

Procedure/Steps: 

1. Consider a situation in which a message is not understood 
correctly by the receiver.  

2. Identify the possible cause of the communication problem.  

3. Classify the barrier as organizational, personal, technical, or 
linguistic.  

4. Discuss how the barrier affects the communication process.  

5. Suggest one suitable method for overcoming the identified 
barrier.  

6. Repeat the exercise with two different communication 
situations.  

Outcome: 
The learner will be able to identify different communication barriers 
and suggest appropriate measures to improve communication 
effectiveness. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is a linguistic barrier to 
communication? 

a) Poor network connection 
b) Organizational hierarchy 
c) Use of unfamiliar or ambiguous language 
d) Lack of organizational resources 

B. True/False 

2. Technical problems such as network failure or equipment 
malfunction can interrupt the communication process. 
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True / False 

C. Short Answer Questions 

3. What is meant by a communication barrier? 

4. Differentiate between personal and organizational barriers to 
communication. 

16.6 SUMMARY 

● Social case work is a vital method in child-focused social work 
fields. 

● Juvenile delinquency is a social problem requiring 
rehabilitative intervention. 

● Social case work emphasizes individualized assessment and 
treatment. 

● School social work supports students’ academic and 
emotional development. 

● Integrated efforts involving families, schools, and 
communities are essential. 

16.7 GLOSSARY 

Juvenile Delinquency – Antisocial or unlawful behavior by minors. 

Juvenile Justice System – Legal framework for children in conflict 
with law. 

Social Case Work – Individual-focused method of social work 
intervention. 

Rehabilitation – Process of reintegrating individuals into society. 

School Social Work – Social work practice within educational 
settings. 

Behavior Modification – Techniques to change maladaptive behavior. 

Child Protection – Measures ensuring safety and well-being of 
children. 

Counseling – Professional guidance to address personal problems. 

Maladjustment – Difficulty in adapting to social or educational 
settings. 

Preventive Intervention – Early action to prevent social problems. 

Maladjustment – Difficulty in adapting to social or educational 
settings. 

Preventive Intervention – Early action to prevent social problems. 

16.8 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 
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1. Answer: c) Use of unfamiliar or ambiguous language 
Linguistic barriers arise when differences in language, vocabulary, 
meaning, pronunciation, or unclear expressions make a message 
difficult to understand. 

2. Answer: True. 
Technical problems involving communication devices, networks, 
software, or other equipment can interrupt or distort the 
transmission of information. 

3. Answer: 
A communication barrier is any factor that obstructs, distorts, 
delays, or prevents the effective transmission and understanding of 
a message between the sender and receiver. 

4. Answer: 
Personal barriers arise from individual factors such as attitudes, 
emotions, perceptions, lack of attention, or differences in experience. 
Organizational barriers arise from factors within an organization, 
such as rigid communication structures, excessive hierarchy, 
unclear procedures, or inadequate information flow. 

 

16.9 SUGGESTED READINGS – OER 

16.10 REFERENCES 

Government of India. Juvenile Justice (Care and Protection of 
Children) Act. 

Friedlander, W. A. Introduction to Social Welfare. 

Biestek, F. P. The Casework Relationship. 

Desai, M. Social Work Education in India. 

Zastrow, C. Introduction to Social Work and Social Welfare. 

16.11 EXERCISES 

Part 1 

A. Multiple choice questions: 

Juvenile delinquency refers to: 
 a) Adult crime 
 b) Social deviance by minors 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
668 
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 c) School discipline issues only 
 d) Family disputes 
 Answer: b) 
 

The primary aim of juvenile justice in India is: 
 a) Punishment 
 b) Detention 
 c) Rehabilitation 
 d) Isolation 
 Answer: c) 
 

School social work mainly focuses on: 
 a) Curriculum development 
 b) Student welfare and adjustment 
 c) Teacher training 
 d) School administration 
 Answer: b) 
 

Social case work emphasizes: 
 a) Group action 
 b) Community mobilization 
 c) Individualized intervention 
 d) Policy advocacy 
 Answer: c) 
 

Which factor most commonly contributes to juvenile delinquency? 
 a) Strong family support 
 b) Stable income 
 c) Dysfunctional family environment 
 d) Positive peer influence 
Answer: c) 

B. Short answer type question 

1. Define juvenile delinquency. 

2. State any two causes of juvenile delinquency in India. 

3. What is school social work? 

4. Mention two objectives of school social work. 

5. State the preventive role of social case work. 

Part 2 

C. Long answer type question (answer in 200 words) 

1. Explain the concept and causes of juvenile delinquency in 
India. 

2. Discuss the role of social case work in the rehabilitation of 
juvenile delinquents. 

3. Describe the objectives and scope of school social work. 
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Part 3 

D. Long answer type question (answer in 300 words) 

1. Examine the role of the social worker in addressing students’ 
problems through case work. 

2. Analyze the challenges faced in practicing school social work 
in India. 

3. Explain the relevance of social case work in child welfare 
services. 
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UNIT 17 
SKILLS OF LISTENING AND 

UNDERSTANDING 
STRUCTURE:  

17.1 Introduction 

17.2 Objective 

17.3 Strategic Foundations of Social Action 

       17.3.1     The Process from Issue to Action 

17.4  Core Strategies and Techniques of Social Action 

17.5 Evaluating Effectiveness and Strategic Adaptation in Social 
Action 

17.6 Summary 

17.7 Glossary 

17.8 Answers to check you progress – possible one 

17.9 Suggested readings - OER 

17.10 Reference 

17.11 Exercise 

17.1 INTRODUCTION 

Listening is one of the most fundamental yet most neglected skills in 
communication. While speaking is often seen as the primary mode 
of communication, listening is the foundation upon which 
meaningful communication is built. Without effective listening, 
communication becomes one-sided, incomplete, and often 
misleading. 

