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  Preface



Welcome to “Communication for Professionals,” the second book in the Business Professionalism series by Anath Lee Wales. This book is crafted to enhance your understanding and proficiency in business communication, a critical skill in the modern professional landscape. This book aims to provide you with the essential skills, insights, and strategies needed to excel in the multifaceted world of professional communication.




In today’s fast-paced and interconnected business environment, effective communication is more crucial than ever. Whether you’re drafting a business proposal, delivering a presentation, or managing a team, your ability to communicate clearly and persuasively can significantly impact your success. This book is designed to be a valuable resource for professionals at all stages of their careers, offering practical guidance and expert advice to help you navigate the complexities of business communication.




PART ONE: INTRODUCTION TO BUSINESS COMMUNICATION

We begin with the fundamentals, exploring the core concepts of business communication. This section introduces the responsibilities of encoders and decoders, the distinction between medium and channel, and the common barriers to effective communication. You’ll learn strategies to overcome these barriers and understand the crucial role of feedback in the communication process. The final chapters in this part delve into the differences between verbal and non-verbal communication, providing a holistic view of the communication landscape.




PART TWO: STRUCTURING BUSINESS COMMUNICATION

The second part focuses on the structural aspects of communication within an organization. We discuss the lines of communication, the basics of effective messaging, audience analysis, and message structuring. These chapters are designed to help you build a solid foundation for clear and efficient communication in a business setting.




PART THREE: DEVELOPING A BUSINESS WRITING STYLE

Writing is a critical skill in business, and this section is dedicated to developing an effective business writing style. You’ll learn the roles of written communication, the elements of good writing, and how to create a communication checklist. By the end of this section, you’ll be equipped with the tools to craft compelling written messages that resonate with your audience.




PART FOUR: TYPES OF BUSINESS WRITING

Here, we delve into the various types of business writing you should master. From letters and memos to reports and emails, this section covers the formats, styles, and best practices for each type of communication. You’ll gain insights into positive and persuasive messages, managing report writing, and maintaining confidentiality and copyright compliance.




PART FIVE: WRITING FOR SPECIAL CIRCUMSTANCES

Special circumstances often require a tactful approach. This part addresses writing for specific situations, such as delivering bad news or crafting persuasive letters. You’ll explore the principles of tactful writing and learn strategies to handle sensitive communication effectively.




PART SIX: DEVELOPING ORAL COMMUNICATION SKILLS

Oral communication is another vital component of professional success. This section offers guidelines for effective oral communication, including planning, enhancing key components, and mastering speech delivery. You’ll also learn the principles of active listening and observation to improve your interpersonal interactions.




PART SEVEN: DOING BUSINESS ON THE TELEPHONE

Telephone communication remains an essential part of business operations. This part provides tips on leading business conversations, telephone etiquette, and handling various types of callers. You’ll also learn how to screen calls, take messages, and end conversations gracefully.




PART EIGHT: NON-VERBAL COMMUNICATION

Non-verbal cues play a significant role in business communication. This section explores types of non-verbal communication, the importance of body language, and how the business environment affects communication. You’ll learn to present a professional image and understand the impact of physical distance and contact.




PART NINE: PROXEMICS

Understanding proxemics—the study of personal space—can enhance your communication skills. This part covers concepts such as space, distance, territoriality, crowding, and privacy. You’ll gain insights into how these factors influence interactions in a business context.




PART TEN: DEVELOPING EFFECTIVE PRESENTATION SKILLS

Effective presentations are a cornerstone of professional communication. This section provides tips for preparing and delivering impactful presentations. You’ll learn to manage presentation anxiety, choose appropriate attire, and use visual aids effectively. A comprehensive checklist ensures you’re well-prepared for any presentation scenario.




PART ELEVEN: CONFLICT AND DISAGREEMENT IN BUSINESS COMMUNICATION

Finally, we address conflict and disagreement, inevitable in any business environment. This part offers strategies for understanding and resolving conflicts, including the role of values, conflict resolution styles, and cross-cultural challenges. You’ll learn to navigate disagreements constructively and foster a collaborative workplace.




“Communication for Professionals” is more than a guide; it’s a toolkit designed to empower you with the knowledge and skills to communicate with confidence and clarity. Whether you’re a seasoned executive or a budding professional, this book will serve as a trusted companion on your journey to effective business communication.




Anath Lee Wales






I

Part One: Introduction to Business Communication

Part One lays the groundwork for understanding the essentials of business communication. It covers the basic principles, identifies common barriers, and offers strategies to overcome them. Additionally, it distinguishes between verbal and non-verbal communication, setting the stage for more advanced topics in later sections.







  
  
  Chapter 1: Introduction to Business Communication

  
  




Business communication is communication that is intended to help a business achieve a fundamental goal, through information sharing between employees as well as people outside the company. It includes the process of creating, sharing, listening, and understanding messages between different groups of people through written and verbal formats. The way that people communicate and operate within a business is vital to how successful the company will be in the business world. Business communication occurs internally, employee-to-employee, or externally, business-to-business or business-to-consumer. This internal and external communication can happen through verbal or non-verbal communication methods. Often these internal and external forms of communication come with barriers, which can prevent the receiver from understanding the information sent by the sender.

Overview

The word communication has been derived from the Latin word communis which implies common. Thus communication may be defined as the interchange of thoughts and information to bring about mutual understanding.

Business communication is closely related to professional communication and technical communication. It encompasses topics such as marketing, brand management, customer relations, consumer behaviour, advertising, public relations, corporate communication, community engagement, reputation management, interpersonal communication, employee engagement, internal communication, and event management.

Communication in general is valued even more in international business communications to allow for the understanding of cultures and the overall morale of the operation.

Business communication focuses primarily on achieving goals/aims and, in the case of a public company or organization, increasing the dividends of shareholders.

Types of business communication

Internal

Business-to-employee communication, also known as workplace communication, is the exchange of information within an organization. The purpose of some communications is to develop trust, and/or to increase productivity.

This type of business communication includes the flow of information from one level of the business hierarchy to another. Communication that flows from the top of the hierarchy to the bottom (“top-down communication”) has been shown to decrease the stress levels of employees if it provides clarification and reassurance to the worker. The amount of information shared in this way is often dependent on a “need to know” basis. This communication may take the form of memos and other internal documents. Although a certain level of top-down communication is helpful, too much communication can be seen by the employee as micromanagement. Upward communication is any communication within the business that is passed through the business hierarchy from the bottom upwards. Suggestion boxes, which allow low-level workers to communicate with management anonymously, are one example of upward communication. Horizontal communication occurs between individuals who are on the same level in the business hierarchy.

External

Business-to-business communication is sharing information between different other companies, often done to benefit both parties. Business communication can help the company achieve its fundamental goals by informing, persuading, and building good relations with other companies to reach mutual goals.

Business-to-consumer communication, also known as direct-to-consumer, is when a company directly communicates with its consumers about product details or company information. The opposite is when a consumer leaves reviews on a product (or service), which may identify how the company could improve its product.

Methods of business communication

These internal and external types of business communication occur through verbal and non-verbal methods of communication.

