
Sector
Electronics

Sub - Sector

Occupaon

Mobile Phone Hardware 
Repair Technician

Communicaon & Broadcasng

��er sales service

RCfnce ID : ELE/Q8104, Version 2.03 
NSQF Level 4



Note: SCPwD  
SCPwD has borrowed the qualification of Mobile Phone Repair 

Technician-(Divyangjan) from ESSCI SSC which is approved by NCVET 
in the 23rd meeting of NSQC on 29th Sep 2022 (Link of MOM 

https://ncvet.gov.in/wp-content/uploads/2023/01/MoM-of-23rd-
NSQC-held-on-29-Sept-2022-.pdf And uploaded on NQR 

WWW.nqr.gov.in The book caters to the job role aligned to the 
following disabilities as per the NQR codes mentioned below.  

For LD- 2022/PWD/SCPWD/06421
For SHI- 2022/PWD/SCPWD/06422



iii
iii
iii

Shri Narendra Modi 
Prime Minister of India 

Skilling is building a better India. 
If we have to move India towards 

development then Skill Development 
should be our mission. 



iv

best for their future endeavor in similar pursuits.

CEO
Electronics Sector Skills Council of India

Skill Council for Persons with Disability

SKILLING CONTENT: PARTICIPANT HANDBOOK 

(Skill Council for Persons with Disability)

"Mobile Phone Hardware Repair T echnician" 
QP No." D ELE/Q8104, NSQF Level 4” 

31.03.2022
02.08.2025

Divyangjan



v

best for their future endeavor in similar pursuits.

CEO
Electronics Sector Skills Council of India



vi

A out t is Gui e

m ols Use

Steps Time Objec vesNotesTips

!

earning Outcomes

growth in the past decade and half. The Indian mobile economy is growing rapidly and is expected to 

this industry.

NOS’s which have all been covered across the units:

Bridge Module : 

Repairing Faults in Smartphones 

symbols used in this book are described below.

Exercise

•  Introduction
•  Integrate electrical subsystem (ELE/N6301)
•  Communicate and coordinate effectively with others (ELE/N9972)
•  Work effectively, sustainably and safely (ELE/N1003)
•  Employability and Entrepreneurship Skills
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Fig: 1.2.2.4 Mobile Phone

• 
• 

• 

• 

• 
• 

• 

• 

• 



9

Mobile Phone Hardware Repair Technician

Fig: 1.2.2.4 Mobile Phone

• 
• 

• 

• 

• 
• 

• 

• 

• 

-

-

•

•

•

•

•

• E-mail

• Calculator

• Calendar

• Note pad



10

Mobile Phone Hardware Repair TechnicianParticipant Handbook

• Apple

• LG

• Intex



11

Mobile Phone Hardware Repair Technician

• Apple

• LG

• Intex

1.2.5

Antena

Rf cable



12

Mobile Phone Hardware Repair TechnicianParticipant Handbook

1.2.6

•

•

•

•

•

•

•

•

•

•

•

•



13

Mobile Phone Hardware Repair Technician

1.2.6

•

•

•

•

•

•

•

•

•

•

•

•

iOS4 iOS5 iOS6 iOS7

Fig: 1.2.6.

Fig: 1.2.6.
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Fig: 1.2.6.5

Unit O j c v

Fig: 1.3.1.2 Back Panel
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Fig: 1.3.1.3 Ringer

Fig: 1.3.1.4 Speaker

Fig: 1.3.1.5 Microphone
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Fig: 1.3.1.3 Ringer

Fig: 1.3.1.4 Speaker

Fig: 1.3.1.5 Microphone

computer for data transfer.
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Fig: 1.3.1.10 Camera
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Fig: 1.3.1.10 Camera

PCB

Fig: 1.3.1.12 Sample PCB

Fig: 1.3.2.1 Phone Case
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Fig: 1.3.2.2 Phone Cover
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Fig: 1.3.2.2 Phone Cover

Fig: 1.3.2.7 Mobile Charger
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Fig: 1.4.5 PCB Cleaner
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Fig: 1.4.5 PCB Cleaner

Fig: 1.4.9 Opener
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•   UI - User Interface

•   IR - Infra Red
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Fig: 1.6.1.1  5S
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Fig: 1.6.1.2  Cleaning
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watch?v=SXi87kfaONM

1.1. Roles and Responsibilities
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Key Learning Outcomes
At the end of this module, you will be able to:

•
•
•
•

•

•
•

•

•

•
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Key Learning Outcomes
At the end of this module, you will be able to:

•
•
•
•

•

•
•

•

•

•

•

Unit Objec ves
At the end of this unit, you will be able to: 

Role

Engage with Customers

Understand the Complaint
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Document on Computer

•

•

•

•

•

Perform Front end Repair

•

•

•

•

•

•

•
•

•
repeat problem
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Document on Computer

•

•

•

•

•

Perform Front end Repair

•

•

•

•

•

•

•
•

•
repeat problem

Interact with Superior & Meet Targets
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Unit Objec ves
At the end of this unit, you will be able to: 
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•

•

•

•

•

•

•

Unit Objec ves
At the end of this unit, you will be able to: 

-

Customer is King:

-

Greet the Customer:
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STEP 1: Welcome the Customer

Fig: 2.2.2.3

-

STEP 2: Ensure comfort zone for the Customer:

Fig: 2.2.2.4
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STEP 1: Welcome the Customer

Fig: 2.2.2.3

-

STEP 2: Ensure comfort zone for the Customer:

Fig: 2.2.2.4

Contact number

Customer complain

Enquire and Understand Customer Queries:
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- Social
- Dominant

- Silent

2.2.3: Customer Types

Social:
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- Social
- Dominant

- Silent

2.2.3: Customer Types

Social:

soon as possible.

Dominant:

Detached:
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Mobile Phone Features

Unit Objec ves

UNIT 2.3: Front-end Repair

At the end of this unit, you will be able to: 

Fig: 2.3.1

Volume up

Front camera 
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Mobile Phone Features

Unit Objec ves

UNIT 2.3: Front-end Repair

At the end of this unit, you will be able to: 

Fig: 2.3.1

Volume up

Front camera 

Mobile Phone Accessories

ERP & Front End Repair Procedures

Fig: 2.3.2 

•

•

•

•

•

•
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Unit Objec ves
At the end of this unit, you will be able to: 

Fig: 2.4.1.1 

-
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Unit Objec ves
At the end of this unit, you will be able to: 

Fig: 2.4.1.1 

-

1.Perform the Reset Process : 

-

2. Format the Mobile Phone: 

-

3. Flash the Mobile Phone:

Fig: 2.4.1.2
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Fig: 2.4.1.3 
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Fig: 2.4.1.3 

2.4.2: 

White List

-

Process – 
Fig: 2.4.2.1

Fig: 2.4.2.2 Fig: 2.4.2.3

Fig: 2.4.2.4
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Call Conferencing

Call Failed

Fig: 2.4.2.5

Fig:2.4.2.6 
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Call Conferencing

Call Failed

Fig: 2.4.2.5

Fig:2.4.2.6 

-

er number

•

•

•

•

Cancel

Fig: 2.4.2.7

Call Divert
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Call Barring

When Call barring is required ?

calls

•

•

•

Step 1: Step 2:

Call Barring Steps 

Fig: 2.4.2.8
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Call Barring

When Call barring is required ?

calls

•

•

•

Step 1: Step 2:

Call Barring Steps 

Fig: 2.4.2.8

Step 3: Step 4:

Step 1 Step 2 Step 3



62

Mobile Phone Hardware Repair TechnicianParticipant Handbook

Step 4 Step 5 Step 6
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Step 4 Step 5 Step 6

Step 7 Step 8 Step 9

Step 10

No Screening Call

•

•

•

•

•

•

•

Menu 

Contact list 
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Fig: 2.4.3.1

Fig: 2.4.3.2

2.4.3: 
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Fig: 2.4.3.1

Fig: 2.4.3.2

2.4.3: 

Fig: 2.4.3.3 

Fig: 2.4.3.4
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12345

Fig: 2.4.3.5
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12345

Fig: 2.4.3.5

Menu

Open Form Close
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Step 1: 

Step 2:

Step 3:
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Step 1: 

Step 2:

Step 3:

Step 4:

Step 5:

2.4.5:
Step 1:
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Step 2:

Step 3:

Step 4:

Volume

Camera
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Step 2:

Step 3:

Step 4:

Volume

Camera

Step 5: 

2.4.6: 

Step 1:  

Step 2: Select General
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Step 3:

Step 4:

Step 5:

2.4.7:

Step 1: 

Step 2: Step 3: 
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Step 3:

Step 4:

Step 5:

2.4.7:

Step 1: 

Step 2: Step 3: 

2.4.8: 

Step 4: Step 6: 

Step 5:

Step 1: 

Step 2: 

Step 3: 

Step 4: 

Step 5: 
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2.4.9:

Step 1: 

-

Step 2: 

Step 3: 

Step 4: 
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2.4.9:

Step 1: 

-

Step 2: 

Step 3: 

Step 4: 

What is security code:

 2. Virus comes

2.4.11: 

2.4.10: 
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2.4.12: USB debugging

Fig: 2.4.12.1 
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2.4.12: USB debugging

Fig: 2.4.12.1 

menu.

•

•

•

•

•

•

Fig: 2.4.12.2 

Fig: 2.4.12.3 
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Fig: 2.4.12.4

Fig: 2.4.12.5 
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Fig: 2.4.12.4

Fig: 2.4.12.5 

Fig: 2.4.12.6
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Key Learning Outcomes
At the end of this module, you will be able to:

•

•

•

•

•

•
•

•

•

•

•

•
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Key Learning Outcomes
At the end of this module, you will be able to:

•

•

•

•

•

•
•

•

•

•

•

•

Unit Objec ves
At the end of this unit, you will be able to: 

Role :

Follow Standard Repair Procedure

3.1.1: Performance Criteria for Repairing and 

•

•

•

•

•
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•

•

•

•

•

Diagnose Problem 

-

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•
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•

•

•

•

•

Diagnose Problem 

-

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

•

Replace Faulty Component

•

•

•

•

•

•

•

•

•

Use of Equipment

-

•

•

•

•

•

•

•

•

•
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Unit Objec ves
At the end of this unit, you will be able to: 

•

•

•

•

•

•

•

•

•

Understand and learn the following:
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Unit Objec ves
At the end of this unit, you will be able to: 

•

•

•

•

•

•

•

•

•

Understand and learn the following:

-
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Class Voltage Range

Tab: 3.2.2
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Class Voltage Range

Tab: 3.2.2
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3.2.3.3: Removal of Screws

out.
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3.2.3.3: Removal of Screws

out.

3.2.3.5: Camera Strip

3.2.3.6: Touchpad Strip

-
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3.2.3.7

3.2.3.8: Display Strip
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3.2.3.7

3.2.3.8: Display Strip

3.2.3.9: Power Supply Strip

3.2.3.10: Antenna Wire

-
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3.2.3.11

3.2.3.12: Ground Pannel
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3.2.3.11

3.2.3.12: Ground Pannel

3.2.4: Android Smartphone Assembly

3.2.4.1: Ground Panel

-

-
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3.2.4.2: Camera Strip

-

3.2.4.3
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3.2.4.2: Camera Strip

-

3.2.4.3

3.2.4.4: Antenna Wire

3.2.4.5: Power Supply Strip

-



102

Mobile Phone Hardware Repair TechnicianParticipant Handbook

3.2.4.6: Display Strip

strip.

3.2.4.7
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3.2.4.6: Display Strip

strip.

3.2.4.7

3.2.4.8: Touchpad Strip

-

Fig: 3.2.4.8

Fig: 3.2.4.9

Fig: 3.2.4.10
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3.2.4.9: 

-

slot.

3.2.4.10
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3.2.4.9: 

-

slot.

3.2.4.10

3.2.4.11

3.2.4.12
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-

3.2.5: Removing and Soldering Components

3.2.5.1: Charging Connector
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-

3.2.5: Removing and Soldering Components

3.2.5.1: Charging Connector

-
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3.2.5.2
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3.2.5.2 3.2.5.3
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3.2.5.4

-
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3.2.5.4

-

3.2.5.6

3.2.5.5
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3.2.5.7: Ringer

point.

3.2.5.8
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3.2.5.7: Ringer

point.

3.2.5.8

3.2.5.9: Display

-
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3.2.5.11

-

3.2.5.10: Display Connector

-

connector.
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3.2.5.11

-

3.2.5.10: Display Connector

-

connector.

