Communication

Introduction to Business Communication

Communication

It is derived from the greek word  “communicare” or “communico” which means “to share”

· Community implies a group of people living in one place

Communications is the process of sending & receiving messages. 
OR
It is the process of exchanging information, ideas, data & opinions


· It Involves transmission and reception of messages.

· It involves people


Effective Communication – Happens when you transmit meaning –relevant meaning- to your audience


Business


Any legal activity undertaken for the sake of generating profit & satisfaction is called business

OR

It is the activity of making, buying, selling or supplying of goods & services for money




Business Communication

Communication that facilitates business deals/activities in & outside the organization.



Effective Business Communication

Communication  that is used within the formal business environment and produces desired results and outputs


Features

· Two-way Process.
· Information sharing & understanding.
· Verbal & Non-Verbal.
· Circular Flow.
· Goal oriented.
· Continuous Process.
· Pervasive Activity.


Lets have a look at few terms

Interpersonal communication
Intra personal Communication
Inter group communication
Intra group communication

Levels of communication 









Importance of Effective communication





Importance of Effective communication in an Organization
Internal Communication integrates the managerial function:

· planning
· organizing
· staffing
· leading
· controlling

2. External Communication :

	Micro Level 
	Macro Level 

	customer 
	Technological 

	supplier 
	Political 

	stockholders 
	Economic 

	distributor 
	Socio Cultural 

	competitor 
	Legal 







Elements of Business Communication

· Sender or Communicator.
· Encoding.
· Message.
· Communication Channel.
· Receiver
· Decoding
· Feedback


Sender or Communicator.

As the source of the message, sender need to be clear about why s/he communicating, and what they want to communicate. One also need to be confident that the information one is communicating is useful and accurate.

Encoding

This is the process of transferring the information that sender wants to communicate into a form that can be sent and correctly decoded at the other end. The success in encoding depends partly on sender’s ability to convey information clearly and simply

A key part of this is knowing your audience: Failure to understand who you are communicating with will result in delivering messages that are misunderstood

The sender encodes the information to be transmitted by translating it into a series of symbols or gestures

Message
The message is the information that is to be communicated. It is the physical form into which the sender encodes the information.
For eg.
When we speak, the speech is the message. When we write, writing is the message


Communication Channel
Channel is a medium through which message is communicated. Following are the  channels:


	Verbal Channels 
	Non Verbal Channels 
	Written Channels 

	Face to Face meetings
	Touch 
	Letters

	Telephonic
	Facial Expression 
	Email 

	VC
	Body Language 
	Memos/Reports

	Speeches 
	Tone of Voice 
	Fax 





Different channels have different strengths and weaknesses. For example, it's not particularly effective to give a long list of directions verbally, while you'll quickly cause problems if you give someone negative feedback using email.

Receiver
Your message is delivered to individual members of your audience. 

Decoding
Just as successful encoding is a skill, so is successful decoding (involving, for example, taking the time to read a message carefully, or listen actively to it.) Just as confusion can arise from errors in encoding, it can also arise from decoding errors. This is particularly the case if the decoder doesn't have enough knowledge to understand the message.

Feedback
It is the response of the receiver to the message. It can be verbal and nonverbal reactions to your communicated message. A feedback is desirable because it helps the sender find out if the receiver has correctly interpreted the message

CONTEXT
The situation in which your message is delivered is the context. This may include the surrounding environment or broader culture (corporate culture, international cultures, and so on).


NOISE
In transmitting the message & receiving feedback, the message may be disrupted by noise. Any factor that disrupts, distorts or interferes with the receiver’s ability to receive the message is called noise.



Communication – Types


A. 
Internal Communication.
Exchange of information & ideas within 
an organization.

External Communication.
Touch with the External Environment.
Handling Competition.
Public Relations.

B. 
Formal (Follow Lines of Authority)
Informal


Communication Direction


· Main function is to supply information to the upper levels about what is happening at lower levels


· Essentially participative in nature and can flourish only in democratic organizational environment


Lateral/ Horizontal Communication

Communication between two or more persons who are subordinates working under the same person or on the same level

Main objective is developing teamwork and promoting group coordination within an organization

More casual in tone and occurs more frequently

Saves time and facilitates cooperation

Carried out through informal discussions, management gossip, telephone calls, teleconferencing, memos, routine meetings…



Diagonal/Crosswise/Spiral Communication 

Communication flowing between people belonging to different levels of hierarchy and having no direct reporting relationship

Is the result of growing realization of fraternity and equality in corporate sector.

Used generally to quicken the information flow, improve understanding 
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Grapevine



Informal channels transmit official news through unofficial and informal communicative interactions known as grapevine.

Includes teatime gossip, casual gatherings, lunch time meetings..

Such channels are more active in organizations which are not transparent



Non Verbal Communication


Non-verbal communication consists of all the messages other than words that are used in communication.

In oral communication Information is conveyed as words, tone of voice, and body language.