Some forms of verbal communication


	Internet

	Email

	Print media

	Radio

	Word of mouth




Some forms of non-verbal communication


	Body language

	Sign language

	Eye contact

	Paralinguistics




Television is an example of a medium which provides both verbal and non-verbal communication.

Face-to-face meetings and presentations are popular methods of communication between employees within an organization; they increasingly feature audiovisual material, like copies of reports, or material prepared in Microsoft PowerPoint or Adobe Flash. Means such as telephone conference and letters allow for communication over long distances. In the 21st century, computer-mediated communication, such as video conferencing and email, has become increasingly prevalent in business. Formal reports are also important in documenting the activities of any department.

Barriers to business communication

There are several barriers that a business might experience when communicating with business partners. Such barriers can prevent one from receiving or understanding messages others use to convey information, ideas, and thoughts.


	Language

	Cultural

	Behavioural

	Attitudinal

	Environmental




These often arise because of differences in the states of mind, body, and perspective between sender and receiver, which are a result of how encoding or decoding processes occur.

Managing negative news

In a business communicating negative news is unavoidable. At one point or the other, it had to be done. It may be about giving the employees some constructive feedback on their work or informing them that they are being laid off. It may have a serious effect on them based on how you choose to deliver those messages.

While communicating negative news, if possible, at first provide some good news, express gratitude, have agreement or understanding, and then discuss and explain the reasons that led to the decision. while communicating negative news, we must be non-judgmental and use non-discriminatory language while doing so. We must be compassionate and fair to them. The next step is to explain the bad news clearly without overemphasizing it, avoid using negative language, and end the communication on a positive and friendly note.

The 4 Types of Business Communication and How They Can Help Teams Succeed

Internal business communication is at the heart of a company’s success. It affects everything from employee happiness and customer relationships to brand identity and net earnings. 

But despite its significance, 57% of US companies surveyed do not have dedicated internal communications specialists, and 60% of business professionals say they do not measure their internal communication outcomes. 

Given these numbers, it’s no surprise that 65% of workers were reported to be “disengaged” in the workplace, according to a Gallup poll. 

A report from the Economist Intelligence Unit points to why: This can be largely attributed to employees citing added stress (52%), delay or failure to complete a project (44%), and low morale (31%) as a result of poor communication. 

To improve upon these findings, business leaders should make strides in fully understanding the four main types of business communication. We delve into them below, as well as how their effective implementation can have a positive impact on both internal teams and key external relationships. 

Understanding the 4 main types of business communication

Generally speaking, the four leading types of business communication include upward, downward, lateral, and external. There is no one “right” way to communicate within an organization. However, carefully considering the pros and cons of each type will help you determine which strategies are best for your team/organization, and also if employing multiple types of communication would be best. 

Upward communication

What it is: Upward business communication comes from a direct report to a manager, and from a manager to a top-level executive or owner. Upward communication allows those in charge to keep a finger on the pulse of what’s happening on the ground floor.

How it works in action: Example 1) A data specialist prepares a marketing report containing website analytics to feed decision-making at the top level. Example 2) Employee surveys provide the basis for executives to make changes to daily operations to improve productivity and satisfaction.

Pros: 


	Information received from team members helps management remain responsive to the needs of their employees. In contributing in this way, employees who feel valued will be more inclined to provide their best efforts at their jobs. 

	Management can identify issues early before they escalate. 

	Easy access to management allows employees to share their creativity and innovate, which could motivate company progress to be leaps and bounds faster than if business teams were completely siloed. 

	Businesses with upward communication are typically known for fostering a friendly, harmonious atmosphere.




Cons: 


	The accuracy of employee-supplied information can be limited or skewed depending on their comfort level with communicating with their supervisors. 

	Subordinates may be unwilling to share information with management, particularly if they feel like no action will be taken or there will be consequences. 

	Upward communication can only be successful if there is a clear, accessible, and swift chain of command all the way to the top. 




Tips for maximum effectiveness: Managers play the leading role in driving successful upward communication, so they will need to do the following: 


	Keep an open-door policy. 

	Engage employees in regular conversation. 

	Listen to employee concerns while displaying empathy. 

	Use multiple communication channels to ensure easy accessibility to all workers. 

	Create an available, inclusive environment. 

	Provide anonymous suggestion boxes, surveys, Q&A sessions, internal chat forums, or email chains to capture as much honest feedback as possible. 




Downward communication

What it is: Downward business communication flows from management to direct reports. Messages flow through a predetermined hierarchy, from the top down.    

How it works in action: Example 1) Leadership informs employees of a new operational procedure, safety requirement, or individual expectation through a company memo. Example 2) A manager communicates project information to the team. Example 3) The CEO holds a meeting to cover the previous year’s performance numbers and discuss next year’s goals. 

Pros: 


	Necessary information (instructions, explanations of complex issues, and operational details) can be quickly disseminated in a downward flow. 

	There’s an easier delegation of key responsibilities. 

	Managers are empowered to take on appropriate authority. 

	Company-specific standards, rules, and disciplinary consequences can be easily reinforced to uphold compliance. 




Cons: 


	It can be a slow process, especially when information must flow through multiple levels of hierarchy. 

	Like the game of “telephone,” the information can also become distorted or lose detail on its way through the chain of command. 

	Heavy reliance on a downward communication style can make employees feel unimportant, frustrated, or unenthusiastic about their work. 




Tips for maximum effectiveness: 


	Keep leadership visible, approachable, and trustworthy. 

	Provide a schedule of communication to ensure that employees will value and prioritize your messages, rather than feel overwhelmed or irritated. 

	Management should utilize approachable body language, maintain a friendly disposition, ask employees how they’re doing, and keep their office doors open. 

	Management should invite a healthy blend of upward and downward communication that can serve the workplace well. 

	Management should keep detailed notes about employees, allowing them to add a personal touch to their communications when addressing individual employees. 




Lateral communication

What it is: Lateral communication moves across departments and employees or managers of equal status within the organization. 

How it works in action: Example 1) A team communicates back and forth via emails. Example 2) Coworkers participate in a team chat to resolve an issue. Example 3) Managers coalesce for a brainstorming session. Example 4) A member of the marketing team discusses modifying an ad campaign’s design with a web designer on the technology team. 

Pros: 


	It is often necessary for information sharing, problem-solving, and task coordination. 

	It is especially vital for large-scale enterprises that rely upon interdepartmental coordination. 

	It tends to synthesize organically, without the need for upper-level approval, serving as a rapid and morale-boosting mode of communication. 

	Misunderstanding and conflict can often be nipped in the bud while simultaneously strengthening teamwork. 

	Employees often feel supported both emotionally and socially. 




Cons: 


	Employees may communicate in a more casual, unprofessional tone, causing potential squabbles. 

	Can create an “us vs. them” culture if no other interdepartmental/hierarchical communication channels are properly established. 

	Teams may grow territorial about the tasks they’re working on and resent interjections from other departments, thereby undermining collaborative efforts. 




Tips for maximum effectiveness: 


	Communicating through video chat, one-on-one conversations, or phone calls is most effective at avoiding or clearing up misunderstandings. 