In everyday life, people often hear words without truly listening or 
understanding their meaning. This gap between hearing and 
listening leads to misunderstandings, conflict, emotional distance, 
and ineffective relationships. In professional settings—especially in 
social work—poor listening can result in serious consequences, 
including misjudgement of client needs, breakdown of trust, and 
ineffective intervention. 

For social workers, listening is not a passive activity. It is an active, 
intentional, and empathetic process that allows understanding of 
thoughts, emotions, experiences, and unspoken concerns. This unit 
focuses on the skills of listening and understanding and highlights 
their importance in communication and social work practice. 

17.2 OBJECTIVES 

After studying this unit, the learner will be able to: 
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1. Understand the meaning and concept of listening 

2. Differentiate between hearing and listening 

3. Explain the importance of listening in communication 

4. Identify different aspects of effective listening 

5. Understand the role of listening in social work practice 

17.3 MEANING OF LISTENING 

Listening is the process of receiving, interpreting, and responding 
to spoken or non-verbal messages. It involves paying attention not 
only to words but also to tone, emotions, body language, and 
underlying meaning. 

Listening goes beyond the physical act of hearing sounds. It requires 
mental focus, emotional sensitivity, and willingness to understand 
the speaker’s perspective. A person may hear words but fail to listen 
if attention, interest, or empathy is lacking. 

Thus, listening is a deliberate and conscious activity. 

 Difference Between Hearing and Listening 

Hearing and listening are often used interchangeably, but they are 
fundamentally different. 

● Hearing is a physiological process that involves the ears 
receiving sound waves. It does not require intention or effort. 

● Listening is a psychological and intellectual process that 
requires attention, interpretation, and response. 

A person may hear sounds even while distracted, but listening 
demands focus and engagement. In communication, hearing without 
listening leads to misunderstanding. 

Listening as a Communication Skill 

Listening is an essential communication skill because it enables: 

● Accurate understanding of messages 

● Meaningful interaction 

● Mutual respect between communicators 

● Effective response and feedback 

Listening transforms communication from a monologue into a 
dialogue. It helps build trust, openness, and cooperation. 

Nature of Listening 

Listening has certain important characteristics: 

● It is active, not passive 

● It requires concentration and effort 

● It involves understanding verbal and non-verbal cues 
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● It is influenced by attitudes and emotions 

● It leads to appropriate response 

Effective listening requires both cognitive and emotional 
involvement. 

Components of the Listening Process 

Listening is a multi-step process that includes: 

1. Receiving: Physically hearing the message 

2. Understanding: Interpreting the meaning 

3. Remembering: Retaining information 

4. Evaluating: Judging the message 

5. Responding: Providing feedback 

Breakdown at any stage affects communication effectiveness. 

Importance of Listening in Communication 

Listening plays a crucial role in effective communication. 

Listening and Understanding 

Good listening leads to better understanding of ideas, emotions, and 
intentions. It reduces misinterpretation and confusion. 

Listening and Relationship Building 

Listening builds trust and emotional connection. When people feel 
heard, they feel valued and respected. 

Listening and Conflict Reduction 

Many conflicts arise due to poor listening. Active listening helps 
clarify misunderstandings and resolve disagreements peacefully. 

Listening and Decision-Making 

Effective listening provides accurate information, which supports 
informed decision-making in personal and professional contexts. 

Importance of Listening in Social Work Practice 

Listening is one of the core professional skills in social work. 

In social work practice, listening helps in: 

● Understanding client problems and needs 

● Building rapport and trust 

● Identifying emotions and unspoken concerns 

● Supporting empowerment and participation 

● Ethical and client-centred practice 

Social workers often work with individuals facing trauma, stress, 
discrimination, or crisis. In such situations, listening with empathy 
and patience is essential. 
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Barriers to Effective Listening (Introductory Note) 

Listening can be affected by: 

● Distractions 

● Prejudices and assumptions 

● Emotional reactions 

● Lack of interest or patience 

These barriers will be discussed in detail in later sections of this unit. 

Listening and Ethical Practice 

Ethical listening involves: 

● Respect for the speaker 

● Non-judgmental attitude 

● Confidentiality 

● Cultural sensitivity 

In social work, ethical listening protects client dignity and promotes 
justice. 

Relevance of Listening Skills in Professional Life 

Beyond social work, listening is important in: 

● Education 

● Healthcare 

● Administration 

● Counselling 

● Leadership 

Professionals who listen well communicate better and lead more 
effectively. 

