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SESSION 1 

 
EFFECTIVE COMMUNICATIONS IN BUSINESS 

 

Learning Objectives: Let Us Understand 
 

� Communication: meaning & importance in business 
� The Communication Process: elements & components 

� Characteristics of Communication – Oral and Writtens 
� Objectives of Communication in Business 
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Read this carefully before you attempt the pre-test. 
 

Alice and Her Friends in Communication Land 

 
Lewis Carroll's famous classics ‘Alice's Adventures in Wonderland’ and 
‘Through the Looking Glass’ are full with deep insights into effective 
communication. Here are some excerpts from the fables. Read on and 
look at the various strategies and characteristics of effective 
communication. 
 

1. Why the Cheshire cat is smiling? 

 
One day Alice came to a fork in the road and saw a Cheshire cat on a 
tree. “Which road do I take?” she asked. “Where do you want to go?” 
was his response. “I don't know”, Alice answered. “Then”, said the cat, 
“it doesn't matter”.  
 

Communications engages verbal, nonverbal and auditory signals. It 
occurs both intentionally and accidentally. The Cheshire cat suggests 
that without a plan and clearly defined set of goals, any 
communication will be equally fruitless. 
 
All too often, conversation engages the senses in purposeless chatter. 
Not only are these efforts ineffective, they are frequently disruptive 
and counterproductive. Focused, intentional exchanges have a purpose 
and predefined agenda.  
 

2. How the Queen assessed credibility 

 
"'There is no use trying”, said Alice; “one can't believe impossible 
things.” “I dare say, you haven't had much practice”, said the Queen. 
“When I was your age, I always did it for half an hour a day. Why, 
sometimes I've believed as many as six impossible things before 
breakfast.” 
 
By suspending judgment, listening and asking important questions, 
creativity expands the realms of possibility.  
 

3. What the Queen said about memory 
 

"It's a poor sort of memory that only works backwards." 
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Memory and imagination are intertwined. Listening and hearing set the 
foundation for projection. By careful attention to what has been said 
and through observation, perception can assign accurate meaning and 
apply logic to generate valid knowledge of the future. 
 

4. How the Caterpillar used questioning to connect 

 
“Who are you?” said the Caterpillar. This was not an encouraging 
opening for a conversation. Alice replied rather shyly, 'I -- I hardly 
know, sir, just at present -- at least I know who I was when I got up 
this morning, but I think I must have been changed several times 
since then.” 
 

Sometimes even the most basic of definitions may prove difficult. 
Problem solving and team efforts begin with mutual acceptance and 
common understandings.  
 

5. How the March Hare, the Mad Hatter and the Dormouse 
clear up confusion 

 
'You might just as well say, that 'I like what I get' is the same thing as 
'I get what I like!' 'You might just as well say,' added the Dormouse, 
who seemed to be talking in his sleep’ that’ I breathe when I sleep ‘is 
the same thing as ‘I sleep when I breathe”!  
 

The Mad Tea Party noted that although some things may sound 
similar, their meanings can be substantially different. Confusion is 
cleared up as language is used with care.  
 

6. What the Eaglet recommended for word selection 

 
‘Speak English!' said the Eaglet.’ I don't know the meaning of half 
those long words, and I don't believe you do either!' 
 

When speaking, the objective is to understand and making meaning 
common. Words should be selected with the audience in mind. 
Connection is made thoughtfully and deliberately.  
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Attempt the following questions and select the most applicable response by 
putting a (√). 
 
1. Without a plan and goals, any communication will be 
a. successful b. fruitless 
c. possible d. effective 
 
2. Alice clearly knew where she wanted to go 
a. True b. False 
c. Neither True nor False d. Not Applicable 
 
3. Communication is full of  
a. words b. visuals 
c. sounds  d. all three 
 
4. If some things sound similar, their meanings could be  
a. Entirely different b. Just the same 
c. Can’t say d. Meaningless 
 
5. The main objective of communication is to 
a. speaking b. informing 
c. understanding d. learning 
 
6. To be effective, Communication should be 
a. very good b. creative 
c.  powerful d. fluent 
 
7. Words should be selected keeping in mind the 
a. audience b. meaning 
c. spelling d. alphabets 
 
8. Intentional messages have a  
a. purpose b. thought 
c. feeling d. goal 
 
9. For understanding, it is important to first 
a. ask b. listen 
c. speak d. learn 
 
10. Communication occurs both 
a. intentionally and accidentally b. freely and forcefully 
c. suddenly and surprisingly d. none of these 
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Prologue: 
 

Most of us are born with the physical ability to talk. We talk and listen 
most of the times with everyone around us. However, we need to 
understand this act of just talking and listening in a broader 
perspective. Hence, communication is a learned skill. It means making 
our act more effective and result oriented. We all have to be aware of 
how to communicate effectively, especially when we are about to step 
in the corporate world. 
 
Communication - A learned skill: 

 
We learn basic communication skills by observing other people and 
modeling our behaviors based on what we see. We also are taught 
some communication skills directly through education, and by 
practicing those skills and having them evaluated. Communication as 
an academic discipline relates to all the ways we communicate, so it 
embraces a large body of study and knowledge. The communication 
discipline includes both verbal and nonverbal messages. 
 