	A written follow-up like an email or memo also reinforces messages/meetings and helps alleviate confusion. 

	Management must take care not to incentivize competitiveness between departments, communicating the significance of each group within the overall organization. 

	Using modern project management tools to invite interdepartmental communications can go a long way in reducing barriers and bottlenecks. 




External communication

What it is: External communication moves information from the inside of the organization to outside parties, such as prospects, customers, investors, vendors, partners, sponsors, lawmakers, regulatory bodies, the media, consultants, or the general public. 

How it works in action: Example 1) A press release is deployed to inform the media about a new product coming out. Example 2) A sales proposal is presented to generate interest from investors. Example 3) A website informs prospects why they may want a company’s products or services. 

Pros: 


	When performed successfully, external communication has a positive impact on the company’s public persona and reputation, making it more desirable to stakeholders and customers. 

	External communication is also directly tied to customer communications and the ability to create and maintain those relationships, so the quality of this kind of communication is of the utmost importance. 

	External communications are how outside businesses, customers, partners, investors, and the rest of your audience perceive your business and get to know it. Ensuring that every piece of external communication is carefully curated takes time, but when done right it is a significant attribution to company growth. 




Cons: 


	When poorly executed, external communications can present customers with conflicting messages that tarnish the company’s reputation. 

	One wrong piece of data, a missed target audience, or a careless quote can sink an entire marketing campaign and have a lasting negative impact on a company’s ability to succeed, so each piece of externally-facing communication needs to be carefully curated and analyzed. 

	Without good internal communication, employees will likely struggle with creating good external communication. 




Tips for maximum effectiveness: 


	Be straightforward and to the point; readers want value. In other words, remember that they want to know: “What is this about?” and “What’s in it for me?” 

	Know your audience. Extensive research is key to external messaging, as you’ll want the right language, tone, imagery, and channel.

	Complement internal communication styles, but never replace them. 

	Connect employees and customers, which can lead to a vital information exchange that encourages customers to engage with your brand more. It also allows employees to gain a deeper understanding of the target audience. 




Since each type of business communication accomplishes a unique set of goals, most businesses utilize multiple communication strategies within their organization. Your business may already be practising these forms of business communication without your realizing it! 

Now that you know the proper terminology and use cases for business communication, you’re better able to create a sustainable communication strategy and train employees on best practices.

Company-wide training may sound like a daunting task, but there are tools you can use to streamline the learning and implementation processes.

Principles of Communication: 7 Pillars of Business Communication

Swift, clear and precise communication is the foundation of any business operation. Quick, effective communication improves productivity, increases efficiency, and reduces redundancies. Whether you are emailing a colleague, pitching a client, or preparing for a job interview, strong communication skills will help you sell more, get more done, and land your dream job.

Below, we take a look at the seven principles of communication every business must follow:

1. Clarity

Clarity is the number one rule all business communication must follow. A message that leaves the reader scratching his head is a failed message. Clarity springs from a knowledge of the message (what you want to say), the method (how you want to say it), and the medium (what format you want to say it in). A lack of insight in any one of these components is going to affect the effectiveness of your message.

2. Conciseness

Business communication is founded on the principles of brevity. There is little room for lyrical prose or academic loquaciousness. This applies to not just the length of your message, but also its contents. Try to use short sentences and short words. Avoid jargon and words that send the reader to the dictionary (unless you sell dictionaries!). Adopt this principle for intra-team as well as client-focused communication.

3. Objectivity

Business communication must always have a purpose. This purpose must be apparent to any who glances through your message. Before you put a single word to paper, ask yourself: “What am I trying to achieve with this message?”. This will help you stay on course through the message creation process and effect a remarkable improvement in the message efficacy.

4. Consistency

Imagine that you’re reading a book that starts out as a serious medieval romance, and turns into a supernatural screwball comedy around the halfway mark, before finally finishing as an avant-garde, high-brow literary exegesis. Without a doubt, such a book will leave you confused and even angry.

This is the reason why all business communication must have consistency of tone, voice and content. A humorous satire on one page and a serious explanation on another will alienate your readers. Although you can stray from the set tone from time to time – a few humorous jokes can help lighten the mood – the overall theme must remain consistent.

5. Completeness

Each message must have a clear and logical conclusion. The reader shouldn’t be left wondering if there is more to come. The message must be self-sufficient, that is, it must hold good on its own without support from other messages. This is particularly apt for blog posts which often end abruptly and leave the reader scratching his head.

6. Relevancy

Every message you send out must be contextually cohesive with previous/future messages. The message must also be relevant to your primary offering. A blog post about Kobe Bryant’s free-throw record followed by a webinar on inbound marketing will only leave your readers confused. So make sure that everything you write in a business setting is contextually related and relevant.

7. Audience Knowledge

Lastly, your message must have a thorough understanding of your primary audience. Everything else – clarity, completeness, objectivity – results from your knowledge of your audience. Always know who you are writing for as it will influence the tone, voice and quality of your message. You can’t write to a company’s SVP the same way you would write to your colleague in the next cubicle, and you can’t write to a client the same way you would write to an SVP.

Your message must reflect the age, education level, aims and objectives of your audience. This is possible only if you thoroughly research your readers and can see things from their perspective.

Conclusion

Business communication is dramatically different from casual or literary communication. It has its own principles, objectives, and language patterns. Mastering business communication will make you a more effective leader, increase your sphere of influence, and help improve workplace efficiency.

The 5 Inviolable Rules for Effective Business Communications

Most business communication — presentations, memos, and even conversations — is a boring waste of time. This post contains five inviolable rules for being an effective business communicator. Follow them, and you’ll be welcome wherever you go. Ignore them and you’ll be one of the faceless crowd:

RULE #1: Be memorable. Customers treat most business communications as if they were white noise in the background. If you’re going to stand out from the crowd, you need to do something that’s going to stick in the mind, long after you’ve stopped speaking.

RULE #2: Be clear. If you don’t understand the audience, you can’t create a message that will persuade anybody. You’ve got to know exactly what you want to communicate and what about that communication is important to the audience.

RULE #3: Be brief. Presentations should be short and sweet. Give the audience enough information and opinion so that they know where you stand. Be prepared to go deeper if there’s a drill down or a request for other kinds of information.

RULE #4: Be focused. If you try to deliver a comprehensive presentation that covers every possible detail, you’ll only blow through your audience’s attention span. Think of a business presentation, not a venue to discuss details, but a venue to provide a coherent summary.

RULE #5: Be committed. If you think of yourself as simply an objective conveyor of information, the audience will perceive you as just another source of SPAM. Express an opinion and have a stake in the outcome. Demonstrate your value by being able to debate the issues.

Characteristics of Good Business Writing

You express your ideas, thoughts, emotions, and facts by communicating. And, your way of expressing differs from person to person and situation to situation. Similarly, in the business world, we need to communicate or share our ideas and problems. The sharing of information between people for profits in any business is business communication. These people may be within or outside an organization. In this section, we will learn about business communication. Also, we will know its characteristics and its features.