3.2.6.1

3.2.6.2

3.2.6: 
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3.2.6.3

3.2.6.4
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3.2.6.3

3.2.6.4

3.2.6.5

3.2.6.6
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3.2.6.7: Display Connector

3.2.6.8: Charger Connector
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3.2.6.7: Display Connector

3.2.6.8: Charger Connector

3.2.6.9:

-

3.2.6.10:

-

3.2.6.11:

3.2.6.12: Display
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3.2.6.13:

UI IC

Connector

Connector

Connector 

Connector 

Fig: 3.2.6.16
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3.2.6.13:

UI IC

Connector

Connector

Connector 

Connector 

Fig: 3.2.6.16 Fig: 3.2.6.17
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RF IC

UI IC

Fig: 3.2.6.18 
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RF IC

UI IC

Fig: 3.2.6.18 Fig: 3.2.6.19
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UI IC

Fig: 3.2.6.20
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UI IC

Fig: 3.2.6.20 Fig: 3.2.6.21 
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HF Connector

Connector

connector

UC IC

WI-FI IC

Reset
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HF Connector

Connector

connector

UC IC

WI-FI IC

Reset

3.2.6.14: 

electronics 

processor
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3.2.7: Mobile Strips 
Cable used to connect the front board and the back board is called Strip.

What if strip is damaged ?

    White, Indigo, Black & Zig Zag display

3.2.7.1: Types of Strips

1)

2)

•

•

•

•

•

Fig: 3.2.7.1 Types of Mobile Strips
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3.2.8:

•

•

•

•

•

•

•

•

Display

To measure resistance

1)

2)

3)

3.2.8.1

Fig: 3.2.8.1 Measuring Resistance
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3.2.8:

•

•

•

•

•

•

•

•

Display

To measure resistance

1)

2)

3)

3.2.8.1

Fig: 3.2.8.1 Measuring Resistance

•

•

•

•

•

•

3.2.8.2

Method-1 :

Method-2 :

3.2.8.3: Ringer

3.2.8.4: Mic

Fig: 3.2.8.3 Ear Speaker

Fig: 3.2.8.5 Mic.

Fig: 3.2.8.4 Ringer
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3.2.8.5

alert.

•

•

•

•

Fig: 3.2.8.7 Vibrator Motor
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3.2.8.5

alert.

•

•

•

•

Fig: 3.2.8.7 Vibrator Motor

3.2.9.1: Process of Soldering and De-Soldering of Micro 
Component on PCB
Step 1: 

Step 3: 

can see this component can be separated 

ceramic capacitor and keep it in safe place. 

Step 2: 

solder it back easily.

3.2.9: Soldering and De-Soldering Process 
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Step 4: 

Step 5: 

ceramic capacitor.

Step 6: 

dering process.
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Step 4: 

Step 5: 

ceramic capacitor.

Step 6: 

dering process.

3.2.9.2: How to Remove and Place IC on PCB

Step 1: 

Step 2: 

the gun it should be straight on top of IC or 

any other component in 90 degree angle 

components easily.  Solder gun should  also 

Step 3: 

the hot air gun at  90 degree angle on 

IC to make sure heat is applied on all 

this IC and kept it aside.

Hot air gun heat is applied 
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Step 4: 

the mobile and it may lead to perma

Step 5: 

help of soldering gun try to do the 

base and clean it properly.

Step 6: 
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Step 4: 

the mobile and it may lead to perma

Step 5: 

help of soldering gun try to do the 

base and clean it properly.

Step 6: 

Step 2: 

the hot air gun and place it on top of 

Step 3: 

gun close to charging socket in half 

circle.  Make sure air should be less 

damage other small components in 

the surrounding area on the Mother 

board.

Step 1: 

3.2.9.3

Charging socket 
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Step 6: 

the base using hot air gun so that 

Step 4: 

soldered.

Step 5: 

clean it properly using soldering gun. 

easy to assemble it using hot air gun. 
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Step 6: 

the base using hot air gun so that 

Step 4: 

soldered.

Step 5: 

clean it properly using soldering gun. 

easy to assemble it using hot air gun. 

Step 7: 

easily it is assembled. 
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3.2.10: Process to Test Dead Mobile Phone

open the dead mobile phone and 

mobile phone.

Step 1: 

problem in mobile phone is related 

3.2.10.1: S
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3.2.10: Process to Test Dead Mobile Phone

open the dead mobile phone and 

mobile phone.

Step 1: 

problem in mobile phone is related 

3.2.10.1: S

Step 2: 

of the components is not looking 
black or burnt out.

Step 3: 

and brand of mobile phone.

Diode Transistor

Transistor
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Step 5: 

on the point.

Step 4: 

these components; all these compo

the component probably problem 

phone. 
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Step 5: 

on the point.

Step 4: 

these components; all these compo

the component probably problem 

phone. 

Step 6: 

and Microphone  areas are also 

and humidity in the mobile phone.   

Step 7: 

all the parts of mobile phone.
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3.2.11: Servicing Mobile Phone Having Water Inside
Step 1: 

come out. Make sure not to press any of the 

Step 2: 
the mobile phone.
Step 3: 

on the motherboard especially to the areas 

cause permanent damage also.  

Step 6: 
middle body. Motherboard of all brands and 

Step 4: 
phone.
Step 5: 

front panel and speaker areas.
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3.2.11: Servicing Mobile Phone Having Water Inside
Step 1: 

come out. Make sure not to press any of the 

Step 2: 
the mobile phone.
Step 3: 

on the motherboard especially to the areas 

cause permanent damage also.  

Step 6: 
middle body. Motherboard of all brands and 

Step 4: 
phone.
Step 5: 

front panel and speaker areas.

Step 7: 

phone.

Step 8: Step 9:

Camera
Display

Step 10: Step 11:

Motherboard 

Antenna socket slot

Antenna socket 
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Step 12: 

Hot Air Gun

Step 13: 

Step 14:  

display is connected on to the mother

Step 15: 

Dom Sheet

Motherboard 

Microphone

Hot Air Gun
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Step 12: 

Hot Air Gun

Step 13: 

Step 14:  

display is connected on to the mother

Step 15: 

Dom Sheet

Motherboard 

Microphone

Hot Air Gun

Step 16: 

apply soldering paste at display solder 

hold the display and apply heat from one 

motherboard are intact.

Step 17 : 

holder

Step 18: 

Step 19: 

erboard and clean the board using brush. It 

helps to clean dust and moisture from the 

motherboard. 

Step 20: 

motherboard also.

Step 21: 

Step 22: 

is dry turn the motherboard and dry the back 

spot dry it back using hot air gun.
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Step 23: 

again place the motherboard on motherboard 

holder

Step 24: 

 Location to connect 
 Vibrator
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Step 23: 

again place the motherboard on motherboard 

holder

Step 24: 

 Location to connect 
 Vibrator

Step 29: This is the base of MIC and it 

connected in many types of mobile 

phone.  First apply small amount of 

soldering paste  on the base  and then 

Step 30: 

Step 25: 

Step 26: 

small amount of soldering paste on its 

Step 27: 

Step 28: 

MIC Base 
MIC MIC 

display pins and clean it  using solder gun.
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Step 31: 

er thus before soldering it is must to apply soldering 

Step 32: 

Display Strip
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Step 31: 

er thus before soldering it is must to apply soldering 

Step 32: 

Display Strip

3.2.12: Jumpering Process
Step 1: During repair process of 

the jumpering process. In this 

do the jumpering process.

When any track is broken in the 

mobile phone and need to connect it 

process to connect the track and it is 

going to learn the process to recon

nect the track.

Jumper Wire

Step 2: 

track in the mobile is broken and 

going to do the jumpering process 
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Step 3: 

paste on another corner of the 

the jumpering process.

Solder Wire Ball

Step 4: 
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Step 3: 

paste on another corner of the 

the jumpering process.

Solder Wire Ball

Step 4: 

3.2.12.1: Charging Connector Jumpering

Step 5: 

the help of solder gun and then 

jumpering from SIM tray pin to base 

of track. This process is called 

jumpering

problem.

Step 1: 

connector jumpering.  Usually charging 

problem in mobile is similar to other prob

Charging Connector 
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Step 2: In case either of reading is not coming then 

the connector.

This is fuse. This fuse helps to restrict electricity 

Step 3: 
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Step 2: In case either of reading is not coming then 

the connector.

This is fuse. This fuse helps to restrict electricity 

Step 3: 

Step 1: 

of the ringer.

minus.

Step 2: 

get the reading.

3.2.12.2: 
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3.2.12.3: Headphone Connector Jumpering

Step 1: Headphone jack connector may be dam

Step 2: Headphone track is broken – If the track of 

jumpering of headphone connector.

Step 3: 

need to do the jumpering of headphone connector.

Step 4: Usually there are eight tracks of headphone connector, 

minus.
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3.2.12.3: Headphone Connector Jumpering

Step 1: Headphone jack connector may be dam

Step 2: Headphone track is broken – If the track of 

jumpering of headphone connector.

Step 3: 

need to do the jumpering of headphone connector.

Step 4: Usually there are eight tracks of headphone connector, 

minus.

Step 5: 

needs to be connected to number 2 point. This is 

Step 6: 

need to check these tracks.

Step 7: 

number 2 point 
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3.2.13.1: Charging IC

We cannot replace it but can do the jumper

3.2.13.2: Headphone IC

top of headphone connector.  We cannot replace it but can 

3.2.13.3: Light IC

3.2.13: IC jumpering



159

Mobile Phone Hardware Repair Technician

3.2.13.1: Charging IC

We cannot replace it but can do the jumper

3.2.13.2: Headphone IC

top of headphone connector.  We cannot replace it but can 

3.2.13.3: Light IC

3.2.13: IC jumpering 3.2.13.4: MIC IC

do jumpering for this IC.

3.2.13.5: Ringer IC

3.2.13.6: SIM IC

top of SIM reader.
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3.2.13.7: MMC IC

Types of MMC IC

Silver MMC IC

3.2.13.8: Keypad IC

Normal Keypad IC

Regular Keypad IC

for this IC

do jumpering for this IC

can do the jumpering for this IC.
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3.2.13.7: MMC IC

Types of MMC IC

Silver MMC IC

3.2.13.8: Keypad IC

Normal Keypad IC

Regular Keypad IC

for this IC

do jumpering for this IC

can do the jumpering for this IC.

3.2.13.9: Display IC

Regular Display IC

also do jumpering for this IC.

3.2.13.10: Certain Rules for Placing IC on Board

Step 1: We need to search the IC on mother

any internet search engine. Search by model 

name and IC name  and click on image 

result.

go to internet search engine and in search 

bar  type 3110 SIM IC type and search for 

the result.

Search
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Step 2: 

the reason behind damage.

Step 3: 

Step 4: 

Step 5: 

this means IC is faulty

Step 6: 

ponents should not get damaged and to protect those 

surrounding component

Step 7: 

erly.

Step 8: 

Step 9: 

Step 10. 

Upper point on IC 
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Step 2: 

the reason behind damage.

Step 3: 

Step 4: 

Step 5: 

this means IC is faulty

Step 6: 

ponents should not get damaged and to protect those 

surrounding component

Step 7: 

erly.

Step 8: 

Step 9: 

Step 10. 

Upper point on IC 

3.2.14: Types of Sensor

Proximity Sensor – 

Gesture Sensor – This type of sensor mainly reads the 

Hand etc...

RGB Light Sensor – This sensor measures the colour 

camera for light adjustment

Gyro Sensor –

Fig: 3.2.14.1 Gesture Sensor

Fig: 3.2.14.3 Gyro Sensor
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Accelerometer – 

gadgets.

Temperature / Humidity sensor – This sensor is used to check 

Barometer – This sensor is used to check 
MEMS sensor 1.2mm

3mm

Fig: 3.2.14.4 Accelerometer

sensor

Fig: 3.2.14.7 Barometer
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Accelerometer – 

gadgets.

Temperature / Humidity sensor – This sensor is used to check 

Barometer – This sensor is used to check 
MEMS sensor 1.2mm

3mm

Fig: 3.2.14.4 Accelerometer

sensor

Fig: 3.2.14.7 Barometer

Hall Sensor – 

closed.

in gaming and opening phone lock

Ambient Light Sensor – This sensor is used to check light 

intensity in outer atmosphere and accordingly adjust 

brightness of display.

Gravity Sensor –

gaming.