17.3.1 Types of Listening 

Listening is not a single, uniform activity. People listen in different 
ways depending on their intention, attention level, emotional 
involvement, and purpose of communication. Understanding the 
types of listening helps learners recognise their own listening 
habits and develop more effective listening skills. 

In professional fields such as social work, counselling, education, 
and healthcare, listening cannot be casual or accidental. Social 
workers must consciously choose the appropriate type of listening 
depending on the situation, the client’s emotional state, and the 
purpose of interaction. 

This section explains the major types of listening in a gradual and 
detailed manner. 
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Passive Listening 

Meaning of Passive Listening 

Passive listening refers to a form of listening in which the listener 
hears the message without actively engaging with it. The listener 
receives the information but does not make a conscious effort to 
understand, analyse, or respond meaningfully. 

In passive listening, the listener’s role is largely inactive. There is 
little feedback, questioning, or emotional involvement. 

Characteristics of Passive Listening 

Passive listening is characterised by: 

● Minimal attention 

● Lack of verbal or non-verbal feedback 

● Absence of questioning or clarification 

● Limited emotional involvement 

The listener may appear to be listening, but actual understanding 
may be low. 

Examples of Passive Listening 

Examples include: 

● Listening to background music while working 

● Hearing announcements without focusing on details 

● Listening to someone while mentally distracted 

Passive listening may be suitable in casual situations but is 
inadequate for professional communication. 

Limitations of Passive Listening 

Passive listening often results in: 

● Misunderstanding 

● Forgetting important information 

● Weak interpersonal connection 

In social work practice, reliance on passive listening can harm client 
relationships. 

Active Listening 

Meaning of Active Listening 

Active listening is a conscious and deliberate process in which the 
listener fully concentrates on the speaker, understands the message, 
responds appropriately, and remembers what has been 
communicated. 
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Active listening involves both mental focus and emotional sensitivity. 
The listener shows genuine interest and involvement in the 
communication process. 

Characteristics of Active Listening 

Active listening includes: 

● Full attention to the speaker 

● Eye contact and positive body language 

● Verbal responses such as clarification and summarising 

● Non-verbal cues like nodding 

● Avoiding interruptions 

The listener actively participates in the communication process. 

Importance of Active Listening 

Active listening: 

● Enhances understanding 

● Builds trust and rapport 

● Reduces misunderstanding 

● Encourages open communication 

It is one of the most important skills in social work and counselling. 

Active Listening in Social Work Practice 

In social work, active listening helps: 

● Understand client problems accurately 

● Identify emotional and psychological needs 

● Build helping relationships 

● Empower clients to express themselves 

Clients often feel valued when they are listened to attentively. 

Empathetic Listening 

Meaning of Empathetic Listening 

Empathetic listening involves listening with empathy, which means 
understanding and sharing the feelings of the speaker. The listener 
attempts to see the situation from the speaker’s perspective. 

Empathetic listening goes beyond words and focuses on emotions, 
experiences, and unspoken concerns. 

Characteristics of Empathetic Listening 

Empathetic listening involves: 

● Emotional sensitivity 

● Non-judgmental attitude 
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● Patience and compassion 

● Acceptance of feelings 

● Supportive responses 

It requires emotional maturity and self-awareness. 

Empathetic Listening in Social Work 

Empathetic listening is central to social work practice, especially 
when working with: 

● Trauma survivors 

● Victims of abuse 

● People facing loss or crisis 

It helps clients feel understood and supported. 

Reflective Listening 

Meaning of Reflective Listening 

Reflective listening involves restating or paraphrasing what the 
speaker has said to confirm understanding. The listener reflects the 
content and emotions back to the speaker. 

This type of listening helps clarify meaning and reduce 
misunderstanding. 

Purpose of Reflective Listening 

Reflective listening aims to: 

● Confirm understanding 

● Encourage deeper expression 

● Help speakers clarify their thoughts 

● Demonstrate attentiveness 

It strengthens communication accuracy. 

Reflective Listening in Practice 

In social work interviews, reflective statements such as “It sounds 
like you are feeling overwhelmed” help clients feel heard and 
understood. 

Critical Listening 

Meaning of Critical Listening 

Critical listening involves evaluating and analysing the message to 
assess its accuracy, logic, and relevance. The listener examines 
evidence and reasoning before accepting information. 

Critical listening is important in professional and academic settings. 

Characteristics of Critical Listening 

Critical listening includes: 
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● Analytical thinking 

● Questioning assumptions 

● Evaluating evidence 

● Avoiding emotional bias 

Critical Listening in Social Work 

Social workers use critical listening when: 

● Assessing reports 

● Evaluating information from multiple sources 

● Making professional judgments 

It supports ethical and informed decision-making. 

Comparative Understanding of Listening Types 

Each type of listening serves a different purpose: 

● Passive listening is minimal and casual 

● Active listening ensures understanding 

● Empathetic listening addresses emotions 

● Reflective listening clarifies meaning 

● Critical listening evaluates information 

Effective communicators use different types of listening depending 
on the situation. 

Importance of Developing Multiple Listening Skills 

Developing different listening skills enables professionals to: 

● Adapt to diverse communication situations 

● Respond appropriately to emotional and factual content 

● Improve professional effectiveness 

In social work, flexibility in listening is essential. 