Business Communication

Communication is a process by which two or more persons exchange their thoughts and ideas among themselves. One can share information, facts, and thoughts through communication. If the communication is related to business then it is a business communication.

Any communication related to law, administration, finance, trade, management etc. is business communication. Good communication helps in reaching the target of a business firm. It is a two–way process. It is a continuous process. There are some elements for making business communication useful, and clear.

Elements of Business Communication

It basically consists of six basic elements. They are:


	Message – Information or point to convey

	Sender – He/she makes contact or giving information

	Receiver – The one for which the message is meant for

	A channel – A medium through which the message is transmitted

	Symbols – These are the words, actions, and signs used by the sender while communicating with the receiver

	Feedback – The last element of business communication. These are basically the responses of the receiver to the sender




The Objective of Business Communication

There are some purposes of business communication. They are


	All round development of an organization

	Improve mutual understanding

	Providing training

	Developing plans

	Giving information

	Increasing efficiency

	Explaining the idea or problem

	Conveying the idea or decision

	Encouraging others to take action

	Participation in developing a solution to a problem

	Supporting employees

	Giving warnings

	Building trustworthiness




Characteristics of Business Communication


	The business communication must be realistic in nature

	It must avoid imaginary or useless information to save time

	Any business communication must have a clear purpose or target. There should be no doubt in communication.

	The concerned audience must be targeted

	The language used for targeting the audience must not be attacking

	It must be a real exchange of information

	One cannot use any metaphor, poetic phrases or creative figures of speech

	It must be clear and brief

	Always use polite and well-mannered words while communicating

	It must be influential

	It must be based on facts and figures

	There must not be any personal opinion

	It must be based on mutual understanding

	One must use the exact format for business writing

	It is for providing information, advice, instruction, support or conveying a suggestion

	It can be used to give a warning or value good work




Steps for Effective Business Communication


	Remove assumptions

	Listen first and then speak

	Find a good place and time for all to be involved in a conversation

	Ask questions

	Pay attention to verbal and nonverbal messages

	Be patient




Solved Questions Examples on Business Communication

Question 1: Choose the correct options.

Communication is a _____

Three-way process

One way process

Two-way process

Four-way process

Solution: 3. Two-way process.

Question 2: Choose the correct options.

Feedback is a listener’s _____

A verbal review of the message

Hate to a message

Acceptance of a message

Verbal or nonverbal responses to a message

Solution: 4. Verbal or nonverbal responses to a message

A Business Communication Model

An integral factor in the success of a business is the skill to effectively communicate. In a corporation, communication occurs between co-workers, employees employers, and external personnel such as clients, stakeholders, suppliers, and other businesses.

A business communication model is simply a diagrammatic representation of various components that exist in communication from the sender to the receiver. Below you will find 8 examples of business communication models organizations use to make sure information flows in a logical and effective manner.

There are four essential elements to any communication process: the sender, the message, the medium, and the receiver. 

However, communication is more complex than that and that is why various communication models exist today.

These models describe the multiple aspects of the communication process and can help any business develop an effective communication system.

The Process of Communication Models

To understand the business communication models, there are 8 components you must know about and these components are more or less present in every model of communication.

The 8 Steps in the Process of Business Communication

1. Sender

The sender is the primary person responsible for the start of the communication process. The sender starts the communication process by conveying a thought, idea, or view based on something/someone.

For example, speakers, writers, and teachers.

2. Message

A message is the content of any thought, idea, or view that needs to be conveyed. This message can undergo encoding, transmission, and decoding before it finally reaches the receiver.

For example, letters, e-mails, voicemails, and notices.

3. Encoder

The process of converting content into a code that can be transmitted and interpreted by the receiver is called encoding.

These messages are encoded using gestures, symbols pictures, and words.

For example, verbal signs (words, signs, images) and non-verbal signs (gestures, facial expressions, body language).

4. Channel

A channel is a medium that is used to transmit a message.

The sender selects a medium depending on which they think is more effective to send the message, such as through a phone or mail.

For example, phones, radio, paper, and social media.

5. Decoder

Decoding is done to convert a message back to a form that can be interpreted by the receiver.

For example, reading and understanding messages, listening to a speaker and acting on cues from others.

6. Receiver

The receiver is the person that receives the message. The receiver is responsible for interpreting the message and taking action accordingly.

For example, a listener, reader, or observer.

7. Feedback

After receiving information, the receiver usually has to take some action depending on how they have interpreted the data.

Feedback determines whether encoding and decoding have been carried out successfully and usually marks that the communication process has been completed.

For example, reviews, comments, and surveys.

8. Noise

Noise is anything that obstructs or interferes with the process of communication. To effectively communicate, noise should be absent throughout the process.

For example, poor network, unavailability of the receiver, and environmental noise.

Pros of Business Communication Models

A model is a breakdown of the communication process to analyze and utilize the various aspects to make communication more effective.

Organizations use business communication models to:


	Develop effective communication

	Understand the role of various components that partake in communication  

	Evaluate and improve on communication

	Understand the reason why they succeeded or failed in the process of communication




These models help promote communication between co-workers, clients, and other businesses. In addition to this, there are several other advantages to developing a good rapport in the workplace.

Examples of Business Communication Models

Business communication models can be divided into 3 general models:


	Linear model

	Transactional model

	Interactive model




All other models have been categorized under one of the 3 main models and focus on different components of the communication process.

Linear communication model

In this model, information flows straight from the sender to the recipient. It is a one-way communication process that does not allow for any feedback from the recipient.

4 models follow this type of communication mode.

1. The Aristotle model

This model developed by Aristotle is one of the most common models used to deliver speeches and seminars.

There are 5 elements to this model: the speaker, the speech, the occasion, the audience, and the effect.

To effectively utilize this model in any business, Aristotle proposed three critical skills the speaker must demonstrate:

They must be able to establish credibility (ethos)

Must be able to relate to the audience on an emotional level (pathos)

Their speech must contain logic (logos)

These three elements together are known as the rhetorical triangle and are useful concepts that can help strengthen your speaking skills.

Example: Say you want to market a product.

Ethos

You establish credibility by improving your website.

You could add personal and other employee credentials, customer reviews about the product, highlight any awards or accomplishments of the business, and add lots of pictures and media.

Pathos

Next, to establish a connection, talk about the problems your product will solve.

You can start by talking about issues you or someone you know might have faced, the story behind the product, and why you think your target audience will benefit from it.

To do this, you have to research your target market, such as their demographics, by completing surveys, conducting research on the market and other companies, etc.

Logos

To prove your product will benefit the audience, first show them evidence. You could use facts or case studies, results of surveys, and tests.

Finally, explain the features of your product, the reason they are valued, and what unique benefits they might offer.

2. Shannon and Weaver’s Model

This model, developed first by Shannon and later modified by Weaver, is one of the most used technological communication models.

This model consists of 6 elements: the sender, encoder, channel, decoder, receiver, and noise.

Example: A project team leader wants her co-workers to change the introduction to a sales pitch and calls them up through her phone to tell them this.

Sender

The sender is the Team leader.

Encoder

She uses a phone to relay her information. To carry this out, her phone network company converts her information to signals that get transmitted. This way, her information is encoded.