Fig: 3.2.14.8 Hall Sensor

Hall sensor
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3.2.15: 

3.2.16: 

load them
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3.2.15: 

3.2.16: 

load them

Notes
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A. 2010             B. 2012          C. 2009

A. 2012                 B. 2013  C. 2011
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A. 2010             B. 2012          C. 2009

A. 2012                 B. 2013  C. 2011
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Assignments 
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Assignments 

ELE/N 0

4. So� S ills and 
or  Et ics

n t   ec e o un caon an  oor naon at    

 or

n t    or n  ec e  an  a nta n n  D c p ne

  at or

n t   a nta n n  Soc a  D er t  at or
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  State t e portance of or  et c  an  or p ace et uette

 S tate t e portance of effect e co un cat on an  nterper ona  

 p a n a  to a nta n c p ne n t e or p ace

 D cu  t e co on rea on  for nterper ona  conf ct an  a  of ana n  t e  effect e  

e  Learning utcomes

B  t e end o  t is unit, artici ants ill e a le to
N  4.1   E ective Communication and Coordination at or

B  t e end o  t is unit, artici ants ill e a le to

  or  e fecte  at t e or p ace
  De on trate pract ce re ate  to en er an  D  en ta at on

4.1.1 m ortance o  or  Et ics and or lace Eti uette

or p ace et c  are a et of ora  an  e a  u e ne  t at or an at on  fo o  e e 

u e ne  nf uence t e a  cu to er  an  e p o ee  nteract t  an or an at on  or p ace 

et c  e ent a  u e o  an or an at on er e  t  c ent  an  treat  t  e p o ee
or e a p e  f a co pan  ee  to fu f  t e pro e  t a e  t a  e e op proce e  an  et 

up a robu t upport te  to a re  t  po c  an  bu  cu to er c ent o a t  o ac e e t  

oa  t e co pan  a  p e ent pec f c ncent e pro ra  for e p o ee  to encoura e t e  

to pro uce - ua t  or  an  en ure t e or an at on fu f  t e pro e  t a e  to t  

c ent  cu to er
an  or an at on  often t e ar e one  et eta e  et ca  co e  to u e t e r operat on  an  

contro  o  t e or an at ona  proce e  pact t e ta e o er  e e et c  u ua  e p 

or an at on  a nta n certa n tan ar  of re pon b t  accountab t  profe ona  an  

a on  ot er  a  t e  na ate t rou  fferent c a en e  an  a -to- a  c rcu tance   

fo o n  t e e u e ne  or an at on  often e per ence e era  benef t  t at pro e t e e  

of ta e o er  uc  a  cu to er  e p o ee  ea er  etc

nit ectives

E am les o  Common or lace Et ics 

 

�ccounta ilit

es onsi ilit

E ualit

rans arenc

rust

Ful lling romises

Lo alt

Fairness

Coo eraton

edication

isci line

ro essionalism

Fig. 4.1.1 Examples of Common Workplace Ethics
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  State t e portance of or  et c  an  or p ace et uette

 S tate t e portance of effect e co un cat on an  nterper ona  

 p a n a  to a nta n c p ne n t e or p ace

 D cu  t e co on rea on  for nterper ona  conf ct an  a  of ana n  t e  effect e  

e  Learning utcomes

B  t e end o  t is unit, artici ants ill e a le to
N  4.1   E ective Communication and Coordination at or

B  t e end o  t is unit, artici ants ill e a le to

  or  e fecte  at t e or p ace
  De on trate pract ce re ate  to en er an  D  en ta at on

4.1.1 m ortance o  or  Et ics and or lace Eti uette

or p ace et c  are a et of ora  an  e a  u e ne  t at or an at on  fo o  e e 

u e ne  nf uence t e a  cu to er  an  e p o ee  nteract t  an or an at on  or p ace 

et c  e ent a  u e o  an or an at on er e  t  c ent  an  treat  t  e p o ee
or e a p e  f a co pan  ee  to fu f  t e pro e  t a e  t a  e e op proce e  an  et 

up a robu t upport te  to a re  t  po c  an  bu  cu to er c ent o a t  o ac e e t  

oa  t e co pan  a  p e ent pec f c ncent e pro ra  for e p o ee  to encoura e t e  

to pro uce - ua t  or  an  en ure t e or an at on fu f  t e pro e  t a e  to t  

c ent  cu to er
an  or an at on  often t e ar e one  et eta e  et ca  co e  to u e t e r operat on  an  

contro  o  t e or an at ona  proce e  pact t e ta e o er  e e et c  u ua  e p 

or an at on  a nta n certa n tan ar  of re pon b t  accountab t  profe ona  an  

a on  ot er  a  t e  na ate t rou  fferent c a en e  an  a -to- a  c rcu tance   

fo o n  t e e u e ne  or an at on  often e per ence e era  benef t  t at pro e t e e  

of ta e o er  uc  a  cu to er  e p o ee  ea er  etc

nit ectives

E am les o  Common or lace Et ics 

 

�ccounta ilit

es onsi ilit

E ualit

rans arenc

rust

Ful lling romises

Lo alt

Fairness

Coo eraton

edication

isci line

ro essionalism

Fig. 4.1.1 Examples of Common Workplace Ethics
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or p ace et c  are e ena  for a ucce fu  or an aon t  a a e  an  o a  tea   et ca  

tan ar  e p n en ur n  a  ta e o er  uc  a  cu to er  n e tor  e p o ee  an  ot er 

n ua  n o e  n t e or p ace operaon  fee  t e or an aon  afe uar n  t e r ntere t   

crean  an  p e enn  et ca  u e ne  or an aon  can eep t e be t ntere t  of t e r 

e p o ee  n n  e a nta n n  a po  e n uence on t o e t e  pact t rou  t e r proce e

 a re u t  e p o ee  a nta n t e or an aon  be t ntere t  b  be n  et ca  n t e r a  or  

ue  or e a p e  fa r -treate  e p o ee  of an or an aon o un er tan  t e or an aon  

co t ent  to en ron enta  u ta nab t  are u ua  e  e  to be a e n a anner t at cau e  

ar  to t e en ron ent  u  t e  e p a nta n a po  e pub c a e of t e or an aon  It ean  

t at or p ace et c  e p n a nta n n  rec proca  re aon p  t at bene t or an aon  at ar e an  

t e n ua  a oc ate  t  an  n uence  b  t e or an aona  po c e

Bene ts o  or lace Et ics

ere are ar ou  bene t  of p e enn  or p ace et c  en or an aon  o  t e e e  

to  et ca  tan ar  ea er  ta e o er  an  t e enera  pub c can e per ence n cant 

pro e ent  o o n  are o e of t e e  bene t  of e p o n  et c  n t e or p ace:

 

Em lo ee sats acon

m roved or lace culture

Legal com liance

m roved u lic re utaon

Customer engagement and lo alt

Streamlined decision ma ing rocesses

Fig. 4.1.  ene ts of Workplace Ethics

Interper ona  co un caon  a proce  t at n o e  ar n  ea  an  e oon  t  anot er 

per on  bot  - erba  an  non- erba  It  e ena  to nteract e ec e  t  ot er  n bot  

per ona  an  profe ona  e  In profe ona  fe or t e or p ace  tron  nterper ona   p a  a 

cruc a  ro e n ac e n  e ec e co aboraon t  co ea ue

nter ersonal S ills

Interper ona   n ot er ter  are no n a  peop e  c  are u e  to co un cate an  

nteract t  ot er  e ec e  e e are o   one u e  to co un cate t  ot er  an  

un er tan  t e  One u e  t e e  n a  fe e nteracn  t  peop e 

E am les o  nter ersonal S ills

4.1.2 nter ersonal Communicaon

 

�cv  listening

eam or

es onsi ilit

e enda ilit

Leaders i

otvaaon

Fle i ilit

atence

Em at

Con ict resooluon

Nego atn

Fig 4.1.  Examples of nterpersonal kills

u erou  nterper ona   n o e co un caon  o un caon can be erba  uc  a  

per ua on or tone of o ce  or non- erba  uc  a  ten n  an  bo  an ua e

m ortance o  nter ersonal S ills

Interper ona   are e ena  for co un can  an  co aboran  t  roup  an  n ua  n 

bot  per ona  an  profe ona  fe  eop e t  tron  nterper ona   o en are ab e to bu  oo  

re aon p  an  a o ten  to or  e  t  ot er  o t peop e o en en o  or n  t  co- or er  

o a e oo  nterper ona  

on  ot er bene t  of oo  nterper ona    t e ab t  to o e prob e  an  a e  t e be t 

ec on  One can u e t e ab t  to un er tan  ot er  an  oo  nterper ona  co un caon  to 

n  t e be t o uon or a e t e be t ec on  n t e ntere t of e er one n o e  Stron  

nterper ona   e p n ua  or  e  n tea  an  co aborate e ec e  ua  peop e o 

po e  oo  nterper ona   a o ten  to be oo  ea er  o n  to t e r ab t  to co un cate 

e  t  ot er  an  o ate t e peop e aroun  t e

or p ace et c  are e ena  for a ucce fu  or an aon t  a a e  an  o a  tea   et ca  

tan ar  e p n en ur n  a  ta e o er  uc  a  cu to er  n e tor  e p o ee  an  ot er 
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Interpersonal communicaonis the key to working in a team environment and working ccollectely to 

achieve shared goals. Following are the interperso

Verbal Communicaon

The ability to speak clearly, appropriately and confidently can help one communicate effecvely with 

others. It is vital to select the appropriate vocabulary and tone for the target audience.

For example – one should speak formally and professionally in the work environment, while informal 

language is acceptable in an inmate environment with close friends and family. Also, one should avoid 

using complex or technical language while communicang with an audience that may not be familiar 

with it. Using simple language in a courteous tone helps achieve be�er communicaon, irrespecve of 

the audience.

Acve Listening

Acve listening is defined as the ability to pay complete or undivided a�enon to someone when they 

speak and understand what they are saying. It is important for effecve communicaon because 

without understanding what the speaker is saying, it becomes difficult to carry forward a conversaon. 

One should ensure to use appropriate verbal and non-verbal responses, e.g. eye contact, nodding, or 

smiling, to show interest in what the speaker says. Acve listening is also about paying a�enon to the 

speaker's body language and visual cues. Asking and answering quesons is one of the best ways to 

demonstrate an interest in conversing with the other person.

Acve listening is crical for communicang effecvely without ambiguity. It helps one understand the 

informaon or instrucons being shared. It may also encourage co-workers to share their ideas, which 

ulmately helps achieve collaboraon.

Body Language

One's expression, posture, and gestures are as important as verbal communicaon. One should pracce 

open body language to encourage posivity and trust while communicang. Open body language 

includes - maintaining eye contact, nodding, smiling and being comfortable. On the other hand, one 

should avoid closed body language, e.g. crossed arms, shi�ing eyes and restless behaviour.

Empathy

Empathy is the ability to understand the emoons, ideas and needs of others from their point of view. 

Empathy is also known as emoonal intelligence. Empathec people are good at being aware of others' 

emoons and compassionate when communicang with them. Being empathec in the workplace can 

be good to boost the morale of employees and improve producvity. By showing empathy, one can gain 

the trust and respect of others.

Conflict Resoluon

One can use interpersonal communicaon skills to help resolve disagreements and conflicts in the 

workplace. This involves the applicaon of negoaon and persuasion skills to resolve arguments 

between conflicng pares. It is also important to evaluate and understand both sides of the argument 

by listening closely to everyone involved and finding an amicable soluon acceptable to all.

Good conflict resoluon skills can help one contribute to creang a collaborave and posive work 

environment. With the ability to resolve conflicts, one can earn the trust and respect of co-workers.nal 

communicaonskills that vital for success at work:

Teamwork

Employees who communicate and work well in a team o�en have be�er chances of achieving success 

and common goals. Being a team player can help one avoid conflicts and improve producvity. One can 

do this by offering to help co-workers when required and asking for their feedback and ideas. When 

team members give their opinions or advice, one should posively receive and react to the 

opinions/advice. One should be opmisc and encouraging when working in groups.

Improving Interpersonal Skills

One can develop interpersonal skills by pracsing good communicaon and se�ng goals for 

improvement. One should consider the following ps to improve their interpersonal skills:

Ÿ  One should ask for feedback from co-workers, managers, family or friends to figure out what needs 

improvement concerning their interpersonal skills.

Ÿ  One can idenfy the areas of interpersonal communicaon to strengthen by watching others.