17.4 BARRIERS OF EFFECTIVE LISTENING 

Listening is a skill that requires attention, patience, emotional 
balance, and willingness to understand others. However, in real-life 
situations, people often fail to listen effectively due to various 
obstacles known as barriers to listening. These barriers prevent the 
listener from fully understanding the speaker’s message, emotions, 
and intentions. 

Barriers to listening may arise from personal factors, 
environmental conditions, emotional states, attitudes, or 
communication habits. In social work practice, where listening 
forms the foundation of helping relationships, such barriers can 
seriously affect assessment, intervention, and trust-building. 
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Understanding these barriers helps learners become aware of their 
own listening limitations and develop strategies to overcome them. 

 

Physical and Environmental Barriers 

Meaning of Physical Barriers 

Physical barriers are external conditions in the environment that 
interfere with listening. These barriers distract the listener and 
reduce attention and concentration. 

Examples of Physical Barriers 

Common physical barriers include: 

● Noise from traffic, machines, or people 

● Poor seating arrangements 

● Inadequate lighting or ventilation 

● Overcrowded or uncomfortable spaces 

For example, counselling a client in a noisy office may prevent 
effective listening. 

Overcoming Physical Barriers 

Physical barriers can be reduced by: 

● Choosing quiet and comfortable spaces 

● Minimizing external noise 

● Ensuring privacy 

● Creating a safe and welcoming environment 

In social work, creating a supportive environment is essential for 
effective listening. 

Psychological Barriers 

Meaning of Psychological Barriers 

Psychological barriers arise from the mental and emotional state 
of the listener. When a person is stressed, anxious, tired, or 
emotionally disturbed, listening becomes difficult. 

Examples of Psychological Barriers 

Psychological barriers include: 

● Stress and anxiety 

● Preoccupation with personal problems 

● Fatigue or burnout 

● Emotional disturbance 

Social workers experiencing burnout may struggle to listen 
attentively to clients. 
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Overcoming Psychological Barriers 

These barriers can be overcome by: 

● Practicing self-care 

● Managing stress 

● Developing emotional awareness 

● Taking breaks when needed 

Professional supervision and support help social workers manage 
psychological barriers. 

 

Meaning of Emotional Barriers 

Emotional barriers occur when strong emotions interfere with 
listening. Emotions such as  

Examples of Emotional Barriers 

Examples include: 

● Anger leading to defensive listening 

● Fear causing avoidance 

● Sadness reducing concentration 

● Bias caused by emotional reactions 

In emotionally charged situations, listening becomes selective and 
distorted. 

Overcoming Emotional Barriers 

Emotional barriers can be reduced by: 

● Practicing emotional regulation 

● Maintaining a calm and non-judgmental attitude 

● Being aware of emotional triggers 

● Using empathy consciously 

In social work, emotional awareness is a key professional skill. 

Attitudinal Barriers 

 Meaning of Attitudinal Barriers 

Attitudinal barriers arise from prejudices, stereotypes, 
assumptions, and fixed mindsets that affect how a listener 
interprets messages. 

Examples of Attitudinal Barriers 

Examples include: 

● Judging the speaker prematurely 

● Stereotyping based on background 
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● Feeling superior or inferior 

● Resistance to new ideas 

Such attitudes block open listening. 

Overcoming Attitudinal Barriers 

These barriers can be overcome by: 

● Practicing openness and humility 

● Challenging personal biases 

● Adopting a non-judgmental approach 

● Engaging in reflective practice 

Social workers must constantly examine their own attitudes to 
ensure ethical practice. 

Perceptual Barriers 

Meaning of Perceptual Barriers 

Perceptual barriers arise when individual interpretation filters the 
message. People interpret messages based on past experiences, 
beliefs, and expectations. 

 Examples of Perceptual Barriers 

Examples include: 

● Misinterpreting tone or intention 

● Selective listening 

● Assuming meaning without clarification 

Two listeners may interpret the same message differently. 

Overcoming Perceptual Barriers 

Perceptual barriers can be reduced by: 

● Asking clarifying questions 

● Practicing reflective listening 

● Avoiding assumptions 

● Seeking feedback 

Linguistic and Semantic Barriers 

Meaning of Linguistic Barriers in Listening 

Listening can be affected when the language used is unfamiliar, 
complex, or ambiguous. Semantic barriers occur when words carry 
different meanings for different people. 

Examples of Linguistic Barriers 

Examples include: 

● Use of technical jargon 
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● Complex vocabulary 

● Language differences 

● Ambiguous expressions 

Such barriers reduce comprehension. 

Overcoming Linguistic Barriers 

These barriers can be reduced by: 

● Using simple and clear language 

● Clarifying meanings 

● Avoiding jargon 

● Encouraging questions 

Poor Listening Habits 

Common Poor Listening Habits 

Poor listening habits include: 

● Interrupting the speaker 

● Finishing sentences for others 

● Listening only for points of disagreement 

● Planning responses instead of listening 

These habits weaken communication. 