Channel

To transmit her message, she uses her phone as a transmission medium, and all information is relayed using this channel.

Decoder

The receiver’s mobile phone then decodes the signals from the network company and converts them back into a language that can be understood by the receiver.

Receiver

The receiver then takes in the message relayed processes it, and carries out an action accordingly. In this case, the receiver will modify the introduction of their sales pitch.

Noise

There can be disturbances that can hinder the transmission of a message.

In this example, a bad network connection, background disturbances from either the sender or the side of the receiver, or the unavailability of the receiver can contribute to noise in the process of communication.

Utilizing such a model makes it easy to troubleshoot any communication problems and prevents mistakes from repeating.

Furthermore, the concept of noise makes it easy to avoid ineffective communication by simply reducing the source of the noise.

3. Lasswell’s Communication Model

Developed by Harold Lasswell, this model focuses more on the outcome of a message relayed.

This model is similar to the Shannon-weaver model. However, there is no concept of Noise, and the components are phrased by questions:


	Who is the source of information?

	What is the message that they want to convey?

	What medium of transmission are they using?

	Who is the receiver?

	What effect does it aim to produce in the receiver?




Example: A company starting a challenge on Instagram to promote their product to gain the chance to win rewards

Who

The company that posts the challenge

Says what

The message asks the users to carry out a challenge using the company’s product

In which channel

A social media platform called Instagram

To whom

The audience that uses Instagram

With what effect

Users carry out the challenge for the chance to win rewards in return for promoting the product.

4. Berlo’s SCMR model

This model is a version of the Shannon-Weaver model but incorporates only 4 elements which are the Sender, Message, Channel, and Receiver (SMCR).

The sender encodes information and relays it through a channel for the receiver to decode and interpret.

Namely, newspapers, TV, and magazines use this model of communication.

Berlo mentions several factors that affect the elements of this model:


	Sender/Receiver

	Communication skills

	Knowledge

	Attitude

	Cultural differences

	Message

	Type of content

	Type of code

	Its structure

	Elements it contains

	Channel

	Hearing

	Seeing

	Touching

	Smelling

	Tasting




To effectively carry out this type of communication model, the sender should have good speaking skills and the receiver should have equally good listening skills.

Furthermore, they should be of equal social standing and share a similar culture.

This model considers the emotional, verbal, and non-verbal aspects of communication.

Example: Advertising through television

To advertise through television, the target audience will include those in a social standing where they can afford a television, so the type of advertisement and what kind of demographic it targets will affect the success of the ad.

In addition to this, the ad has to provide visual and audio stimulation to attract the audience.

Depending on whether the audience can understand the advertisement and whether they approve of the concept, the ad might succeed or fail to effectively promote the idea.

Transactional Model of Communication

In this model, communication is a two-way road where not only are messages relayed and feedback is given, but social and cultural realities are created, and relationships are established.

Noise is taken into consideration, feedback is taken as a new message and can be used for interpersonal communication, and there is a continuous exchange of information occurring.

5. Barnlund’s Model of Communication

In this model, introduced by Dean Barnland, a continuous exchange of messages occurs, and the sender and receiver interchange roles. In simple words, feedback is also a type of message.

There are three elements this model contains: public cues, private cues, and behavioural cues

Public cues

These can be natural or man-made and are physical or environmental.

For example, a phone ringing, setting off an alarm, or a school bell going off.

Private cues

These cues are the cues of the person and can be verbal or non-verbal in nature.

For example, verbal cues like repeating certain words and non-verbal cues like facial expressions and subtle gestures.

Behavioural cues

These can be verbal or non-verbal in nature.

For example, verbal (stuttering and change in pitch due to nervousness) and non-verbal (avoiding eye contact, fidgeting).

Examples of communication that follow this model are video calls, one-on-one conversations, and exchanging texts.

6. Helical Model

Introduced by Frank Dance, according to this model, communication is related to time because as communication continues between two parties, it grows in relation to time.

Just like how a helix is small at the bottom and widens out at the other end, communication increases with time. 

This means that communication depends on the nature of the initial message, and the more messages exchanged, the more communication grows.

Example: Buying coffee from the same cafe every day.

When the customer is new to the shop, communication is limited only to the customer’s order.

However, as time passes, the customer might become accustomed to the staff and vice versa, and communication between both parties will begin to grow. Soon, the content of the message may even shift from the subject of the order to something unrelated.

7. Becker’s Mosaic Model

The mosaic model introduces communication as a three-dimensional cube that has time-space dimensions.

As proposed by Sam Becker, explains communication as a dynamic non-linear process that has 4 elements:

Empty cells that refer to unaccessible messages or unknown sources

Vertical layers which refer to similar messages

Cells that are the messages or origin of it

Receivers that go through these messages in loops

The sender collects bits of information that are scattered throughout space and time according to their preference to form a coherent message. The person who receives this message then interprets it according to their environment and form of presentation.

The interpretation of the message changes according to the mode of presentation.

Example: Debates

While discussing the aspects of a particular topic, both parties might talk about the history of the issue, present facts, or any statistics collected from surveys. They might also use opinions quoted from other people to build an argument that will prove their point.

Their sources of information are history books, websites, and other people.

They will then use this information to form a new idea that will be relayed to the opposing party and vice versa.

Interactive Model of Communication

This model is similar to the transactional category because both models explain communication as a two-way process, and the difference here is that the exchange of messages in this mode is mainly through the internet, like on social media platforms.

In this model, people can exchange opinions and information and respond to mass media communications.

8. Schramm’s Model

Introduced by William Schramm, this model focuses on the importance of encoding, decoding, and feedback.

Sender/Receiver

The sender encodes the message, which then travels through a medium where the receiver interprets it and gives feedback accordingly.

Encoding/Decoding

The model places emphasis on the process of coding and decoding.

These components help convert thoughts into content that can be transmitted and interpreted.

Feedback

The model emphasizes the importance of feedback, stating that no communication is complete without a feedback loop.

Semantic Noise

An element this model takes into account is semantic noise. This noise causes interference due to issues with language and can be denotative or connotative in nature.

Denotative

A denotative message simply means a message that leaves no chance for misinterpretation and means the same for everyone.

For example, when you ask someone to get you a cup of coffee, they will bring you precisely one cup of coffee.

However, denotative words can cause issues, especially words that are jargon and when both parties do not at an equal understanding.

Connotative

A connotative message is one that allows the receiver to attach an alternate association to the literal meaning of a message.

For example, using the term “servant” instead of “domestic worker” or “attendant” can seem degrading and might elicit negative responses.

Examples: Some examples of this model of communication are interactions that take place on social media platforms.

To avoid using words that can have negative implications here is a list of negative words you can go through to prevent semantic noise from affecting your communication.