Ÿ  One can learn and improve interpersonal skills by observing co-workers, company leaders and 

professionals who possess good interpersonal skills. This includes watching and listening to them to 

note how they communicate and the body language used by them. It is vital to note their speed of 

speaking, tone of voice, and the way they engage with others. One should pracce and apply such 

traits in their own interacons and relaonships.

Ÿ  One should learn to control their emoons. If stressed or upset, one should wait unl being calm to 

have a conversaon. One is more likely to communicate effecvely and confidently when not under 

stress.

Ÿ  One can reflect on their personal and professional conversaons to idenfy the scope of 

improvement and learn how to handle conversaons be�er or communicate more clearly. It helps to 

consider whether one could have reacted differently in a parcular situaon or used specific words or 

posive body language more effecvely. It is also vital to note the successful and posive interacons 

to understand why they are successful.

Ÿ  One should pracce interpersonal skills by pu�ng oneself in posions where one can build 

relaonships and use interpersonal skills. For example, one can join groups that have organized 

meengs or social events. These could be industry-specific groups or groups with members who 

share an interest or hobby.

Ÿ  Paying a�enon to family, friends and co-workers and making efforts to interact with them helps a 

lot. One should complement their family, friends and co-workers on their good ideas, hard work and 

achievements. Trying to understand someone's interests and showing interest in knowing them can 

help one build strong interpersonal skills. Offering to help someone, especially in difficult situaons, 

helps build stronger and posive workplace relaonships.

Ÿ  One should avoid distracons, such as a mobile phone, while interacng with someone. Giving 

someone full a�enon while avoiding distracons helps achieve a clear exchange of ideas. By 

listening with focus, one can understand and respond effecvely.
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Ÿ  One can a�end appropriate courses on interpersonal skills or sign up for workshops at work to 

improve interpersonal skills. One can find many resources online also, such as online videos.

Ÿ  For personal mentoring, one can approach a trusted family member, friend, co-worker, or current/ 

former employer. A person one looks up to with respect and admires is o�en a good choice to be 

selected as a mentor. One can even hire a professional career or communicaon coach.

Interpersonal communicaon skills o�en help one boost their morale, be more producve in the 

workplace, complete team projects smoothly and build posive and strong relaonships with co-

workers.

Notes  
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then written warning, temporary suspension or eventual termination of service in case of repeated non-

compliance with the employee code of conduct. Employees should know what the company rules are and 

what will happen if they break the rules. However, disciplinary action should be initiated only when 

reasonably required to avoid its misuse for employee harassment.

There should also be an effective mechanism for employees to raise their concerns/ grievances and have 

them addressed while maintaining privacy, as required, e.g. raising concerns regarding the behaviour of a 

co-worker. 

 

The employee code of conduct manual must be duly reviewed and approved by the concerned 

stakeholders, such as the Human Resources (HR) department and company executives.

Interpersonal conflict is any type of conflict between two or more people. These are found in both - 

personal and professional relationships - among friends, family, and co-workers. In the workplace, 

interpersonal conflict is often observed when a person or group of people interfere with another 

person's attempts at completing assignments and achieving goals. It is critical to resolve conflicts in the 

workplace to boost the morale of employees, repair working relationships among them, and improve 

customer satisfaction.

Reasons for Workplace Conflicts

Workplace conflicts are often observed when two or more people have different points of view. This 

can happen between managers, co-workers, or clients and customers. In general, interpersonal 

conflicts are caused by a lack of communication or unclear communication.

Some of the leading reasons for workplace conflicts are:

Ÿ  Difference in values

Ÿ  Personality clashes

Ÿ  Poor communication

Example of poor communication – if a manager reassigns a task to another employee without 

communicating with the employee to whom it was originally assigned, interpersonal conflict can arise 

among them. This may potentially make the first employee, i.e. who was originally assigned the task, 

feel slighted and mistrusted by the manager. It may even cause animosity in the first employee toward 

the employee who has now been assigned the task.

Types of Interpersonal Conflict

Following are the four types of interpersonal conflicts:

a. Policy-related interpersonal conflict

 When a conflict relates to a decision or situation that involves both parties, it can be called a 

policy-related interpersonal conflict. Example – two people or groups working on the same 

project, trying to adopt different approaches. To resolve policy-related interpersonal conflicts, 

the parties involved should try to look for a win-win situation or make a compromise. This is 

especially critical to resolve trivial issues so that work is not affected and common goals are 

achieved.

b. Pseudo-conflicts

 Pseudo-conflict arises when two people or groups want different things and cannot reach an 

agreement. Pseudo-conflicts usually involve trivial disagreements that tend to hide the root of 

the issue.

c. Ego-related interpersonal conflicts

 In ego conflicts, losing the argument may hurt or damage a person's pride. Sometimes ego 

conflicts arise when a number of small conflicts pile up on being left unresolved. To resolve ego-

related conflicts, it's best to find the root of the issue and work towards a resolution.

d. Value-related interpersonal conflicts

 Sometimes conflicts may occur between people when they have different value systems. Such 

conflicts can be difficult to identify initially, making the people involved think the other party is 

being disagreeable or stubborn, wherein they just have different values. Some co-workers may 

highly value their personal/ family time after office that they may be unreachable to clients 

during non-office hours, while others may place a high value on client satisfaction and may still 

be available for clients during non-office hours. Conflict may arise among such people when 

they may be required to coordinate to help a client during after-office hours. Value-related 

interpersonal conflicts are often difficult to settle since neither party likes to compromise.

Resolving Interpersonal Conflicts

Conflicts are usually likely in the workplace; they can, however, be prevented. Often resolving 

interpersonal conflicts through open communication helps build a stronger relationship, paving the 

way for effective coordination and success. Some ways to resolve interpersonal conflict:

Ÿ  Communication - A great way to resolve interpersonal conflicts is for the opposing parties to listen 

to one another's opinions and understand their viewpoints. Meeting in person and keeping the 

conversation goal-oriented is important. One can have effective communication by following some 

measures, e.g. staying on the topic, listening actively, being mindful of the body language, 

maintaining eye contact, etc.
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Ÿ  Active Listening - One should patiently listen to what the other person is saying without interrupting 

or talking over them. It helps one display empathy and get to the root of the issue. Asking questions 

to seek clarification when required helps in clear communication and conveys to the other person 

that one is listening to them. Practising active listening is a great way to improve one's 

communication skills. 

Ÿ  Displaying Empathy - Listening attentively and identifying the anxieties/ issues of co-workers is a 

great way to show empathy and concern. It is essential to understand their feelings and actions to 

encourage honesty and avoid future conflict.

Ÿ  Not Holding Grudges - With different types of people and personalities in a workplace, it is common 

for co-workers to have conflicts. It is best to accept the difference in opinions and move on. Being 

forgiving and letting go of grudges allows one to focus on the positive side of things and perform 

better at work.

Work-related interpersonal conflicts can be complicated because different people have different 

leadership styles, personality characteristics, job responsibilities and ways in which they interact. One 

should learn to look above interpersonal conflicts, resolving them to ensure work goals and 

environment are not affected.

Policies and procedures or organizational guidelines are essential for any organization. These provide a 

road map for the operations of the organization. These are also critical in ensuring compliance with the 

applicable laws and regulations by guiding the decision-making process and business operations.

Organizational guidelines help bring uniformity to the operations of an organization, which helps 

reduce the risk of unwanted and unexpected events. These determine how employees are supposed to 

behave at work, which ultimately helps the business achieve its objectives efficiently.  

However, organizational guidelines are ineffective and fail to serve their purpose if they are not 

followed. Many people don't like the idea of following and abiding by specific guidelines. Such people 

should be made to understand the benefits of following the organizational guidelines. Some of the key 

benefits are given below:

With well-defined organizational guidelines in place, no individual can act arbitrarily, irrespective of 

their position in the organization. All individuals will know the pros and cons of taking certain actions 

and what to expect in case of unacceptable behaviour. Benefits of following organizational guidelines:

Ÿ  Consistent processes and structures - Organization guidelines help maintain consistency in 

operations, avoiding any disorder. When all employees follow the organizational guidelines, an 

organization can run smoothly. These ensure that people in different job roles operate as they are 

supposed to, knowing what they are responsible for, what is expected of them, and what they can 

expect from their supervisors and co-workers. With clarity in mind, they can do their jobs with 

confidence and excellence. With every person working the way intended, it's easy to minimise 

errors.

      With all the staff following organizational guidelines, the organization has a better scope of using 

time and resources more effectively and efficiently. This allows the organization to grow and 

achieve its objectives.

Ÿ  Better quality service - By following organizational guidelines, employees perform their duties 

correctly as per the defined job responsibilities. It helps enhance the quality of the organization's 

products and services, helping improve the organization's reputation. Working with a reputable 

organization, employees can take pride in their work and know they are contributing to the 

reputation.

Ÿ  A safer workplace - When all employees follow organizational guidelines, it becomes easy to 

minimise workplace incidents and accidents. It reduces the liabilities associated with risks for the 

organization and limits the interruptions in operations. Employees also feel comfortable and safe in 

the workplace, knowing their co-workers are ensuring safety at work by following the applicable 

guidelines.

Different organizations may have different guidelines on dress code, time schedules, language usage, 

etc. For example – certain organizations in a client-dealing business requiring employees to meet 

clients personally follow a strict dress code asking their employees to wear formal business attire. 

Similarly, organizations operating in specific regions may require their employees to use the dominant 

regional language of the particular region to build rapport with customers and serve them better. 

Certain organizations, such as banks, often give preference to candidates with knowledge of the 

regional language during hiring.

Working hours may also differ from one organization to another, with some requiring employees to 

work extra compared to others. One should follow the organizational guidelines concerning all the 

aspects of the employment to ensure a cohesive work environment.
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4.2.5 Workflow
Workflow is the order of steps from the beginning to the end of a task or work process. In other words, 

it is the way a particular type of work is organised or the order of stages in a particular work process.

Workflows can help simplify and automate repeatable business tasks, helping improve efficiency and 

minimise the room for errors. With workflows in place, managers can make quick and smart decisions 

while employees can collaborate more productively.

Other than the order that workflows create in a business, these have several other benefits, such as:

Ÿ Identifying Redundancies - Mapping out work processes in a workflow allows one to get a clear, top-

level view of a business. It allows one to identify and remove redundant or unproductive processes.

 Workflow gives greater insights into business processes. Utilizing such useful insights, one can 

improve work processes and the bottom line of the business. In many businesses, there are many 

unnecessary and redundant tasks that take place daily. Once an organization has insight into its 

processes while preparing workflow, it can determine which activities are really necessary.

 Identifying and eliminating redundant tasks creates value for a business. With redundant tasks and 

processes eliminated, an organization can focus on what's important to the business.

Ÿ Increase in Accountability and Reduction in Micromanagement - Micromanagement often causes 

problems in a business setting as most employees don't like being micromanaged, and even many 

managers don't like the practice. Micromanagement is often identified as one of the reasons why 

people quit their job.

 However, the need for micromanagement can be minimized by clearly mapping out the workflow. 

This way, every individual in a team knows what tasks need to be completed and by when and who 

is responsible for completing them. This makes employees more accountable also.

 With clearly defined workflow processes, managers don't have to spend much time 

micromanaging their employees, who don't have to approach the manager to know what the 

further steps are. Following a workflow, employees know what is going on and what needs to be 

done. This, in turn, may help increase the job satisfaction of everyone involved while improving the 

relationships between management and employees.

Ÿ Improved Communication - Communication at work is critical because it affects all aspects of an 

organization. There are instances when the main conflict in an organization originates from 

miscommunication, e.g. the management and employees disagreeing on an aspect, despite 

pursuing the same objectives. Poor communication is a common workplace issue that is often not 

dealt with.

Ÿ This highlights why workflow is important. Workplace communication dramatically can increase 

with the visibility of processes and accountability. It helps make the daily operations smoother 

overall.

4.2.6 Following Instrucons and Reporng Problems

4.2.7 Informaon or D ta Sharing

Ÿ Better Customer Service - Customers or clients are central to a business. Therefore, it is imperative 

to find and improve ways to improve customer experience. Relying on outdated manual systems 

may cause customer requests or complaints to be overlooked, with dissatisfied customers taking 

their business elsewhere. However, following a well-researched and defined workflow can help 

improve the quality of customer service.

By automating workflows and processes, an organization can also reduce the likelihood of human error. 

This also helps improve the quality of products or services over time, resulting in a better customer 

experience.

All organizations follow a hierarchy, with most employees reporting to a manager or supervisor. For 

organizational success, it is vital for employees to follow the instructions of their manager or 

supervisor. They should ensure they perform their duties as per the given instructions to help achieve 

the common objectives of the organization and deliver quality service or products. This consequently 

helps maintain the reputation of the organization.