Improving Listening Habits 

Good listening habits can be developed by: 

● Allowing the speaker to finish 

● Maintaining eye contact 

● Avoiding distractions 

● Practicing patience 

Cultural Barriers to Listening 

Cultural differences influence listening behaviour. Norms related to 
eye contact, silence, expression of emotions, and communication 
styles vary across cultures. 

Social workers must be culturally sensitive to listen effectively. 

Importance of Overcoming Listening Barriers in Social 
Work 

Overcoming listening barriers helps social workers: 

● Understand client needs accurately 

● Build trust and rapport 

● Provide appropriate interventions 

● Uphold ethical practice 
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Listening is a foundation of effective helping relationships. 

17.5 TECHNIQUES TO IMPROVE LISTENING AND 
UNDERSTANDING 

Listening and understanding skills can be improved through 
practice. 

Active Listening Techniques 

● Maintaining eye contact 

● Nodding and verbal acknowledgements 

● Avoiding interruptions 

● Giving feedback 

Reflective Listening Techniques 

● Paraphrasing 

● Summarising 

● Reflecting emotions 

Developing Empathy 

● Trying to see from the speaker’s perspective 

● Respecting emotions 

● Avoiding advice unless requested 

Managing Distractions 

● Creating a suitable environment 

● Minimising noise 

● Being mentally present 

Listening and Understanding in Social Work Practice 

In social work, listening and understanding are core helping skills. 
They help in: 

● Accurate assessment of client needs 

● Building trust and rapport 

● Identifying emotional and psychological issues 

● Ethical decision-making 

● Empowering clients 

Without proper listening and understanding, interventions may be 
ineffective or harmful. 

Ethical Dimensions of Listening and Understanding 

Ethical listening requires: 

● Respect for dignity 
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● Confidentiality 

● Non-judgmental attitude 

● Cultural sensitivity 

Social workers must listen responsibly and use information 
ethically. 

 

ACTIVITY 

Activity Title: Developing Effective Listening Skills 

Objectives: 

• Identify the importance of listening in effective 
communication.  

• Recognize the essential skills involved in active listening.  

• Differentiate between hearing and listening.  

• Examine the role of attention, understanding, questioning, 
and feedback in effective listening.  

• Apply listening skills in everyday communication situations.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of interpersonal 
communication situations. 

Procedure/Steps: 

1. Work in pairs and select a simple topic for discussion.  

2. One learner speaks for two minutes while the other listens 
without interrupting.  

3. The listener summarizes the main points expressed by the 
speaker.  

4. Identify whether the listener maintained attention, 
understood the message, and provided appropriate feedback.  

5. Repeat the activity by allowing the listener to ask relevant 
questions for clarification.  

6. Discuss the factors that helped or hindered effective listening.  

Outcome: 
The learner will be able to apply effective listening and 
understanding skills through attentive listening, clarification, 
summarization, and feedback. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is an essential skill of effective 
listening? 
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a) Interrupting the speaker frequently 
b) Ignoring non-verbal cues 
c) Paying attention and providing appropriate feedback 
d) Thinking about an unrelated topic 

B. True/False 

2. Effective listening involves understanding the speaker's 
message rather than merely hearing the words. 

True / False 

C. Short Answer Questions 

3. What is the difference between hearing and listening? 

4. Mention any two skills required for effective listening. 

17.6 SUMMARY 

● This unit focused on the skills of listening and 
understanding as essential components of effective 
communication. Listening was explained as an active and 
intentional process that goes beyond hearing. Different types 
of listening—passive, active, empathetic, reflective, and 
critical—were discussed to show how listening varies 
according to purpose and context. 

● The unit also examined various barriers to effective 
listening, including physical, psychological, emotional, 
attitudinal, perceptual, linguistic, and cultural barriers. 
These barriers were shown to interfere with understanding 
and communication effectiveness. 

● Understanding was highlighted as the outcome of effective 
listening. Skills such as empathy, reflection, clarification, and 
attention were identified as crucial for deep understanding.  

17.7 GLOSSARY 

● Listening: Active process of receiving and interpreting 
messages 

● Active Listening: Focused and engaged listening 

● Empathy: Ability to understand others’ feelings 

● Reflective Listening: Restating to confirm understanding 

● Understanding: Correct interpretation of meaning 

● Non-Verbal Cues: Communication without words 

● Barrier: Obstacle that interferes with communication 

17.8 ANSWERS TO CHECK YOU PROGRESS 

ANSWERS TO CHECK YOUR PROGRESS 

1. Answer: c) Paying attention and providing appropriate 
feedback 
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Effective listening requires attention, understanding, interpretation, 
and appropriate feedback to the speaker. 

2. Answer: True. 

Listening is an active process that involves receiving, understanding, 
interpreting, and responding to a message. 

3. Answer: 

Hearing is the physical process of receiving sounds through the 
ears, whereas listening is an active mental process involving 
attention, understanding, interpretation, and response to the 
speaker's message. 

4. Answer: 

Two important listening skills are: 

• Active attention: Focusing carefully on the speaker and the 
message.  

• Feedback and clarification: Responding appropriately and 
asking relevant questions when the message is unclear. 

17.9 SUGGESTED READINGS – OER 

17.10 REFERENCES 

Government of India. National Population Policy. 

Park, K. Preventive and Social Medicine. 

Desai, M. Social Work and Social Development. 