A: (abysmal, adverse, alarming, angry, annoying, anxious, apathy, appalling, atrocious & awful)

B: (bad, banal, barbed, belligerent, bemoan, beneath, boring, broken)

C: (callous, can’t, clumsy, coarse, cold, cold-hearted, collapse, confused, contradictory, contrary, corrosive, corrupt, crazy, creepy, criminal, cruel, cry, cutting)

D: (damage, damaging, dastardly, dead, decaying, deformed, deny, deplorable, depressed, deprived, despicable, detrimental, dirty, disease, disgusting, dishevelled, dishonest, dishonourable, dismal, distress, don’t, dreadful, dreary)

E: (enraged, eroding, evil)

F: (fail, faulty, fear, feeble, fight, filthy, foul, frighten, frightful)

G: (gawky, ghastly, grave, greed, grim, grimace, gross, grotesque, gruesome, guilty)

H: (haggard, hard, hard-hearted, harmful, hate, hideous, homely, horrendous, horrible, hostile, hurt, hurtful)

I: (icky, ignorant, ignore, ill, immature, imperfect, impossible, inane, inelegant, infernal, injure, injurious, insane, insidious, insipid)

J:  (jealous, junky)

L:  (lose, lousy, lumpy)

M:  (malicious, mean, menacing, messy, misshapen, missing, misunderstood, moan, moldy, monstrous)

N:  (naive, nasty, naughty, negate, negative, never, no, nobody, nondescript, nonsense, not, noxious)

O:  (objectionable, odious, offensive, old, oppressive)

P:  (pain, perturb, pessimistic, petty, plain, poisonous, poor, prejudice)

Q:  (questionable, quirky, quit)

R: (reject, renege, repellant, reptilian, repugnant, repulsive, revenge, revolting, rocky, rotten, rude, ruthless)

S: (sad, savage, scare, scary, scream, severe, shocking, shoddy, sick, sickening, sinister, slimy, smelly, sobbing, sorry, spiteful, sticky, stinky, stormy, stressful, stuck, stupid, substandard, suspect, suspicious)

T: (tense, terrible, terrifying, threatening)

U: (ugly, undermine, unfair, unfavourable, unhappy, unhealthy, unjust, unlucky, unpleasant, unsatisfactory, unsightly, untoward, unwanted, unwelcome, unwholesome, unwieldy, unwise, upset)

V: (vice, vicious, vile, villainous, vindictive)

W: (wary, weary, wicked, woeful, worthless, wound)

Y: (yell, yucky)

Z: (zero)

Conclusion

Although these business communication models will make the communication process easier to navigate there are barriers that can hinder an organization from making full use of them.

Thus, to develop practical communication skills, one has to understand how the whole process of communication works. Only then can we fully utilize the tools at our disposal to make communication an easy process.

In conclusion, adopting a business communication model will ensure that information will reach the right people at the right time with little to no chance of miscommunication or misinterpretation.
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What is Business Communication and Why Do You Need It?

The way we communicate with others is such a habitual part of us that we rarely stop and think about it. This translates into business communication too. Organizations, after all, aren’t faceless entities, but groups of real people.

Effective communication affects processes, efficiency, and every layer of a company.

In this guide, we’ll cover all you need to know to set up a successful business communication process.

What is Business Communication? The Definition

Business communication is the process of sharing information between people within the workplace and outside a company.

Effective business communication is how employees and management interact to reach organizational goals. Its purpose is to improve organizational practices and reduce errors. It’s important to work on both your communication skills and communication processes to achieve effective business communication.

The importance of business communication also lies in:


	Presenting options/new business ideas

	Making plans and proposals (business writing)

	Executing decisions

	Reaching agreements

	Sending and fulfilling orders

	Successful selling

	Effective meetings

	Providing feedback to employees and customers




All organized activity in a company relies on the process of business communication and your communication strategy. This could be anything from managerial communication to technical communication with vendors.

And once communication becomes unclear, the company’s core systems risk falling apart. Data shows that 60% of internal communications professionals do not measure internal communications. Potential reasons include not knowing where to start, the next steps, or how to calculate ROI.

Why is business communication important?

A strong communication strategy in a company will likely result in higher employee engagement. And companies with connected employees in the workplace have seen a spike in productivity of up to 25%.

Companies with an engaged workforce see a 19.2% growth in operating income over a 12-month period. Those with low engagement scores earn 32.7% less.

How much more successful would you be if you had better employee engagement?

And how can you ensure a business communication process that will make it possible?

Types of Business Communication

Let’s first differentiate the main types of communication in a typical organization.

First, we have internal business communication.

Internal business communication can be:

Upward communication: any communication that comes from a subordinate to a manager. Or from another person up the organizational hierarchy.

Downward communication/Managerial communication: anything that comes from a superior to a subordinate.

Lateral communication/Technical communication: internal or cross-departmental communication between coworkers

Then, there is external business communication.

External business communication is any messaging that leaves your office and internal staff. It involves dealing with customers, vendors, or anything that impacts your brand.

You can sort all communication in this spectrum into four types of business communication.

Getting and receiving instructions and assignments both upward and downward. This includes an effective delegation from one person to another. Most problems in business begin with unclear communications in this area.

Sharing and discussing information, including information sharing that goes on in meetings. When communication fails in this area, it causes tasks to be done improperly or not at all.

Give feedback, correction, and discipline to people who report to you so that they can have the knowledge and the tools that they need to do their jobs better. Giving great, actionable feedback is a key skill for anyone in a leadership position. Non-verbal communication and body language also play a role here.

Problem-solving and decision-making meetings and discussions. These are considered among the most important discussions for any organization. This involves higher critical thinking and better communication technology.

Public relations can even be considered a form of external communication that is important to your communication strategy.

How is it different from business communication services?

Business communication typically refers to the act of communicating in your business. On the other hand, business communication services refers to the types of software solutions you could use to help facilitate communication and collaboration across your business.

Business communication services include:


	Voice solutions like VoIP

	Software that allows you to conduct video meetings

	Email services

	Contact centre software that manages communication with your customers

	Service tools that let you take calls and communicate from anywhere




Which Business Communication Services Does My Business Need?

The answer largely depends on the size and preferences of your business. There’s no one-size-fits-all solution. One thing is for sure: you will set yourself up for success by only using the business communication services you need and will actually use.

For example:

You want a forum board, so you and your staff spend weeks finding the best solution and setting it up.

After a while, you learn that no one is using it because they get their answers quicker from their team or documents. An unnecessary solution has cost you valuable time and money.

Or you install a quality video conferencing system when in reality you only need a reliable business phone system to run your remote meetings.

Every business will use web-based communication. All the other methods, however, will depend on individual company circumstances. Take the time to mindfully consider the value of each for your unique situation.

Problems That Effective Business Communication Can Solve

Clear and effective business communication is critical for teams, employees, managers, and executives to perform their jobs and fulfil their responsibilities.

Without the right processes and tools in place, the flow of information is interrupted and people are left in the dark. This can lead to serious consequences for the company, from unsatisfied employees and customers to lost profits.

Transparent flow of information is an obvious overarching goal of a business communication process. But what are some deeper problems that successful business communication solves?

1) Email overload and lack of everyday productivity and clarity

In many workplaces, people are simply overwhelmed with the number of messages they receive in a single day. In his book Message Not Received, Phil Simon said the average person receives 120 to 150 emails per day.

We easily misplace or completely overlook a crucial piece of information. With a business communication system in place, companies can reduce digital distractions and create space for ideas and thinking.