It is also important to be vigilant and identify problems at work or with the organizational work 

processes. One should deal with the identified within their limits of authority and report out of 

authority problems to the manager/ supervisor or the concerned person for a prompt resolution to 

minimise the impact on customers/clients and business.

Information or data is critical to all organizations. Depending on the nature of its business, an 

organization may hold different types of data, e.g. personal data of customers or client data concerning 

their business operations and contacts. It is vital to effective measures for the appropriate handling of 

different types of data, ensuring its protection from unauthorized access and consequent misuse.

One should access certain data only if authorised to do so. The same is applicable when sharing data 

which must be shared only with the people authorised to receive it to use it for a specific purpose as 

per their job role and organizational guidelines. For example – one should be extra cautious while 

sharing business data with any third parties to ensure they get access only to the limited data they 

need as per any agreements with them. It is also critical to monitor how the recipient of the data uses 

it, which should strictly be as per the organizational guidelines. It is a best practice to share appropriate 

instructions with the recipient of data to ensure they are aware of the purpose with which data is 

being shared with them and how they are supposed to use and handle it. Any misuse of data must be 

identified and reported promptly to the appropriate person to minimise any damage arising out of data 

misuse. 
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per their job role and organizational guidelines. For example – one should be extra cautious while 

sharing business data with any third parties to ensure they get access only to the limited data they 

need as per any agreements with them. It is also critical to monitor how the recipient of the data uses 

it, which should strictly be as per the organizational guidelines. It is a best practice to share appropriate 
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4.2.8 Reporng Issues at Work

4.2.9 Dealing with Heightened Emoons

These days most organizations require their employees and business partners or associated third 

parties to sign and accept the relevant agreement on the non-disclosure of business-sensitive 

information. In simple terms, business-sensitive information is confidential information. It is 

proprietary business information collected or created during the course of conducting business, 

including information about the business, e.g. proposed investments, intellectual property, trade 

secrets, or plans for a merger and information related to its clients. Business-sensitive information may 

sometimes also include information regarding a business's competitors in an industry.

The release of business-sensitive information to competitors or the general public poses a risk to a 

business. For example, information regarding plans for a merger could be harmful to a business if a 

competitor gets access to it.

Most organizations have defined guidelines on appropriate reporting processes to be followed for 

reporting different types of issues. For example – one can report any grievances or dissatisfaction 

concerning co-workers to their manager/supervisor, e.g. data breaches or unethical conduct. If the 

concern is not addressed, then the employee should follow the organizational guidelines and hierarchy 

for the escalation of such issues that are not addressed appropriately. 

For example – any concern related to sexual harassment at the workplace should be escalated to the 

concerned spokesperson, such as Human Resources (HR) representative, and if not satisfied with the 

action taken, it should be reported to the senior management for their consideration and prompt 

action. 

Humans are emotional beings. There may be occasions when one is overwhelmed by emotions and is 

unable to suppress them. However, there may be situations when one must manage emotions well, 

particularly at work.

Stress in one's personal and professional life may often cause emotional outbursts at work. Managing 

one's emotions well, particularly the negative ones, is often seen as a measure of one's 

professionalism. Anger, dislike, frustration, worry, and unhappiness are the most common negative 

emotions experienced at work.

Ways to manage negative emotions at work:

Ÿ  Compartmentalisation – It's about not confining emotions to different aspects of one's life. For 

example, not letting negative emotions from personal life affect work-life and vice versa. One 

should try to leave personal matters and issues at home. One should train their mind to let go of 

personal matters before reaching work. Similarly, one can compartmentalise work-related stresses 

so that negative emotions from work don't affect one's personal life.

Ÿ Deep breathing and relaxation – Deep breathing helps with anxiety, worry, frustration and anger. 

One should take deep breaths, slowly count to ten - inhaling and exhaling until one calms down. 

One can also take a walk to calm down or listen to relaxing music. Talking to someone and sharing 

concerns also helps one calm down.

Ÿ  The 10-second rule - This is particularly helpful in controlling anger and frustration. When one feels 

their temper rising, they should count to 10 to calm down and recompose. If possible, one should 

move away to allow temper to come down.

Ÿ  Clarify - It is always good to clarify before reacting, as it may be a simple case of misunderstanding 

or miscommunication.

Ÿ  Physical activity - Instead of losing temper, one should plan to exercise, such as running or going to 

the gym, to let the anger out. Exercise is also a great way to enhance mood and release any physical 

tension in the body.

Ÿ  Practising restraint - One should avoid replying or making a decision when angry, not allowing anger 

or unhappiness to cloud one's judgement. It may be best to pause any communication while one is 

angry, e.g. not communicating over email when angry or upset.

Ÿ  Knowing one's triggers - It helps when one is able to recognise what upsets or angers them. This 

way, one can prepare to remain calm and plan their reaction should a situation occur. One may even 

be able to anticipate the other party's reaction.

Ÿ  Be respectful - One should treat their colleagues the same way one would like to be treated. If the 

other person is rude, one need not reciprocate. It is possible to stay gracious, firm and assertive 

without being aggressive. Sometimes, rude people back away when they don't get a reaction from 

the person they are arguing with. 

Ÿ  Apologise for any emotional outburst – Sometimes, one can get overwhelmed by emotions, 

reacting with an emotional outburst. In such a case, one should accept responsibility and apologise 

immediately to the affected persons without being defensive.

Ÿ  Doing away with negative emotions - It is recommended to let go of anger, frustration and 

unhappiness at the end of every workday. Harbouring negative emotions affects one emotionally, 

affecting their job performance also. Engaging in enjoyable activities after work is a good stress 

reliever.
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Notes  

 
 

 
 

UNIT 4.3:  Maintaining Social Diversity at Work

By the end of this unit, parcipants will be able to:

1.  Explain the concept and importance of gender sensivityand equality.

2.  Discuss ways to create sensivityfor different genders and Persons with h Disabili(PwD).

4.3.1 Gender Sensivity

Unit Objecves

Fig 4.3.1 Gender Equality

 

Gender sensitivity is the act of being sensitive towards people and their thoughts regarding gender. It 

ensures that people know the accurate meaning of gender equality, and one's gender should not be 

given priority over their capabilities. 

Women are an important source of labour in many sectors, yet they have limited access to resources 

and benefits. Women should receive the same benefits and access to resources as men. A business can 

improve its productivity and quality of work by providing better support and opportunities to women. 

Important Terms

Ÿ  Gender Sensitivity- Gender sensitivity is the act of being sensitive to the ways people think about 

gender. 

Ÿ Gender Equality - It means persons of any gender enjoy equal opportunities, responsibilities, and 

rights in all areas of life.

Ÿ  Gender Discrimination – It means treating an individual unequally or disadvantageously based on 

their gender, e.g. paying different wages to men and women for similar or equal job positions.
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Strategies for Enhancing Gender Equity

To enhance gender equity, one should:

Ÿ Follow gender-neutral practices at all levels at work. 

Ÿ Participate together in decision-making. 

Ÿ Help in promoting women's participation in different forums.

Ÿ Assist women in getting exposure to relevant skills and practices.

Ÿ Assist women in capacity building by mentoring, coaching or motivating them, as appropriate. 

Ÿ Assist in the formation and operation of women support groups.

Ÿ Assist in the implementation of women-centric programmes. 

Ÿ Combine technical training with reproductive health and nutrition for coffee farming households. 

Ÿ Assist in making a work environment that is healthy, safe, and free from discrimination.

Bridging Gender Differences

Men and women react and communicate very differently. Thus, there are some work differences as 

both genders have their style and method of handling a situation.

Although, understanding and maturity vary from person to person, even between these genders, based 

on their knowledge, education, experience, culture, age, and upbringing, as well as how one's brain 

functions over a thought or problem.

In order to bridge the gap, one should:

Ÿ Not categorize all men and women in one way.

Ÿ Be aware of the verbal and non-verbal styles of communication of every gender to avoid any 

miscommunication and work better.

Ÿ Be aware of partial behaviour and avoid it.

Ÿ Encourage co-workers of different genders to make room by providing space to others.

Ways to reduce Gender Discrimination

Ÿ Effective steps against sexual harassment by the concerned authorities and general public. 

Ÿ Gender stereotypes are how society expects people to act based on their gender. This can only be 

reduced by adopting appropriate behaviour and the right attitude.

Ÿ Objectification of females must be abolished.

Ways to Promote Gender Sensitivity in the Workplace

Practices that promote gender diversity should be adopted and promoted.

Ÿ All genders should receive equal responsibilities, rights, and privileges.

Ÿ All genders should have equal pay for similar or the same job roles/ positions.

Ÿ Strict and effective workplace harassment policies should be developed and implemented.

Ÿ An open-minded and stress-free work environment should be available to all the employees, 

irrespective of their gender. 

Ÿ Women should be encouraged to go ahead in every field of work and assume leadership roles. 

Ÿ Follow appropriate measures for women's empowerment.

Ÿ Men should be taught to be sensitive to women and mindful of their rights.

4.3.2 PwD Sensivity
Some individuals are born with a disability, while others may become disabled due to an accident, 

illness or as they get old. People with Disabilities (PwD) may have one or more areas in which their 

functioning is affected. A disability can affect hearing, sight, communication, breathing, understanding, 

mobility, balance, and concentration or may include the loss of a limb. A disability may contribute to 

how a person feels and affect their mental health

Important Terms

· Persons with Disabilities (PwD) – Persons with Disabilities means a person suffering from not less 

than 40% of any disability as certified by a medical authority.

· Types of Disability: 

 a. Blindness – Visually impaired 

 b. Low Vision 

 c. Leprosy Cured 

 d. Hearing impairment 

 e. Locomotor disability 

 f. Mental retardation 

 g. Mental illness 

PwD Sensitivity

PwD sensitivity promotes empathy, etiquette and equal participation of individuals and organizations 

while working with individuals with a disability, e.g. sensory, physical or intellectual.
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Ways to be PwD Sensitive

To be sensitive to PwD, one should:

Ÿ  Be respectful to all Persons with Disabilities (PwD) and communicate in a way that reflects PwD 

sensitivity.

Ÿ  Always be supportive and kind towards a PwD with their daily chores.

Ÿ Be ready to assist a PwD to help them avail of any benefit/ livelihood opportunity/ training or any 

kind that helps them grow.

Ÿ  Encourage and try to make things easier and accessible to PwD so that they can work without or with 

minimum help. 

Ÿ  Protest where feasible and report any wrong act/behaviour against any PwD to the appropriate 

authority.

Ÿ  Learn and follow the laws, acts, and policies relevant to PwD.

Appropriate Verbal Communication

As part of appropriate verbal communication with all genders and PwD, one should:

Ÿ Talk to all genders and PwD respectfully, maintaining a normal tone of voice with appropriate 

politeness. It is important to ensure one's tone of voice does not have hints of sarcasm, anger, or 

unwelcome affection.

Ÿ  Avoid being too self-conscious concerning the words to use while also ensuring not to use words that 

imply one's superiority over the other.

Ÿ  Make no difference between a PwD and their caretaker. Treat PwD like adults and talk to them 

directly.

Ÿ  Ask a PwD if they need any assistance instead of assuming they need it and offering assistance 

spontaneously.

Appropriate Non-verbal Communication

Non-verbal communication is essentially the way someone communicates through their body language. 

These include:

Ÿ  Facial expressions - The human face is quite expressive, capable of conveying many emotions 

without using words. Facial expressions must usually be maintained neutral and should change 

according to the situation, e.g. smile as a gesture of greeting.

Ÿ Body posture and movement - One should be mindful of how to sit, stand, walk, or hold their head. 

For example - one should sit and walk straight in a composed manner. The way one moves and 

carries self, communicates a lot to others. This type of non-verbal communication includes one's 

posture, bearing, stance, and subtle movements.

Ÿ  Gestures - One should be very careful with their gestures, e.g. waving, pointing, beckoning, or using 

one's hands while speaking. One should use appropriate and positive gestures to maintain respect 

for the other person while being aware that a gesture may have different meanings in different 

cultures. 

Ÿ  Eye contact - Eye contact is particularly significant in non-verbal communication. The way someone 

looks at someone else may communicate many things, such as interest, hostility, affection or 

attraction. Eye contact is vital for maintaining the flow of conversation and for understanding the 

other person's interest and response. One should maintain appropriate eye contact, ensuring not to 

stare or look over the shoulders. To maintain respect, one should sit or stand at the other person's 

eye level to make eye contact.