Zastrow, C. Introduction to Social Work and Social Welfare. 

United Nations Population Fund (UNFPA) Reports. 

17.11 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. Listening differs from hearing because listening: 
a) Is automatic 
b) Requires attention 
c) Depends on sound only 
d) Is passive 

Sr. 
No. Title URL QR Code 

1 

Social 
Psychology, 
Communicati
on and Social 
Work 

http://books.aisectonline.co
m/User/UnitUrls?unitId=13
669 
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2. Empathetic listening focuses on: 
a) Facts only 
b) Arguments 
c) Emotions and feelings 
d) Criticism 

3. Interrupting the speaker is an example of: 
a) Good listening 
b) Active listening 
c) Poor listening habit 
d) Reflective listening 

4. Understanding improves when the listener: 
a) Assumes meaning 
b) Avoids questions 
c) Clarifies messages 
d) Judges quickly 

5. In social work, listening is important because it: 
a) Saves time 
b) Creates authority 
c) Builds trust and accurate assessment 
d) Reduces documentation 

Answers: 
1-b, 2-c, 3-c, 4-c, 5-c 

 

 

B. Short answer type question 

1. What is the difference between hearing and listening? 

2. Name one type of listening. 

3. What skill helps confirm understanding? 

4. Why is empathy important in listening? 

5. What role do non-verbal cues play in understanding? 

 

 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is listening? 

2. Define active listening. 

3. What is empathetic listening? 

4. Mention two barriers to effective listening. 

5. What is understanding in communication? 

Part 3 
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D. Long answer type question (answer in 300 words) 

1. Explain the meaning and importance of listening. 

2. Describe different types of listening with examples. 

3. Discuss barriers to effective listening and ways to overcome 
them. 

4. Explain the relationship between listening and 
understanding. 
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UNIT 18 
MEASUREMENT OF 

EFFECTIVE 
COMMUNICATION 

STRUCTURE:  

18.1 Introduction 

18.2 Objective 

18.3 Fundamentals of Social Action 

       18.3.1     Phases of Social Action 

18.4 Systems Thinking and Social Structures in Social Action 

       18.4.1     Key Theories Supporting Social Action 

18.5 `Theory, Legitimacy and Institutional Impact in Social Action 

18.6 Summary 

18.7 Glossary 

18.8 Answers to check you progress – possible one 

18.9 Suggested readings - OER 

18.10 Reference 

18.11 Exercise 

18.12 Feedback form 

18.1 INTRODUCTION 

Communication is considered effective only when the intended 
message is correctly understood by the receiver and leads to the 
desired response or action. However, in practice, communication 
often fails or remains partially effective. Therefore, it becomes 
important not only to communicate, but also to measure how 
effective that communication has been. 

Measurement of effective communication involves assessing whether 
communication objectives have been achieved, whether the message 
has been understood accurately, and whether it has influenced 
attitudes, behaviour, or decisions. In professional fields such as 
social work, education, administration, healthcare, and media, 
measuring communication effectiveness helps improve practice and 
outcomes. 

In social work, ineffective communication can lead to 
misunderstanding of client needs, poor intervention planning, and 
ethical concerns. Hence, systematic measurement of communication 
effectiveness is essential. 
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18.2 OBJECTIVES 

After studying this unit, learners will be able to: 

● Understand the concept of effective communication 

● Explain the meaning of measurement of communication 

● Identify the need and importance of measuring 
communication 

● Understand indicators of effective communication 

● Apply communication measurement concepts in social work 
practice 

18.3 MEANING OF EFFECTIVE COMMUNICATION 

Effective communication refers to a process in which the sender’s 
message is clearly transmitted, accurately received, correctly 
understood, and appropriately responded to by the receiver. 

Communication is considered effective when: 

● The message is understood as intended 

● Feedback confirms understanding 

● The desired response or action occurs 

● There is minimal distortion or misunderstanding 

Thus, effectiveness is judged not merely by sending a message, but 
by its impact. 

Measurement of communication refers to the systematic 
evaluation of the communication process and its outcomes. It 
involves assessing whether communication objectives are achieved 
and identifying gaps or barriers that affect effectiveness. 

Measurement helps answer questions such as: 

● Was the message understood correctly? 

● Did the receiver respond as expected? 

● Did communication bring about change? 

Measurement transforms communication from a subjective 
experience into an evaluative process. 

Measurement of communication involves examining: 

● The sender’s clarity 

● The message content 

● The medium used 

● The receiver’s understanding 

● The feedback received 

Each element contributes to communication effectiveness. 
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Relationship Between Communication Objectives and 
Measurement 

Communication measurement is closely linked to objectives. 
Without clear objectives, measurement becomes difficult. 

Objectives may include: 

● Awareness generation 

● Behaviour change 

● Information sharing 

● Relationship building 

Measurement evaluates whether these objectives are achieved. 

18.3.1 Measurement of Communication in Social Work 
Context 

In social work practice, communication measurement helps in: 

● Assessing client understanding 

● Evaluating counselling effectiveness 

● Reviewing awareness programmes 

● Improving community interventions 

For example, a social worker may assess whether a client has 
understood information about rights or services. 