2) Horizontal and vertical communication silos

Oftentimes, teams and departments don’t exchange essential information. Other times, there’s no easy way of reaching out to a department manager when there’s an issue inside a team. These silos form easily and often without anyone noticing, but can easily be remedied with a communication plan in place.

3) Poor communication with remote employees

Remote work is here to stay. The State of Remote Work report from Buffer shows that the vast majority of employees would like to work remotely for at least some of the time.

They list collaboration and communication among the top three struggles when it comes to working remotely, proving the value of the right communication systems in place.

4) Employee turnover/Low employee engagement

Losing the ideal people from your organization puts your ability to serve customers at risk. It’s also expensive.

Losing an employee can cost as much as twice their annual salary, but when companies do communicate effectively, they are 50% more likely to report turnover levels below the industry average.

5) Poor customer service

If there’s poor communication in an organization, two things happen when it comes to customer service. First, employees in customer-facing roles won’t have the information they need. Second, customers will sense low employee morale and have a negative experience.

In fact, one study found that employee attitude improvement impacts customer satisfaction, which then results in an increase in revenue.

What is the importance of nonverbal communication in business? 

Nonverbal communication covers so much ground – from your facial expressions to your tone in an email. Considering the vast majority of business communication happens asynchronously (meaning anything other than a 1-1, face-to-face meeting) via email, project management task boards, or chats…almost all of our business communication can be considered non-verbal. Therefore, it’s incredibly important to work on your nonverbal communication as well.

Top tip? Read something out loud before you hit “send.” This is a good gut check to hear how your message is coming across.

5 Steps to Set Up Your Business Communication Process

A solid business communication process is essential for the happiness of your employees and customers. Ultimately, this leads to financial stability.

One report discovered that 29% of employees believe their current internal communications tools aren’t working.

Here are some of the reasons they listed:

Irrelevant information, exclusion, dishonesty, and lack of access to key information is something your own workforce likely experienced, too.

A study by Salesforce found that 86% of executives, employees, and educators consider inefficient communication to be the reason behind workplace failures.

We can no longer ignore the importance of teamwork and chemistry and their impact on employee productivity, engagement, and advocacy.

Here are the steps you can follow to ensure a successful business communication process.

1) Audit your current state of business communication and set goals

No matter the stage of your business, you need a business communication plan in place.

However, you will make it the most useful if you focus on the areas that need the biggest improvement right now, and work your way to all other areas later on.

For example, these might be some of the reasons your communication needs revisiting:


	Low employee satisfaction or high turnover

	Lower than-expected outputs across the company

	Fast growth which leads to losing track of information

	Lack of information transparency due to remote work




You might experience more than one of these or a completely different scenario. Identify it and set goals for your business communication process based on it. For example, your goals can include:


	A specific employee turnover or satisfaction rate

	Customer satisfaction rate

	Number of projects completed

	Number of interactions between departments

	…and more.




2) Identify core groups in your organization and their relationships with each other

Look into the structure of your organization and all the groups involved in its ability to function.

Take note of every group that requires information to function. This should include:

Horizontal classification, i.e. departments (operations, marketing, design, human resources, sales, customer support, finance, and more)

Vertical classification: professionals in teams, team leaders, department managers, executives

External groups: customers, suppliers, partners, and more

From here, considering the work they do on an ongoing basis and the results expected of them. Map out the way they need to communicate in order for their jobs to get done.

Depending on your company size, this might be a large task, so give yourself plenty of time. Some of the main questions to answer are:


	Which teams and people have to talk to whom on a daily basis? What about weekly, biweekly, and monthly?

	What communication happens only when there’s an ongoing crisis?

	How are managers and team leaders maintaining progress in their departments? How does reporting work?

	Is there a knowledge library that has the potential to reduce unnecessary meetings and conversations?

	Which projects and processes need approvals from other people in the company? How are approvals requested and facilitated?




At a minimum, these answers should give you an insight into the necessary amount of emails, messages, calls, meetings, and documents for everything to happen in the designated time frame.

3) Define methods of communication

Next, choose the methods of communication that align with your business communication goals, as well as the interactions between core groups in your company.

Review the list of methods of communication we discussed earlier and make sure to add any unique to your company:


	Web-based communication

	Telephone meetings

	Video conferencing

	Face-to-face meetings

	Reports and official documents

	Presentations

	Forum boards and FAQs

	Surveys

	Customer management activities




Which of these are essential for your organization to reach its goals? What’s optional and might see resistance in adoption? Which ones create the risk of adding too many tools and should be simplified?

Be realistic about your specific needs.

For example, a five-person startup where everyone works in the same office will likely focus on:


	Web-based communication

	Face-to-face meetings

	Customer management




A 50-person company that is fully remote will invest more resources into:


	Phone and video conferencing

	Document organization to be able to diligently track their processes




A large global enterprise will probably use all of the listed methods of communication and have dedicated teams for many of them.

4) Choose the right tools

There’s no handbook that defines which tools are absolutely best for each purpose.

Gmail versus Outlook. Google Drive versus Dropbox. Slack versus Nextiva Chat.

The battles go on, but your choice is entirely up to the preference of you and your workforce.

While I can’t give you a list of software tools and leave you be, we can share these tips when it comes to selecting the right tools:


	Use cloud storage to preserve important documents and other data. Enable automatic sync and backup to avoid human error and forgetting to manually save information to it.

	Use a single platform for emails and calendars.

	Use a single tool for chat messaging. For example, if some people are using Slack and others Hangouts in their Gmail, it will create friction and slow down communication.

	Implement an easy-to-use, reliable VoIP phone system if many of your meetings happen remotely.

	Develop brand and editorial guidelines that detail the tone of voice and use of brand elements. This way, all communication is unified, internally and externally.




5) Document the process

Finally, take note of everything you do throughout this setup and turn in into a shared document visible to the entire organization.

This way, each employee can refer to an intentionally developed communication plan and decide on the best action for the situation they’re in.

The document will also help newly on-boarded employees easily grasp all the tools and best communication practices.

You can create a recurring calendar reminder for yourself and your team to revisit the document once a quarter. This way, you will ensure the plan is still serving its best purpose and update it if necessary.

Business Communication Channels

When business communication actually happens, it’s either verbal or written.

Communication takes place either in many forms – verbal or written, in-person or remotely, but it is critical to the happiness of your employees in the workplace.

Neither of these is better or worse for your company on their own and entirely depends on the context.

Written communication is excellent for keeping a paper trail of decisions and actions made as well as for putting together strategies and plans in place. Verbal interactions enable instantaneous idea generation and a more open flow of thoughts.

These are the methods of business communication applicable to some or all of the above scenarios:

1) Web-based communication

This includes everyday communication channels like emails and instant messaging applications (such as Slack, Hangouts, or even Nextiva Chat).

The benefits of emails and messages lie in the ability to lead private conversations in a busy office environment, as well as sharing a message with many people—from a few to hundreds—all at once.

2) Telephone meetings

Phones removed the location barrier to running productive, fast-moving meetings. It allows for better idea exchange thanks to the non-verbal communication (tone of voice) compared to written communication. Cloud phone systems can accelerate onboarding and overall team collaboration.