Ÿ  Touch - Touch is a very sensitive type of non-verbal communication. Examples are - handshakes, 

hugs, pat on the back or head, gripping the arm, etc. A firm handshake indicates interest, while a 

weak handshake indicates the opposite. One should be extra cautious not to touch others 

inappropriately and avoid touching them inadvertently by maintaining a safe distance.

Rights of PwD

PwD have the right to respect and human dignity. Irrespective of the nature and seriousness of their 

disabilities, PwD have the same fundamental rights as others, such as:

Ÿ  Disabled persons have the same civil and political rights as other people 

Ÿ  Disabled persons are entitled to the measures designed to enable them to become as self-

dependent as possible

Ÿ  Disabled persons have the right to economic and social security 

Ÿ  Disabled persons have the right to live with their families or foster parents and participate in all 

social and creative activities. 

Ÿ  Disabled persons are protected against all exploitation and treatment of discriminatory and abusive 

nature.

Making Workplace PwD Friendly

Ÿ  One should not make PwD feel uncomfortable by giving too little or too much attention 

Ÿ  One should use a normal tone while communicating with a PwD and treat them as all others keeping 

in mind their limitations and type of disability

Ÿ  Any help should be provided only when asked for by a PwD

Ÿ  One should help in ensuring the health and well-being of PwD.
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Ways to be PwD Sensitive
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Expected Employer Behaviour 

Some of the common behavioural traits that employees expect from their employers are: 

Ÿ  Cooperation: No work is successful without cooperation from the employer's side. Cooperation helps 

to understand the job role better and complete it within the given timeline.

Ÿ  Polite language: Polite language is always welcomed at work. This is a basic aspect that everybody 

expects.

Ÿ  Positive Attitude: Employers with a positive attitude can supervise the work of the employees and 

act as a helping hand to accomplish the given task. A person with a positive attitude looks at the best 

qualities in others and helps them gain success.

Ÿ  Unbiased behaviour: Employers should always remain fair towards all their employees. One should 

not adopt practices to favour one employee while neglecting or ignoring the other. This might create 

animosity among co-workers. 

Ÿ  Decent behaviour: The employer should never improperly present oneself before the employee. One 

should always respect each other's presence and behave accordingly. The employer should not 

speak or act in a manner that may make the employee feel uneasy, insulted, and insecure.

Exercise

1. List down three examples of workplace ethics.

2. List down three examples of interpersonal skills.

3. Identify two reasons for workplace conflicts.

4. Identify two ways of resolving interpersonal conflicts

5. List down two ways of dealing with heightened emotions at work.

6. List down two types of non-verbal communication.
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Expected Employer Behaviour 
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expects.

Ÿ  Positive Attitude: Employers with a positive attitude can supervise the work of the employees and 

act as a helping hand to accomplish the given task. A person with a positive attitude looks at the best 

qualities in others and helps them gain success.

Ÿ  Unbiased behaviour: Employers should always remain fair towards all their employees. One should 

not adopt practices to favour one employee while neglecting or ignoring the other. This might create 

animosity among co-workers. 

Ÿ  Decent behaviour: The employer should never improperly present oneself before the employee. One 

should always respect each other's presence and behave accordingly. The employer should not 

speak or act in a manner that may make the employee feel uneasy, insulted, and insecure.

Exercise

1. List down three examples of workplace ethics.

2. List down three examples of interpersonal skills.

3. Identify two reasons for workplace conflicts.

4. Identify two ways of resolving interpersonal conflicts

5. List down two ways of dealing with heightened emotions at work.

6. List down two types of non-verbal communication.
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5. Basic Health and
Safety Pracces

Unit 5.1 - Workplace Hazards

Unit 5.2 - Fire Safety

Unit 5.4 - Waste Management

Unit 5.3 - First Aid

Key Learning Outcomes

By the end of this module, parcipa ts will be able to:

1. Discuss job-site hazards, risks and accidents

2. Explain the organizational safety procedures for maintaining electrical safety, handling tools and 

hazardous materials

3. Describe how to interpret warning signs while accessing sensitive work areas

4. Explain the importance of good housekeeping

5. Describe the importance of maintaining appropriate postures while lifting heavy objects

6. List the types of fire and fire extinguishers

7. Describe the concept of waste management and methods of disposing of hazardous waste

8. List the common sources of pollution and ways to minimize them

9. Elaborate on electronic waste disposal procedures

10. Explain how the administer appropriate first aid to victims in case of bleeding, burns, choking, 

electric shock, poisoning and also administer first aid to victims in case of a heart attack or cardiac 

arrest due to electric shock
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5. Basic Health and
Safety Pracces

Unit 5.1 - Workplace Hazards

Unit 5.2 - Fire Safety

Unit 5.4 - Waste Management

Unit 5.3 - First Aid

Key Learning Outcomes

By the end of this module, parcipa ts will be able to:

1. Discuss job-site hazards, risks and accidents

2. Explain the organizational safety procedures for maintaining electrical safety, handling tools and 

hazardous materials

3. Describe how to interpret warning signs while accessing sensitive work areas

4. Explain the importance of good housekeeping

5. Describe the importance of maintaining appropriate postures while lifting heavy objects

6. List the types of fire and fire extinguishers

7. Describe the concept of waste management and methods of disposing of hazardous waste

8. List the common sources of pollution and ways to minimize them

9. Elaborate on electronic waste disposal procedures

10. Explain how the administer appropriate first aid to victims in case of bleeding, burns, choking, 

electric shock, poisoning and also administer first aid to victims in case of a heart attack or cardiac 

arrest due to electric shock
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UNIT 5.1:  Workplace Hazards

By the end of this unit, parcipants will be able to:

5.1.1 Workplace Safety 

Unit Objecves

5.1.2 Workplace Hazards

• Discuss job-site hazards, risks and accidents

• Explain the organizational safety procedures for maintaining electrical safety, handling tools and 

hazardous materials

• Describe how to interpret warning signs while accessing sensitive work areas

• Explain the importance of good housekeeping

• Describe the importance of maintaining appropriate postures while lifting heavy objects

• Explain safe handling of tools and Personal Protective Equipment to be used. 

Workplace safety is important to be established for creating a safe and secure working for the workers. 

The workplace has to be administered as per the rules of the Occupational Safety and Health 

Administration (OSHA). It refers to monitoring the working environment and all hazardous factors that 

impact employees' safety, health, and well-being. It is important to provide a safe working environment 

to the employees to increase their productivity, wellness, skills, etc. 

The benefits of workplace safety are:

Ÿ  Employee retention increases if they are provided with a safe working environment. 

Ÿ  Failure to follow OSHA's laws and guidelines can result in significant legal and financial 

consequences.

Ÿ  A safe environment enables employees to stay invested in their work and increases productivity.

Ÿ  Employer branding and company reputation can both benefit from a safe working environment.

5.1.2. Workplace Hazards

A workplace is a situation that has the potential to cause harm or injury to the workers and damage 

the tools or property of the workplace. Hazards exist in every workplace and can come from a variety 

of sources. Finding and removing them is an important component of making a safe workplace.

Common Workplace Hazards 

The common workplace hazards are:

· Biological: The threats caused by biological agents like viruses, bacteria, animals, plants, insects and 

also humans, are known as biological hazards. 

Ÿ Chemical: Chemical hazard is the hazard of inhaling various chemicals, liquids and solvents. Skin 

irritation, respiratory system irritation, blindness, corrosion, and explosions are all possible health 

and physical consequences of these dangers.

Ÿ Mechanical: Mechanical Hazards comprise the injuries that can be caused by the moving parts of 

machinery, plant or equipment.

Ÿ Psychological: Psychological hazards are occupational hazards caused by stress, harassment, and 

violence. 

Ÿ Physical: The threats that can cause physical damage to people is called physical hazard. These 

include unsafe conditions that can cause injury, illness and death. 

Ÿ Ergonomic: Ergonomic Hazards are the hazards of the workplace caused due to awkward posture, 

forceful motion, stationary position, direct pressure, vibration, extreme temperature, noise, work 

stress, etc. 

Workplace Hazards Analysis

A workplace hazard analysis is a method of identifying risks before they occur by focusing on 

occupational tasks. It focuses on the worker's relationship with the task, the tools, and the work 

environment. After identifying the hazards of the workplace, organisations shall try to eliminate or 

minimize them to an acceptable level of risk. 

Control Measures of Workplace Hazards 

Control measures are actions that can be taken to reduce the risk of being exposed to the hazard. 

Elimination, Substitution, Engineering Controls, Administrative Controls, and Personal Protective 

Equipment are the five general categories of control measures.

Ÿ Elimination: The most successful control technique is to eliminate a specific hazard or hazardous 

work procedure or prevent it from entering the workplace.

Ÿ Substitution: Substitution is the process of replacing something harmful with something less 

hazardous. While substituting the hazard may not eliminate all of the risks associated with the 

process or activity, it will reduce the overall harm or health impacts.

Ÿ Engineering Controls: Engineered controls protect workers by eliminating hazardous situations or 

creating a barrier between the worker and the hazard, or removing the hazard from the person.

Ÿ Administrative Controls: To reduce exposure to hazards, administrative controls limit the length of 

time spent working on a hazardous task that might be used in combination with other measures of 

control.

Ÿ Personal Protective Equipment: Personal protective equipment protects users from health and 

safety hazards at work. It includes items like safety helmets, gloves, eye protection, etc.
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Control measures are actions that can be taken to reduce the risk of being exposed to the hazard. 
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work procedure or prevent it from entering the workplace.
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5.1.3 Risk for a Drone Technician

5.1.4 Workplace Warning Signs

Fig. 5.1.1. Prohibion arning Signs

A drone technician may require to repair the propeller, motor and its mount, battery, mainboards, 

processor, booms, avionics, camera, sensors, chassis, wiring and landing gear. A technician may face 

some risks while repairing the drones' equipment. 

Ÿ  The technician is susceptible to being physically harmed by propellers. 

Ÿ Direct contact with exposed electrical circuits can injure the person.

Ÿ If the skin gets in touch with the heat generated from electric arcs, it burns the internal tissues.

Ÿ Major electrical injuries can occur due to poorly installed electrical equipment, faulty wiring, 

overloaded or overheated outlets, use of extension cables, incorrect use of replacement fuses, use 

of equipment with wet hands, etc. 

A Hazard sign is defined as 'information or instruction about health and safety at work on a signboard, 

an illuminated sign or sound signal, a verbal communication or hand signal.'

There are four different types of safety signs:

Ÿ  Prohibition / Danger Alarm Signs

Ÿ Mandatory Signs

Ÿ Warning Signs

Ÿ And Emergency

1. Prohibition Signs: A "prohibition sign" is a safety sign that prohibits behaviour that is likely to 

endanger one's health or safety. The colour red is necessary for these health and safety signs. Only 

what or who is forbidden should be displayed on a restriction sign.

Fig. 5.1.2. Mandatory Signs

3.  Warning Signs

Warning signs are the safety informaoncommunicaaosigns. They are shown as a ‘yellow colour 
triangle’.

Fig. 5.1.3. Warning Signs

2. Mandatory Signs: 

Mandatory signs give clear directions that must be followed. The icons are white circles that have been 

reversed out of a blue circle. On a white background, the text is black.
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4.  Emergency Signs

The locaonor routes to emergency ffacilieare indicated by emergency signs. These signs have a 
green backdrop with a white emblem or wring.These signs convey basic informaaoand frequently 
refer to housekeeping, company procedures, or logiscs.

Fig. 5.1.4. Emergency Signs

5.1.5 Cleanliness in the Workplace 

Workplace cleanliness maintenance creates a healthy, efficient and productive environment for the 

employees. Cleanliness at the workplace is hindered by some elements like cluttered desks, leftover 

food, waste paper, etc. A tidy workplace is said to improve employee professionalism and enthusiasm 

while also encouraging a healthy working environment.

Benefits of cleanliness in the workplace:

1. Productivity: Cleanliness in the workplace can bring a sense of belonging to the employees, also 

motivating and boosting the morale of the employees. This results in increasing their productivity. 

2. Employee Well-being: Employee well-being can be improved by providing a clean work 

environment. Employees use fewer sick days in a workplace where litter and waste are properly 

disposed of, and surfaces are cleaned regularly, resulting in increased overall productivity.

3. Positive Impression: Cleanliness and orderliness in the workplace provide a positive impression on 

both employees and visitors.