1. Kinesics (kin-iss-icks)

· Facial expressions
· Eye Contact
· Body Language
· Gesture
· Posture
· Touch


Facial Expression

A facial expression results from one or more motions or positions of the muscles of the face.
Seven universally recognized emotions shown through facial expressions: fear, anger, surprise, contempt, disgust, happiness, and sadness.


Eye Contact

· Cultural Differences
· Eye Cues
· Communicating attention
· Facilitating learning
· Duration
· Shyness

Body Language

Gesture

Haptics (Study of communication through touch)

Posture

Movement


Kinds of Kinesics

· Emblems (Represent ideas or icons through visual images)

· Illustrators (Movements of hands and arms to suggest the size or shape of something or to suggest frequency or speed)

· Affect Displays (indicators of emotions)

· Regulators (Non verbal cues that controls flow of communication) 


2. Paralanguage & vocal interferences

Paralanguage refers to the non-verbal elements of communication used to modify meaning and convey emotion. 

Paralanguage consists of all the sound levels, tone variations and inflections that you use; how fast you speak, how loud you speak and how often you use fillers


Tone – Gentle, persuasive, appreciative, sarcastic, angry.
Eg. What an excellent drawing !

2. Pitch

3. Speed of delivery

4. Pauses

5. Speech breakers - “uh,’’ “um” or “you know”

6. Stress 

People who consistently speak too loudly are perceived as aggressive.

People who speak too softly are believed to be shy and timid.

 The use of too many filler words projects that the speaker is unprepared or not knowledgeable. 


3. Spatial Usage

Proxemics  - The study of space between interacting parties


	DISTANCE 
	ZONE 
	PARTIES 

	0-18 Inches (45 cm appx.) 
	Intimate zone 
	Family members, close relatives, very selected friends. 

	18’’- 4 ft (45cm – 1.2m appx.) 
	Friendly zone 
	Informal business gatherings 

	4 ft – 10 ft 
	Social zone 
	Formal interactions 

	> 10 ft 
	Public zone 
	Public gatherings 





4. Self Presentation cues
Physical Appearance
Chronemics – Study of time


Appearance
When you are speaking to one person face to face, Personal Appearance and Appearance of your surrounding convey non verbal message.

Personal Appearance
Clothing, hairstyle, neatness, jewelry, cosmetics, body size 

Appearance Of Surrounding
Room size, location, furnishings, machines, architecture, wall decoration, lighting and the other related features wherever people communicate.

Effect on written messages
The format, neatness, and language of written message sends a non verbal message to the reader




CULTURAL INFLUENCES


Non verbal signals vary form culture to culture
In the United States it is a symbol for good job
In Germany the number one
In Japan the number five
In Ghana an insult
In Malaysia the thumb is used to point rather than a finger


Purpose/Objectives of Communication

· Exchange of Information.
· Build Goodwill and Image
· Build Relationship & self esteem
· Advice & Counseling.
· Persuasion.
· Suggestion.
· Education.
· Motivation.
· Warning.


Importance of Communication 

· Facilitates Planning.
· Helps in Decision-making.
· Brings Co-ordination.
· Facilitates Better Administration.
· Creation of Mutual Trust & Confidence.
· Motivation Of Employees.
· Building Higher Employees Morale.
· Binding Force.
· Facilitates Effective Control.


When We talk about “ Effective Communication” one thing that comes in mind, what are the basic principles of “effective communication” . 

These principles tells us how your message  can becomes effective for your target group, 

These principles also tell about style and importance of the message.

These principles commonly known as 7 C’s of effective communication.

The seven Cs



1.Completeness 

2.Conciseness 

3.Clarity

4.Correctness 

5.Consideration 

6.Courtesy 

7.Concreteness

1.Completeness 

Every communication must be complete and adequate.
Incomplete messages keep the receiver guessing, create misunderstanding and delay actions.
Every person should, therefore, be provided with all the required facts and figures.


For example, when factory supervisor instructs workers to produce, he must specify the exact size, shape, quality and cost of the product. Any assumptions behind the messages should also be clarified. 
While answering a letter, all the questions raised in the letter must be replied.
Five W’s
One way to make your message complete is to answer the five W’s.
WHO?
WHAT?
WHEN?
WHERE?
WHY?
The five question method is useful when you write requests, announcements, or other informative messages.

For instance, to order (request) merchandise, make clear WHAT you want, WHEN u need it, WHERE it is to be sent
2.Conciseness 

In business communication, you should be brief and be able to say whatever you have to say in fewest possible words without sacrificing the other C qualities. Conciseness is desired because of the following benefits: 

A concise message saves time and expense for both sender and receiver.
Conciseness contributes to emphasis; by eliminating unnecessary words, you let important ideas stand out.

How To achieve Conciseness ?
For achieving the conciseness  you have to consider  the following.
Avoid wordy expression For eg. use “Now” instead of “At this time”
Include only relevant material – Stick to the Purpose
Avoid unnecessary repetition.


3.Clarity

Clarity means getting your message across so the receiver will understand what you are trying to convey.

You want that person to interpret your words with the same meaning you have in mind.