Challenges in Measuring Communication 

Measurement of communication is complex because: 

● Understanding is subjective 

● Responses vary across individuals 

● Emotional and cultural factors influence perception 

Despite these challenges, systematic measurement remains 
important. 

Importance of Studying Measurement of Communication 

Studying communication measurement helps learners: 

● Recognise gaps in communication 

● Develop reflective practice 

● Enhance professional effectiveness 

● Improve client outcomes 

Thus, measurement is a critical component of effective 
communication. 
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18.4 INTRODUCTION TO INDICATORS OF 
EFFECTIVE COMMUNICATION 

To measure whether communication is effective, it is important to 
identify clear indicators or criteria. Indicators are observable signs 
that help assess whether communication has achieved its intended 
purpose. These indicators focus not only on message delivery but 
also on understanding, response, and impact. 

Effective communication cannot be judged merely by whether 
information was sent. It must be evaluated based on how well the 
receiver understood the message and how the message influenced 
behaviour, attitudes, or decisions. 

In social work practice, these indicators help professionals assess 
whether communication with clients, communities, or institutions 
has been meaningful and effective. 

Clarity of Message as an Indicator 

Meaning of Clarity 

Clarity refers to the extent to which a message is simple, precise, 
and free from ambiguity. A clear message is easy to understand 
and leaves little room for misinterpretation. 

Importance of Clarity 

Clarity is a primary indicator of effective communication because: 

● It reduces confusion 

● It saves time 

● It prevents errors 

● It promotes accurate understanding 

If a message lacks clarity, communication effectiveness is reduced 
regardless of other factors. 

Clarity in Social Work Communication 

In social work, clarity is crucial when: 

● Explaining rights, benefits, or procedures 

● Giving instructions or guidance 

● Conducting counselling or interviews 

Clear communication ensures that clients understand information 
correctly and can make informed decisions. 

Accuracy of Information 

Meaning of Accuracy 

Accuracy refers to the correctness and reliability of information 
communicated. Accurate communication conveys facts, data, and 
instructions without distortion or error. 
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Role of Accuracy in Communication Measurement 

Accuracy ensures that: 

● Decisions are based on correct information 

● Trust is maintained 

● Professional credibility is upheld 

Inaccurate communication leads to misunderstanding and loss of 
trust. 

Accuracy in Social Work Context 

Social workers must ensure accuracy while: 

● Recording case information 

● Communicating legal or policy details 

● Reporting client data 

Errors in communication can have serious consequences for clients. 

Feedback as an Indicator of Effectiveness 

Meaning of Feedback 

Feedback refers to the response given by the receiver to confirm 
receipt and understanding of the message. It may be verbal, non-
verbal, written, or behavioural. 

 Importance of Feedback 

Feedback is essential because: 

● It confirms understanding 

● It allows correction of errors 

● It completes the communication process 

Without feedback, communication remains incomplete. 

Types of Feedback 

Feedback may be: 

● Immediate or delayed 

● Positive or negative 

● Verbal or non-verbal 

Each type provides insight into communication effectiveness. 

Consistency and Coherence of Message 

Consistency refers to alignment between: 

● Verbal and non-verbal communication 

● Message and action 

● Information across channels 
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Inconsistent communication creates confusion and reduces 
effectiveness. 

 

Timeliness of Communication 

Communication must be timely to be effective. Delayed 
communication may lose relevance or impact. 

In social work, timely communication is critical in: 

● Crisis intervention 

● Emergency services 

● Policy updates 

 Accessibility and Inclusiveness 

Effective communication must be accessible to the intended 
audience. 

Indicators include: 

● Language suitability 

● Cultural sensitivity 

● Use of appropriate media 

Inclusive communication ensures wider understanding and 
participation. 

18.5 RELATIONSHIP BETWEEN INDICATORS AND 
MEASUREMENT 

Effective communication cannot be measured only through 
assumptions or impressions. It requires systematic methods and 
tools that help assess how messages are received, understood, and 
acted upon. Measurement methods provide evidence of 
communication effectiveness and highlight areas that need 
improvement. 

In social work practice, communication measurement is especially 
important because communication directly affects client 
understanding, participation, trust, and outcomes. Therefore, 
multiple methods are often used together to gain a complete picture. 

Ethical Considerations in Measuring Communication 

Ethical measurement requires social workers to: 

● Respect confidentiality 

● Obtain informed consent 

● Avoid manipulation 

● Use results responsibly 

Measurement must enhance, not harm, client welfare. 
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ACTIVITY 

Activity Title: Assessing Effective Communication 

Objectives: 

• Identify the meaning and importance of effective 
communication.  

• Recognize the key indicators of effective communication.  

• Examine the role of clarity, understanding, feedback, and 
response in communication.  

• Apply simple measures to evaluate communication 
effectiveness.  

Material Required: 
Textbook/SLM, notebook, pen, and examples of interpersonal or 
organizational communication. 

Procedure/Steps: 

1. Select a short communication situation, such as giving 
instructions to a group.  

2. Deliver the message clearly to another learner.  

3. Ask the receiver to repeat or summarize the message.  

4. Observe whether the message was understood correctly.  

5. Collect feedback from the receiver regarding clarity, relevance, 
and completeness.  

6. Identify two measures that can be used to determine whether 
the communication was effective.  

Outcome: 
The learner will be able to assess communication effectiveness using 
indicators such as understanding, clarity, feedback, accuracy, and 
achievement of the intended purpose. 