1.1 Communication: Meaning in the Organizational Context 

 

The field of communication focuses on how people use messages to 
generate meanings within and across various contexts, cultures, 

channels, and media. The field promotes the effective and ethical 

practice of human communication. 

 
The ability to speak clearly, eloquently, and effectively has been recognized as the 
hallmark of an educated person since the beginning of recorded history. 

 

                                    Interaction 
 
 
                     Exchange of Ideas, Thoughts, Feelings  
 
English Word      derived            Latin Word                  Meaning 
Communication                     ‘Communicare’      ‘share’ or ‘participate’ 
 
1.2 Importance of Communication in an Organization: 

 
• The business environment is dynamic 
• Information is the lifeblood of business 

Person A 
Person B 
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• Information based systems such as MIS (Management 
Information System), DSS (Decision Support System) and SIS 
(Strategic Information System) all rest on communication 

• Ability to communicate makes the business fraternity most 
effective 

• Powerful concepts in management revolve around 
communication 

• People in organizations exchange information, ideas, plans, order 
needed supplies, make decisions, rules, proposals contracts and 
agreements. 

 

 
 
1.3 Types of Communication in Organizations: 
 
 Internal External 
Where Within the Company Outside the Company 
Why Address Company’s Concerns, 

Safety, Productivity, Job 
Satisfaction, Grievances, 
Absenteeism, Turnover, Profits 

Good Reputation and 
Business Success 

Who Employees, Internal 
Stakeholders 

External Stakeholders, 
Customers, Groups, 
Organizations, Publics 

How Downward, Upward, Horizontal Integrated 
Communication, Well 
Planned Communication 
Strategies 

Flow  Downward: From Management  Organization to Publics: 

 
Business 

 

 
Religious 

 

 
Social 

 

 
Athletic 

 

 
Professional 

 

 
Political 

 
Organization 
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to Employees: 
Clear job directions 
Safety rules 
Organizational Strategies 
Employee benefits 
Controversial issues 
Product, Company, Market 
Knowledge 
Management Decisions 
Motivation  

Social Accountability 
Concerns 
Public Image 
 

 Upward: From Employees to 
Management: 
Periodic Reports, Comments 
Suggestions, Opinions, 
Complaints, Problems 
Market Information, 
Competition 
Participate in decision making 

Special Interest Groups: 
Labor Unions, 
Environmental groups, 
Government, political 
action committees 
Other organizations  

 Horizontal: Between Peers: 
Solve problems, perform job 
duties, prepare for meetings 
and cooperate on important 
projects 

 

   
Medium Memos, Reports, Meetings, 

face-to-face discussions 
Well planned messages, 
tactful replies to 
comments and criticisms, 
free informative 
pamphlets, annual 
reports, image building 
interviews 

Technology Teleconferences, Video 
Conferences, E-mail, Intranet 

Media, Advertising, 
Corporate Films 

 
1.4 The Communication Process: 
 

• Communication is a ‘two-way’ process of exchanging ideas and 
information. 

• It involves the Sender, the transmission of a message through a 
selected channel and the Receiver. 
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• There are six components. These factors interact in the 
communication processes, affected by various conditions and 
decisions. 

 
The Components of Communication 

 
Context 

Sender-encoder 
Message 

Medium 
Receiver-decoder 

Feedback 

 
Component Element Medium 
Context  Includes country, culture, 

organization’s conventions and 
style for processing & 
communicating information 

 External Stimuli: 
Prompts us to send a 
message with a source 

Letter, memo, note, email, fax, 
telex, telephone call, meeting, 
conversations 

 Internal Stimuli: 
How we translate 
ideas into messages 

Based on our attitudes, opinions, 
emotions, past experiences, likes 
and dislikes, education, job 
status, confidence 

Sender-
Encoder 

Speaker or writer of 
message 
E.g.: Branch Manager 
explaining New 
Product Lines to Sales 
Force 

Symbols: words, graphics, 
pictures to convey the message 

Message Verbal Spoken Word, Written: 
Vocabulary, Numbers, Symbols 
in Organized Sentences, 
Language 

 Non Verbal Facial expressions, eye contact, 
tone of voice, body posture and 
motions, and positioning within 
groups. 
Appearance, Paralanguage 
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Medium Choice of medium is 
influenced by 
relationship between 
the sender and 
receiver, urgency of 
message, importance, 
number of receivers, 
costs and amount of 
information 

Email, written word, sound. 
Should we write or speak? 

Receiver-
Decoder 

Reader(s), Listener(s) Eyes, ears, non verbal factors, 
internal & external stimuli 

Feedback Clear understanding, 
Response  to message 

Verbal, non-verbal, action, 
silence 

 

1.5 Characteristics of Communication : 
 

Two-way Ongoing Giving, seeking, receiving Flow of messages 
Dynamic Goal 

oriented 
Inter disciplinary Science Action Oriented 

Ideas Emotions Thoughts, feelings Facts  
 
Based on research, the following describe the characteristics found in 
Oral and Written Media 
 
Oral Written 
Immediate Feedback Delayed Feedback 
Shorter sentences; shorter words Longer sentences; longer words 
Conversational More formal 
Focus on interpersonal relations Focus on content 
Prompt action Delayed action 
Less detailed technical information More detailed technical 

information 
More personal pronouns Fewer personal pronouns 
More local language More complex language 
Simpler constructions Useful for permanent record; 

detailed documentation 
More imperative, interrogative and 
exclamatory sentences 

Possibility of review 
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1.6 Objectives of Communication: 
 

• To Give and Receive Information 
 

Managers require up to date and accurate information for formulating 
plans and making decisions. 
 