4. Cost saving: By maintaining acceptable levels of cleanliness in the workplace, businesses can save 

money on cleaning bills and renovations, which may become necessary if the premises are not 

properly kept.

Reasons for Cleaning the Workplace

5.1.� Li�ing and �andling of �eavy Loads

Fig. 5.1.5. �i�ing ����s ec�ni��e

Ÿ Cleaning of dry floors, mostly to prevent workplace slips and falls.

Ÿ Disinfectants stop bacteria in their tracks, preventing the spread of infections and illness.

Ÿ Proper air filtration decreases hazardous substance exposures such as dust and fumes.

Ÿ Light fixture cleaning improves lighting efficiency.

Ÿ Using environmentally friendly cleaning chemicals that are safer for both personnel and the 

environment.

Ÿ Work environments are kept clean by properly disposing of garbage and recyclable items.

Musculoskeletal Injuries (MSIs), such as sprains and strains, can occur while lifting, handling, or 

carrying objects at work. When bending, twisting, uncomfortable postures and lifting heavy objects are 

involved, the risk of injury increases. Ergonomic controls can help to lower the risk of injury and 

potentially prevent it.

Types of injuries caused while lifting heavy objects:

 • Cuts and abrasions are caused by rough surfaces.

 • Crushing of feet or hands.

 • Strain to muscles and joints
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Preparing to lift 

A load that appears light enough to bear at first will grow increasingly heavier as one carries it further. 

The person carrying the weight should be able to see over or around it at all times.

The amount of weight a person can lift, depends on their age, physique, and health

It also depends on whether or not the person is used to lifting and moving hefty objects.

Common Causes of Back Injuries

The Most Common Causes of Back Injuries are:

 1) Inadequate Training: The individual raising the load receives no sufficient training or guidance.

 2) Lack of awareness of technique: The most common cause of back pain is incorrect twisting and 

posture, which causes back strain.

 3) Load size: The load size to consider before lifting. If the burden is too much for one's capacity or 

handling, their back may be strained and damaged.

 4) Physical Strength: Depending on their muscle power, various persons have varied physical 

strengths. One must be aware of their limitations.

 5) Teamwork: The operation of a workplace is all about working together. When opposed to a single 

person lifting a load, two people can lift it more easily and without difficulty. If one of two people 

isn't lifting it properly, the other or both of them will suffer back injuries as a result of the extra 

strain.

Techniques for Lifting Heavy Objects 

1. Ensure one has a wide base of support before lifting 

the heavy object. Ensure one's feet are shoulder-width 

apart, and one foot is slightly ahead of the other at all 

times. This will help one maintain a good balance 

during the lifting of heavy objects. This is known as the 

Karate Stance.

2. Squat down as near to the object as possible when one 

is ready to lift it, bending at the hips and knees with 

the buttocks out. If the object is really heavy, one may 

wish to place one leg on the floor and the other bent 

at a straight angle in front of them.

3. Maintain proper posture as one begin to lift 

upward. To do so, one should keep their back 

straight, chest out, and shoulders back while 

gazing straight ahead.

4. By straightening one's hips and knees, slowly 

elevate the thing (not the back). As one rises, 

they should extend their legs and exhale. Lift 

the heavy object without twisting the body 

or bending forward.

5. Do not lift bending forward.

6. Hold the load close to the body.
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Table 5.1.1 Techniques for li�ing he vy objects

 
3Source:hps://ww .braceability.ccom/blogs/arcles/7-prop-heavavy-li�i�ech�i�ues

5.1.7 Safe Handling of Tools

7. Never lift heavy objects above the shoulder

8. Use the feet (not the body) to change direction, 

taking slow, small steps. 

9. Set down the heavy object carefully, squatting with 

the knees and hips only.

Workers should be trained on how to use tools safely. When tools are misplaced or handled incorrectly 
by workers, they can be dangerous. The following are some suggestions from the National Safety Council 
for safe tool handling when they are not in use:

Ÿ Never carry tools up or down a ladder in a way that makes it difficult to grip them. Instead of being 
carried by the worker, tools should be lifted up and down using a bucket or strong bag.

Ÿ Tools should never be tossed but should be properly passed from one employee to the next. Pointed 
tools should be passed with the handles facing the receiver or in their carrier.

Ÿ When turning and moving around the workplace, workers carrying large tools or equipment on their 
shoulders should pay particular attention to clearances.

Ÿ Pointed tools such as chisels and screwdrivers should never be kept in a worker's pocket. They can be 
carried in a toolbox, pointing down in a tool belt or pocket tool bag, or in hand with the tip always 
held away from the body.

Ÿ Tools should always be stored while not in use. People below are put in danger when tools are left 
sitting around on an elevated structure, such as a scaffold. In situations when there is a lot of 
vibration, this risk increases.

Injury Protecton  

 
Head Injury 
Protecton  

 

 

 
Foot and Leg 
Injury Protecton

 

 

 

 Eye and Face 
Injury Protecton

 

 

5.1.8 Personal Protecve Equipment

PPE used for protecon fom the following injuries are:

  

Protecton  PPE  

 

 

 

 
 

Personal protective equipment, or "PPE," is equipment worn to reduce exposure to risks that might 

result in significant occupational injuries or illnesses. Chemical, radiological, physical, electrical, 

mechanical, and other job dangers may cause these injuries and diseases.

Falling or flying objects, stationary 

objects, or contact with electrical wires 

can cause impact, penetration, and 

electrical injuries. Hard hats can 

protect one's head from these injuries. 

A common electrician's hard hat is 

shown in the figure below. This hard 

hat is made of nonconductive plastic 

and comes with a set of safety goggles.

 In addition to foot protection and 

safety shoes, leggings (e.g., leather) 

can guard against risks such as falling 

or rolling objects, sharp objects, wet 

and slippery surfaces, molten 

metals, hot surfaces, and electrical 

hazards.

Spectacles, goggles, special helmets 

or shields, and spectacles with side 

shields and face shields can protect 

against the hazards of flying 

fragments, large chips, hot sparks, 

radiation, and splashes from molten 

metals. They also offer protection 

from particles, sand, dirt, mists, 

dust, and glare.
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3Source:hps://ww .braceability.ccom/blogs/arcles/7-prop-heavavy-li�i�ech�i�ues
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Table 5.1.2. Personal protecve equipment

Hearing protection can be obtained by 

wearing earplugs or earmuffs. High 

noise levels can result in permanent 

hearing loss or damage, as well as 

physical and mental stress. Self-

forming earplugs composed of foam, 

waxed cotton, or fibreglass wool 

usually fit well. Workers should be 

fitted for moulded or prefabricated 

earplugs by a specialist.

Hand protection will aid workers who 

are exposed to dangerous substances 

by skin absorption, serious wounds, or 

thermal burns. Gloves are a frequent 

protective clothing item. When 

working on electrified circuits, 

electricians frequently use leather 

gloves with rubber inserts. When 

stripping cable with a sharp blade, 

Kevlar gloves are used to prevent cuts.

Workers must protect their entire 

bodies from risks such as heat and 

radiation. Rubber, leather, synthetics, 

and plastic are among the materials 

used in whole-body PPE, in addition to 

fire-retardant wool and cotton. 

Maintenance staff who operate with 

high-power sources such as 

transformer installations and motor-

control centres are frequently obliged 

to wear fire-resistant clothes.

Notes  
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 5. Wet Chemical: Wet chemical extinguishers are designed to put out fires 

that are classified as class F. They are successful because they can put out 

extremely high-temperature fires, such as those caused by cooking oils 

and fats.

Notes  
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UNIT 5.3: First Aid

5.3.1 First Aid

Unit Objecves

5.3.2 Need for First Aid at the Workplace

By the end of this unit, participants will be able to:

 1. Explain how the administer appropriate first aid to victims in case of bleeding, burns, choking, 

electric shock, poisoning 

 2.  Explain how to administer first aid to victims in case of a heart attack or cardiac arrest due to 

electric shock.

First aid is the treatment or care given to someone who has sustained an injury or disease until more 

advanced care can be obtained or the person recovers.

The aim of first aid is to:

Ÿ Preserve life

Ÿ Prevent the worsening of a sickness or injury

Ÿ If at all possible, relieve pain

Ÿ Encourage recovery

Ÿ Keep the unconscious safe.

First aid can help to lessen the severity of an injury or disease, and in some situations, it can even save 

a person's life.

Ÿ In the workplace, first aid refers to providing immediate care and life support to persons who have 

been injured or become unwell at work.

Ÿ Many times, first aid can help to lessen the severity of an accident or disease.

Ÿ It can also help an injured or sick person relax. In life-or-death situations, prompt and appropriate 

first aid can make all the difference.

5.3.2 Need for First Aid at the Workplace

Steps to keep cuts clean and prevent infeconsand scars:

5.3.3 Treang Minor Cuts and Scapes

5.3.4 Heart Atack

In the workplace, first aid refers to providing immediate care and life support to persons who have 

been injured or become unwell at work.

Many times, first aid can help to lessen the severity of an accident or disease.

It can also help an injured or sick person relax. In life-or-death situations, prompt and appropriate first 

aid can make all the difference.

Ÿ  Wash Hands: Wash hands first with soap and water to avoid introducing bacteria into the cut and 

causing an infection. One should use the hand sanitiser if one is on the go.

Ÿ Stop the bleeding: Using a gauze pad or a clean towel, apply pressure to the wound. For a few 

minutes, keep the pressure on.

Ÿ Clean Wounds: Once the bleeding has stopped, clean the wound by rinsing it under cool running 

water or using a saline wound wash. Use soap and a moist washcloth to clean the area around the 

wound. Soap should not be used on the cut since it may irritate the skin. Also, avoid using hydrogen 

peroxide or iodine, as these may aggravate the wound.

Ÿ Remove Dirt: Remove any dirt or debris from the area. Pick out any dirt, gravel, glass, or other 

material in the cut with a pair of tweezers cleaned with alcohol.

When the blood flow carrying oxygen to the heart is blocked, a heart attack occurs. The heart muscle 

runs out of oxygen and starts to die.

Symptoms of a heart attack can vary from person to person. They may be mild or severe. Women, 

older adults, and people with diabetes are more likely to have subtle or unusual symptoms.

Symptoms in adults may include:

Ÿ  Changes in mental status, especially in older adults.

Ÿ  Chest pain that feels like pressure, squeezing, or fullness. The pain is most often in the centre of the 

chest. It may also be felt in the jaw, shoulder, arms, back, and stomach. It can last for more than a 

few minutes or come and go.

Ÿ Cold sweat.

Ÿ Light-headedness.

Ÿ Nausea (more common in women).

Ÿ Indigestion.
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Ÿ Vomiting.

Ÿ Numbness, aching or tingling in the arm (usually the left arm, but the right arm may be affected 

alone, or along with the left).

Ÿ Shortness of breath

Ÿ Weakness or fatigue, especially in older adults and in women.

First Aid for Heart Attack

If one thinks someone is experiencing a heart attack, they should:

Ÿ Have the person sit down, rest, and try to keep calm.

Ÿ Loosen any tight clothing.

Ÿ Ask if the person takes any chest pain medicine, such as nitro-glycerine for a known heart condition, 

and help them take it.

Ÿ If the pain does not go away promptly with rest or within 3 minutes of taking nitro-glycerine, call for 

emergency medical help.

Ÿ If the person is unconscious and unresponsive, call 911 or the local emergency number, then begin 

CPR.

Ÿ If an infant or child is unconscious and unresponsive, perform 1 minute of CPR, then call 911 or the 

local emergency number.

Notes  
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UNIT 5.4: Waste Management

By the end of this unit, parcipants will be able to:

2.  List the common sources of polluonand ways to minimize them.

3.  Elaborate on electronic waste disposal procedures.

1.  Describe the concept of waste management and methods of disposing of hazardous waste.

5.4.1. Waste Management and Methods of Waste Disposal

Unit Objecves

5.4.2 Methods of Waste Management

 

The collection, disposal, monitoring, and processing of waste materials is known as waste 

management. These wastes affect living beings' health and the environment. For reducing their effects, 

they have to be managed properly.  The waste is usually in solid, liquid or gaseous form. 

The importance of waste management is:

Waste management is important because it decreases waste's impact on the environment, health, and 

other factors. It can also assist in the reuse or recycling of resources like paper, cans, and glass. The 

disposal of solid, liquid, gaseous, or dangerous substances is the example of waste management.