 

CHECK YOUR PROGRESS (CYP) 

A. Multiple Choice Question 

1. Which of the following is an important indicator of effective 
communication? 

a) Message distortion 
b) Correct understanding of the message 
c) Absence of feedback 
d) Use of unnecessary information 

B. True/False 

2. Feedback can be used to determine whether a communication 
message has been understood correctly. 

True / False 



EFFECTIVE COMMUNICATION SKILLS  

SOCIAL PSYCHOLOGY, COMMUNICATION AND SOCIAL WORK        | 314 

NOTE 
 

 

 

C. Short Answer Questions 

3. What is meant by effective communication? 

4. Mention any two measures used to assess the effectiveness of 
communication. 

18.6 SUMMARY 

This unit examined the measurement of effective communication 
as a systematic process of evaluating whether communication 
achieves its intended purpose. Effective communication was 
explained as communication that leads to correct understanding, 
appropriate response, and desired impact. 

The unit discussed key indicators of effective communication, 
such as clarity, accuracy, feedback, response, behaviour change, 
emotional impact, consistency, timeliness, and inclusiveness. 
Various methods and tools for measuring communication 
effectiveness were explored, including observation, feedback tools, 
interviews, surveys, documentation analysis, and behavioural 
outcomes. 

The unit also highlighted the limitations of communication 
measurement, recognising the subjective and complex nature of 
human communication. Special emphasis was placed on the 
application of communication measurement in social work 
practice, where communication directly affects ethical 
responsibility, client welfare, and programme success. 

Overall, the unit reinforced that measuring communication 
effectiveness is essential for reflective practice, professional growth, 
and social impact. 

18.7 GLOSSARY 

● Effective Communication: Communication that achieves 
understanding and desired response 

● Measurement: Systematic evaluation of effectiveness 
● Feedback: Response confirming receipt and understanding 
● Indicator: Observable sign of effectiveness 
● Observation: Method of watching behaviour to assess 

communication 
● Behaviour Change: Action resulting from communication 
● Inclusiveness: Accessibility of communication to all groups 

18.8 ANSWERS TO CHECK YOU PROGRESS 

1. Answer: b) Correct understanding of the message 
Effective communication occurs when the receiver understands the 
message in substantially the way intended by the sender. 

2. Answer: True. 
Feedback helps the sender determine whether the message has 
been received and understood correctly. 
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3. Answer: 
Effective communication is the process of conveying a message 
clearly and accurately so that the receiver understands its intended 
meaning and responds appropriately. 

4. Answer: 
Two measures of effective communication are: 

• Message understanding: Whether the receiver has correctly 
understood the intended meaning.  

• Feedback or response: Whether the receiver provides an 
appropriate response that indicates successful 
communication. 

18.9 SUGGESTED READINGS – OER 

18.10 REFERENCES 

Richmond, M. E. (1917). Social Diagnosis. New York: Russell Sage 
Foundation. 

Perlman, H. H. (1957). Social Casework: A Problem-Solving Process. 
Chicago: University of Chicago Press. 

Biestek, F. P. (1961). The Casework Relationship. London: Allen & 
Unwin. 

18.11 EXERCISES 

Part 1 

A. Multiple choice questions: 

1. Effective communication is achieved when: 
a) Message is sent 
b) Message is heard 
c) Message is understood and acted upon 
d) Message is documented 

2. Feedback in communication helps to: 
a) End communication 
b) Confirm understanding 
c) Increase authority 
d) Delay response 

Sr. 
No. Title URL QR Code 
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m/User/UnitUrls?unitId=13
670 
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3. Observation as a method focuses on: 
a) Written records 
b) Emotional reactions only 
c) Behaviour and interaction 
d) Opinions 

4. Behaviour change is an indicator of: 
a) Ineffective communication 
b) Emotional response 
c) Communication effectiveness 
d) Technical barriers 

5. In social work, measuring communication is important 
because it: 
a) Saves time 
b) Increases paperwork 
c) Improves client outcomes 
d) Reduces interaction 

Answers: 
1-c, 2-b, 3-c, 4-c, 5-c 

B. Short answer type question 

1. What confirms understanding in communication? 
2. Name one behavioural indicator of effective communication. 
3. What method involves watching behaviour? 
4. Why is feedback important? 
5. What factor makes communication measurement difficult? 

Part 2 

C. Long answer type question (answer in 200 words) 

1. What is effective communication? 
2. What is meant by measurement of communication? 
3. Mention two indicators of effective communication. 
4. Name two tools used to measure communication 

effectiveness. 
5. State one limitation in measuring communication. 

Part 3 

D. Long answer type question (answer in 300 words) 

1. Explain the concept of effective communication and its 
measurement. 

2. Discuss the indicators of effective communication in detail. 
3. Describe various methods used to measure communication 

effectiveness. 
4. Analyse the importance of communication measurement in 

social work practice. 
5. Discuss the limitations of measuring effective 

communication.
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