Sources: Organizational Records, Books, Journals, Trade Publications, 
Market Survey, Government etc. 
Internal – production and sales data, potential of staff, qualifications, 
labor absenteeism and turnover, etc. 
External – market conditions, government policies, supplies, power 
etc. 
 

• To Provide Advice: 

 
Information is factual and neutral, whereas advice is opinionated and 
subjective. Advice may be given on personal or office matters. In 
complex business environment, advice is mostly confidential and 
informal manner with the purpose of helping managers and employees 
to improve performance. Effective advice is usually face to face, and 
both, man oriented and work oriented. 
 

• To Provide Counseling: 
 

Modern age is full of stress and strains. Counseling is an organized and 
specialized activity requiring professional expertise and objective 
approach. Face to face conversations with professional counselors, 
psychologists and doctors help management to improve their physical 
and mental health. 
 

• To Issue Orders and Instructions: 
 
To get things done, managers issue orders and instructions to 
subordinates. Order is a directive to do something and instructions 
indicate how to carry the order. 
 

• To Give Education and Training: 

 
Education involves formal communication over a long period to widen 
knowledge and skills. It can be provided to all levels of management, 
customers and publics. 
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• To Receive Suggestions: 

 
Suggestions flow upwards or downwards as feedback. Suggestions can 
be seeked by varied means from employees, managers, peers, 
customers, channel partners etc. 
 

• To Persuade People: 

 
Persuasion is the art of influencing opinions, attitudes and actions of 
people. It happens in following patters 
 
Managers   Employees  Best Efforts 
 
Sales persons  Customers                 Buy Products/Services 
 
Politicians  Public                      Vote 
 
 
 

• To Motivate People: 
 

Motivation is the process of inducing people to work hard to achieve 
organizational goals. Communication builds trust and security and 
creates a friendly environment. 
 
Epilogue: Now you know 

 

� Communication is a learned skill 
� Communication in life, especially in organizations should be 

effective 
� It is a two-way process 
� Deciding whether communication should be oral or written 

depends on situations 
� Communication is a process with several components 
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Worksheet for Continuous Learning: 
 

Here are a few dialogues. Can you guess the communication objectives 
for each situation? 
 
Manager: I would like to know, how many cartons of Coca Cola are 
sold in the last week. 
Subordinate: 5000 cartons in the western region and 3000 in the east. 
Here is the sales report 
Communication Objective: 
 

Patient: I have cough, cold and headache. 
Doctor: Here is the cough syrup and medicines. Please take rest for 
two days. 
Communication Objective: 
 

Employee: I work so hard, yet I can’t sell. 
Manager: I suggest, you take this new approach 
Communication Objective: 
 

Manager: Go to the market, meet customers and do the following. 
Employee: Sure 
Communication Objective: 
 

Employee: Our sales have gone up by 30% then last week 
Manager: Well done. Keep it up. Now you should aim at increasing 
sales by 20% more in the next week 
Communication Objective: 
 

Customer: How different is this appliance then the usual ones? 
Salesperson: You must install this to save more time and 20% energy. 
Communication Objective: 
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Test your key learning: 
1. Communication is a skill that can be 
a. a gift from God b. learned 
c. lacking d. difficult 
 
2. Very often, communication engages the senses in purposeless chatter 
a. True b. False 
c. Neither True nor False d. Not Applicable 
 
3. Communication between two people is an 
a. activity b. interaction 
c. effort d. art 
 
4. Information is the _____________ of business 
a. necessity b. reality 
c. essence d. lifeblood 
 
5. As a process, communication is 
a. two-way b. multidimensional 
c. single element d. complex 
 
6. _____________ prompts us to send a message 
a. Action b. Impulse 
c. External Stimuli d. Internal Stimuli 
 
7. __________ prompts us to translate ideas into a message 
a. internal stimuli b. confidence 
c. opinion d. external stimuli 
 
8. Select the communication media if you want to send instructions 

regarding usage of machine 
a. telephone b. internet 
c. face to face communication d. written instruction manual 
 
9. In the modern business world, communication is 
a. dynamic b. two way 
c. effective d. important 
 
10. Feedback from the receiver/listener means 
a. response to the message b. back answering 
c. sending back message d. thinking of the response 
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Answer Key: 

Here is the most applicable answer. The faculty can generate a discussion 
and explanation based on the answer. 
 
Pre – Test 
 
1 2 3 4 5 6 7 8 9 10 
B B D A C B A A B A 
 
Post – Test  
1 2 3 4 5 6 7 8 9 10 
B A B D A C A D A A 
 