When it comes to trash management, there are numerous factors to consider, including waste disposal, 

recycling, waste avoidance and reduction, and garbage transportation. Treatment of solid and liquid 

wastes is part of the waste management process. It also provides a number of recycling options for 

goods that aren't classified as garbage during the process.

Non-biodegradable and toxic wastes, such as radioactive remains, can cause irreversible damage to the 

environment and human health if they are not properly disposed of. Waste disposal has long been a 

source of worry, with population increase and industrialisation being the primary causes. Here are a 

few garbage disposal options.

 1.  Landfills: The most common way of trash disposal today is to throw daily waste/garbage into 

landfills. This garbage disposal method relies on burying the material in the ground.

 2. Recycling: Recycling is the process of transforming waste items into new products in order to 

reduce energy consumption and the use of fresh raw materials. Recycling reduces energy 

consumption, landfill volume, air and water pollution, greenhouse gas emissions, and the 

preservation of natural resources for future use.

 3. Composting: Composting is a simple and natural bio-degradation process that converts organic 

wastes, such as plant remnants, garden garbage, and kitchen waste, into nutrient-rich food for 

plants.

 4. Incineration:  Incineration is the process of combusting garbage. The waste material is cooked to 

extremely high temperatures and turned into materials such as heat, gas, steam, and ash using this 

technology.

 1. Recyclable Waste: The waste which can be reused or recycled further is known as recyclable waste.

 2. Non-recyclable Waste: The waste which cannot be reused or recycled is known as non-recyclable 

waste. Polythene bags are a great example of non-recyclable waste. 

 3. Hazardous Waste: The waste which can create serious harm to the people and the environment is 

known as hazardous waste. 

5.4.3 Recyclable, Non-Recyclable and Hazardous Waste 

5.4.4 Sources of Polluon
Pollution is defined as the harm caused by the presence of a material or substances in places where 

they would not normally be found or at levels greater than normal. Polluting substances might be in 

the form of a solid, a liquid, or a gas.

Ÿ Point source of pollution: Pollution from a point source enters a water body at a precise location 

and can usually be identified. Effluent discharges from sewage treatment plants and industrial sites, 

power plants, landfill sites, fish farms, and oil leakage via a pipeline from industrial sites are all 

potential point sources of contamination.

 Point source pollution is often easy to prevent since it is feasible to identify where it originates, and 

once identified, individuals responsible for the pollution can take rapid corrective action or invest in 

longer-term treatment and control facilities.

Ÿ  Diffuse source of pollution: As a result of land-use activities such as urban development, amenity, 

farming, and forestry, diffuse pollution occurs when pollutants are widely used and diffused over a 

large region. These activities could have occurred recently or in the past. It might be difficult to 

pinpoint specific sources of pollution and, as a result, take rapid action to prevent it because 

prevention often necessitates significant changes in land use and management methods.

Pollution Prevention

Pollution prevention entails acting at the source of pollutants to prevent or minimise their production. 

It saves natural resources, like water, by using materials and energy more efficiently.
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UNIT 5.4: Waste Management

By the end of this unit, parcipants will be able to:

2.  List the common sources of polluonand ways to minimize them.

3.  Elaborate on electronic waste disposal procedures.

1.  Describe the concept of waste management and methods of disposing of hazardous waste.

5.4.1. Waste Management and Methods of Waste Disposal

Unit Objecves

5.4.2 Methods of Waste Management

 

The collection, disposal, monitoring, and processing of waste materials is known as waste 

management. These wastes affect living beings' health and the environment. For reducing their effects, 

they have to be managed properly.  The waste is usually in solid, liquid or gaseous form. 

The importance of waste management is:

Waste management is important because it decreases waste's impact on the environment, health, and 

other factors. It can also assist in the reuse or recycling of resources like paper, cans, and glass. The 

disposal of solid, liquid, gaseous, or dangerous substances is the example of waste management.

When it comes to trash management, there are numerous factors to consider, including waste disposal, 

recycling, waste avoidance and reduction, and garbage transportation. Treatment of solid and liquid 

wastes is part of the waste management process. It also provides a number of recycling options for 

goods that aren't classified as garbage during the process.

Non-biodegradable and toxic wastes, such as radioactive remains, can cause irreversible damage to the 

environment and human health if they are not properly disposed of. Waste disposal has long been a 

source of worry, with population increase and industrialisation being the primary causes. Here are a 

few garbage disposal options.

 1.  Landfills: The most common way of trash disposal today is to throw daily waste/garbage into 

landfills. This garbage disposal method relies on burying the material in the ground.

 2. Recycling: Recycling is the process of transforming waste items into new products in order to 

reduce energy consumption and the use of fresh raw materials. Recycling reduces energy 

consumption, landfill volume, air and water pollution, greenhouse gas emissions, and the 

preservation of natural resources for future use.

 3. Composting: Composting is a simple and natural bio-degradation process that converts organic 

wastes, such as plant remnants, garden garbage, and kitchen waste, into nutrient-rich food for 

plants.

 4. Incineration:  Incineration is the process of combusting garbage. The waste material is cooked to 

extremely high temperatures and turned into materials such as heat, gas, steam, and ash using this 

technology.

 1. Recyclable Waste: The waste which can be reused or recycled further is known as recyclable waste.

 2. Non-recyclable Waste: The waste which cannot be reused or recycled is known as non-recyclable 

waste. Polythene bags are a great example of non-recyclable waste. 

 3. Hazardous Waste: The waste which can create serious harm to the people and the environment is 

known as hazardous waste. 

5.4.3 Recyclable, Non-Recyclable and Hazardous Waste 

5.4.4 Sources of Polluon
Pollution is defined as the harm caused by the presence of a material or substances in places where 

they would not normally be found or at levels greater than normal. Polluting substances might be in 

the form of a solid, a liquid, or a gas.

Ÿ Point source of pollution: Pollution from a point source enters a water body at a precise location 

and can usually be identified. Effluent discharges from sewage treatment plants and industrial sites, 

power plants, landfill sites, fish farms, and oil leakage via a pipeline from industrial sites are all 

potential point sources of contamination.

 Point source pollution is often easy to prevent since it is feasible to identify where it originates, and 

once identified, individuals responsible for the pollution can take rapid corrective action or invest in 

longer-term treatment and control facilities.

Ÿ  Diffuse source of pollution: As a result of land-use activities such as urban development, amenity, 

farming, and forestry, diffuse pollution occurs when pollutants are widely used and diffused over a 

large region. These activities could have occurred recently or in the past. It might be difficult to 

pinpoint specific sources of pollution and, as a result, take rapid action to prevent it because 

prevention often necessitates significant changes in land use and management methods.

Pollution Prevention

Pollution prevention entails acting at the source of pollutants to prevent or minimise their production. 

It saves natural resources, like water, by using materials and energy more efficiently.
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5.4.5 Electronic Waste

 

Pollution prevention includes any practice that: 

Ÿ Reduces the amount of any hazardous substance, pollutant, or contaminant entering any waste 

stream or otherwise released into the environment (including fugitive emissions) prior to recycling, 

treatment, or disposal; 

Ÿ Reduces the hazards to public health and the environment associated with the release of such 

substances, pollutants, or contaminants (these practices are known as "source reduction");

Ÿ Improved efficiency in the use of raw materials, energy, water, or other resources, or Conservation 

is a method of safeguarding natural resources.

Ÿ Improvements in housekeeping, maintenance, training, or inventory management; equipment or 

technology adjustments; process or method modifications; product reformulation or redesign; raw 

material substitution; or improvements in housekeeping, maintenance, training, or inventory 

control.

Lead, cadmium, beryllium, mercury, and brominated flame retardants are found in every piece of 

electronic waste. When gadgets and devices are disposed of illegally, these hazardous compounds are 

more likely to contaminate the earth, pollute the air, and leak into water bodies.

When e-waste is dumped in a landfill, it tends to leach trace metals as water runs through it. The 

contaminated landfill water then reaches natural groundwater with elevated toxic levels, which can be 

dangerous if it reaches any drinking water bodies. Despite having an environmentally benign approach, 

recycling generally results in international shipment and dumping of the gadgets in pits.

Some eco-friendly ways of disposing of e-waste are:

Ÿ  Giving back the e-waste to the electronic companies and drop-off points

Ÿ Following guidelines issued by the government

Ÿ Selling or donating the outdated technology-based equipment

Ÿ Giving e-waste to a certified e-waste recycler

Exercise

1. Name all five types of fire extinguishers.

2. Explain PPE in brief. 

3. List the common workplace hazards. 

4. Fill in the blacks:

 i. A "_________ sign" is a safety sign that prohibits behaviour that is likely to endanger one's health 

or safety.

 ii. ____________ entails acting at the source of pollutants to prevent or minimise their production.

 iii. __________ is the treatment or care given to someone who has sustained an injury or disease 

until more advanced care can be obtained or the person recovers.

 iv. The threats caused by biological agents like viruses, bacteria, animals, plants, insects and also 

humans, are known as ________________.

 v. The workplace has to be administered as per the rules of the ___________________.
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5.4.5 Electronic Waste

 

Pollution prevention includes any practice that: 

Ÿ Reduces the amount of any hazardous substance, pollutant, or contaminant entering any waste 

stream or otherwise released into the environment (including fugitive emissions) prior to recycling, 

treatment, or disposal; 

Ÿ Reduces the hazards to public health and the environment associated with the release of such 

substances, pollutants, or contaminants (these practices are known as "source reduction");

Ÿ Improved efficiency in the use of raw materials, energy, water, or other resources, or Conservation 

is a method of safeguarding natural resources.

Ÿ Improvements in housekeeping, maintenance, training, or inventory management; equipment or 

technology adjustments; process or method modifications; product reformulation or redesign; raw 

material substitution; or improvements in housekeeping, maintenance, training, or inventory 

control.

Lead, cadmium, beryllium, mercury, and brominated flame retardants are found in every piece of 

electronic waste. When gadgets and devices are disposed of illegally, these hazardous compounds are 

more likely to contaminate the earth, pollute the air, and leak into water bodies.

When e-waste is dumped in a landfill, it tends to leach trace metals as water runs through it. The 

contaminated landfill water then reaches natural groundwater with elevated toxic levels, which can be 

dangerous if it reaches any drinking water bodies. Despite having an environmentally benign approach, 

recycling generally results in international shipment and dumping of the gadgets in pits.

Some eco-friendly ways of disposing of e-waste are:

Ÿ  Giving back the e-waste to the electronic companies and drop-off points

Ÿ Following guidelines issued by the government

Ÿ Selling or donating the outdated technology-based equipment

Ÿ Giving e-waste to a certified e-waste recycler

Exercise

1. Name all five types of fire extinguishers.

2. Explain PPE in brief. 

3. List the common workplace hazards. 

4. Fill in the blacks:

 i. A "_________ sign" is a safety sign that prohibits behaviour that is likely to endanger one's health 

or safety.

 ii. ____________ entails acting at the source of pollutants to prevent or minimise their production.

 iii. __________ is the treatment or care given to someone who has sustained an injury or disease 

until more advanced care can be obtained or the person recovers.

 iv. The threats caused by biological agents like viruses, bacteria, animals, plants, insects and also 

humans, are known as ________________.

 v. The workplace has to be administered as per the rules of the ___________________.
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Annexure - QR Code

Chapter No. Unit No. Topic Name Page No. QR Code(s) URL

1. Introduction and 
Fundamentals (Bridge 
Module)

1.1. Roles and 
Responsibilities

1.1. Roles and 
Responsibilities

40

https://www.youtube.com/
watch?v=SXi87kfaONM

1.2. Introduction - Mobile 
Phone

1.2.6 Mobile Opearting 
Systems OS

https://www.youtube.com/
watch?v=MMyMB4zm9so

1.3- Basic of Mobile Phone 
Hardware

1.3.1. Mobile Phone 
Hardware Module

https://www.youtube.com/
watch?v=¦U6kY4gTuc

1.3.2. Mobile Phone 
Accessories

https://www.youtube.com/
watch?v=AcJe9M9Drhk

1.4- Tools, Equipments 
and Consumables

1.4.2. Solder Wire https://www.youtube.com/
watch?v=4Spxz7IKyKI

1.4.3. Soldering Paste https://www.youtube.com/
watch?v=rb57D-5VJmE

1.4.4. PCB Stand https://www.youtube.com/
watch?v=qDJPD9YOS0c

1.4.5. PCB Cleaner https://www.youtube.com/
watch?v=gehA_qMF5o4

1.4.6. Ultrasonic Cleaner https://www.youtube.com/
watch?v=kBtMCRsdpho
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