Example of clarity of thought
If a supervisor wants to warn the workers regarding an area where smoking is prohibited(because of presence of inflammable material) then what would be the appropriate manner?

A poster showing a cross mark on a lighted cigarette.
Notice near the stored material or on the notice board.
Clarity of Expression

1.Choose short, familiar, conversational words.
2.Construct effective sentences and paragraphs.
3.Achieve appropriate readability.
4.Include examples, illustrations, and other visual aids, when desirable.



Bad Example

Hi Varun,

I wanted to write you a quick note about Arun, who's working in your department. He's a great asset, and I'd like to talk to you more about him when you have time.

Best,
Neha
What is this email about?
Good Example
Let's see how we could change this email to make it clear.

Hi Varun,

I wanted to write you a quick note about Karan Kapoor, who's working in your department. In recent weeks, he has helped the IT department through several pressing deadlines on his own time.
We have got a tough upgrade project that has to be completed within next 3 months, and his knowledge and skills would prove invaluable. Could we please have his help with this work?
I would  appreciate speaking with you about this. When is it best to call you to discuss this further?

Best wishes,
Neha


4. Correctness 
The term correctness as applied to business messages means right level of language and accuracy of facts, figures and words.
 If the information is not correctly conveyed, the sender will lose credibility.
Transmission of incorrect information to superiors will vitiate decision making process.
 Transmission of incorrect information to outsiders will spoil the public image of the firm.
To convey correct messages, grammatical errors should also be avoided.
You should not transmit any message unless you are absolutely sure of its correctness.




5. Consideration 

Consideration means – To consider the receiver’s Interest/Intention.

It is very important in effective communication while writing a message you should always keep in mind your target group
Three specific ways to indicate consideration
Focus on “you” instead of “I” or “We”

Eg. Instead of writing “I want to express my sincere thanks for the good words….”  one should write
“thank you for your kind words”

Show audience benefit or interest of the receiver

Emphasize positive, pleasant facts.


6. Courtesy

Knowing your audience allows you to use statements of courtesy

Appling socially accepted manners is a form of courtesy . Eg. Namaste

Courteous messages help to strengthen present business friendships, as well as make new friends. 
 1. Courtesy stems from sincere you-attitude.
2.  It is not merely politeness with mechanical insertions of "please's" and "thank-you'd." 
3. To be courteous, considerate communicators should follow these suggestions regarding tone of the communications.
 
• Be sincerely tactful, thoughtful, and appreciative. 
• Omit expressions that irritate, hurt, or belittle. 
• Grant and apologize good-naturedly.



7. Concreteness

Communicating concretely means being specific, definite, and vivid rather than vague and general.
The following guidelines should help you compose concrete, convincing messages:

Use specific facts and figures.
Put action in your verbs.
Choose vivid, image-building words. 

e.g
General
He is very intelligent student of class and stood first in the class
Concrete
Ram scored 85% in his Graduation and he stood first in his college.



Barriers to Communication


Anything that obstructs free flow of communication is called “noise” or “barrier” to communication.

1. Physical barriers
2. Semantic barriers
3. Socio-psychological Barriers.
4. Organizational barriers
5. Personal Barriers.
6. Body language barriers
7. Cultural barriers


· 
Physical barriers

Noise – loud noise of machine, interference by loudspeaker, illegible handwriting, poor telephone connections etc.

Time & Distance

Information Overload

Breakdown in channel



Semantic barriers

Unclear Message
· Faulty Translation
· Specialist’s Language
· Use of Words with Different Meanings.
· Denotations  (literal meaning of a word) 
It just informs & names objects without indicating any positive or negative qualities. 
Eg: Table, book etc.
· Connotations (arouse qualitative judgments & personal reactions)
· Eg: honest, noble, slow



Socio-psychological Barriers.

· Difference in Attitudes & opinions
· Emotions
· Inattention
· Closed Minds
· Premature Evaluation.
· Resistance to Change
· Cultural Differences.


Organizational barriers
 
· Status Relationship
· One-Way Flow
· Organization Structure
· Rules & Regulations
· Distance Barriers
· Physical Barriers

Personal Barriers.

· Superiors’ Attitude
· Lack of Trust in Subordinates
· Insistence of proper Channel
· Ignoring Communication
· Filtering of Information
· Lack of Time
· Message Overload
· Subordinates Attitude
· Miscellaneous Barriers


Overcoming Barriers to Effective Communication/Gateways to Communication

· Two-way Channel.
· Mutual Trust.
· Clarity of Message.
· Timely Message.
· Consistency of Message.
· Good Relations.
· Feedback
· Empathetic Listening.
· Flexibility.




Principles of Effective Communication

· Speed
· Clarity
· Creation of Impression
· Two-way Traffic
· Credibility
· Content
· Completeness
· Capability
· Accuracy
· Economy
· Secrecy
· safety
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Importance


Organizational


Internal


External


Professional Development













Level one: Intrapersonal communication or the experience of the individual.


Level two: Interpersonal communication.


Level three: Group communication.


Level four: Organisational communication  (Internal and External)


Level five: Mass communication 
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