3) Video conferencing

Great video conferencing systems enable people at remote locations to run meetings that feel as close to in-person meetings as possible. They take phone meetings one step up.

4) Face-to-face meetings

In-person meetings can help a business move forward with ideas quickly. Research shows that in-person meetings generate more ideas than virtual meetings.

However, having a rock-solid meeting agenda is essential for effective meetings. 46% of employees rarely or never leave a meeting knowing what they’re supposed to do next.

5) Reports and official documents

Documenting activities that impact other people and departments is a crucial part of a well-oiled business communication system.

The ability to refer to a written document at any moment reduces the chance of confusion or disagreement and provides extra clarity in communication.

6) Presentations

Presentations supported by reports and PowerPoint slide decks are often how meetings with larger groups are conducted.

These are great for sharing new ideas in a way that creates space for questions and any clarifications.

7) Forum boards and FAQs

An internal area for employees to refer to frequently asked questions on various departmental topics and to ask new ones that will make them more productive and up-to-date on a matter.

8) Surveys

Both internal and customer surveys are an ideal way to gather feedback and ratings on essential topics. Surveys facilitate a healthy cycle of feedback-supported improvements and open a communication channel between all levels inside an organization.

9) Customer management activities

This can include any customer relations activity. Examples include live chat support, customer relationship management (CRM) systems, customer onboarding processes, customer reviews, and more.

Your Company’s Success Starts With Communication

Poor communication carries too many risks to an organization to count.

Excellent communication, however, brings an opportunity for outstanding employee and customer engagement. It creates clarity, more significant outputs, and growth in revenue and profit.

Whether you have a business communication system in place or are yet to establish one, remember to:

Set and revisit your communication goals as a company based on the current state of communication in your company

Identify everyone involved in processes that make your company do its job, day after day

Analyze their needs to communicate with each other and identify methods that make the information flow possible

Look for the most appropriate tools and platforms that will enable the methods you identified

Share this setup transparently with the whole organization

As a result, you’ll see happy, productive people excited to work on projects and create meaningful results for the benefit of everyone involved.
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What is encoding and decoding in human communication?

People don’t think about it as an encoding or decoding process, but human communication begins when a sender formulates (encodes) a message. They choose the message they will convey and a communication channel. People do this every day with little thought to the encoding process.

The receiver must make sense of (decode) the message by deducing the meaning of words and phrases to interpret the message correctly. They then can provide feedback to the sender.

Both the sender and receiver in any communication process must deal with noise that can get in the way of the communication process. Noise involves the various ways that messages get disrupted, distorted or delayed. These can include actual physiological noise, technical problems or semantic, psychological and cultural issues that get in the way of communication.

Encoding and decoding are an integral part of all communication.

These processes occur almost instantly in any of these three models:

Transmission model. This model of communication is a linear process where a sender transmits a message to a receiver.

Interaction model. In this model, participants take turns as senders and receivers.

Transaction model. Here, communicators generate social realities within cultural, relational and social contexts. They communicate to create a relationship, engage with communities and form intercultural alliances. In this model, participants are labelled as communicators, not senders and receivers.

Decoding messages in your native tongue feels effortless. When the language is unfamiliar, however, the receiver may need a translator or tools like Google Translate for decoding the message.

Beyond the basics of encoding and decoding, machine translation capabilities have made significant progress of late.

At a very basic level, communication is the process of encoding meaning into messages and decoding messages back into meaning. You can use spoken words, writing, pictures, and gestures.

It is very important how a message will be encoded; it partially depends on the purpose of the message. The decoding of a message is how an audience member is able to understand, and interpret the message. It is a process of interpretation and translation of coded information into a comprehensible form.

Why is encoding and decoding important in business communication?

Having a general understanding and awareness of the encoding/decoding process that occurs in all communications should help senders and receivers of messages pay closer attention to the intended information of the messages and avoid misunderstandings.

The Critical Importance of Encoding and Decoding.

I topic I chose to speak on from lesson 4 regarding Global Communication is the effects and outcomes of encoding and decoding in the communication process. It is my belief that if properly understood, and with great effort, the process of better communication can be achieved through an awareness and understanding of the communication process.

The team I manage in my work life is comprised of nine individuals from four different countries including the U.S. The process of maintaining successful communications between individuals, that continuously yield productive outcomes, has been something I’ve been challenged with for a long time. As learned in lesson 4, the communication process of encoding and decoding messages between individuals from culturally diverse backgrounds can result in a relatively high percentage of message misunderstandings (Schneider, Gruman, & Coutts, 2013). In my case I believe our communication problems occur partly because of the team’s diverse cultural backgrounds, (Islamic, Indian, Chinese and American) and partly because, individually, they’re highly educated in the field of technology. Implementing better communication tools, including a thorough understanding of the encode/decode communication process, coupled with a genuine appreciation of their cultural differences, can result in improved communication.

The subject of encoding and decoding is one component of the generally accepted information flow that occurs within any interaction between individuals. Defined, it’s an idea generated by one person, shaped into a message, and sent by that person to another person, who then receives the message, interprets it, and then generates his or her own idea or understanding about its meaning (Schneider, Gruman, & Coutts, 2013). This ongoing circular flow of information represents the everyday encoding and decoding of messages presented to us during all interactions. Like most people, during my workday, I don’t typically stop and analyze the encoding and decoding process of every communication. Like most people, I simply read and react to what I believe to be the intended meaning of the message. Having a general understanding and awareness of the encoding/decoding process that occurs in all communications should help senders and receivers of messages pay closer attention to the intended information of the messages and avoid misunderstandings.

In its simplest form, the definition of communication is the exchange of information between two parties, “as interpersonal acts that exchange meaning and information.” (Schneider, Gruman, & Coutts, 2013). In most everyday interactions between people, we take the intention and outcome of the communication for granted and make the assumption that the intended message is effectively delivered and received. Unfortunately, a study done on message communications, through email or voice, revealed that typical messages between parties are misinterpreted on an average of between 13% and 22% of the time (Kruger, Epley, Parker and Ng, 2005). Add the elements of cultural diversity and the communication problems are exacerbated. While lesson 4 lightly touches on the impacts of communication from a global perspective, Moran, Abrahamson, and Moran (2014), delve deeper into the impact of different cultural backgrounds and their effect on communication. From a global perspective, additional implications affecting message communication include cultural values, social norms, attitudes and stereotyping, all of which potentially affect the interpretation of communication.

Understanding the encoding and decoding communication channel correctly and applying it effectively, from both a global and non-global perspective, has the potential to greatly improve the quality of all communications. However, despite the most disciplined effort misunderstandings still occur. Over the years I’ve taught my team to suspend email messaging when misunderstandings occur and reconnect via phone or face-to-face. Despite my best intentions, in many cases, even the face to face communication can have a similar outcome or misunderstanding. In a study conducted by Kruger, Epley, Parker, and Ng (2005), it was observed that even when people know each other, there is a 25% likelihood that the anticipated understanding of any communication sent by a sender, and actual understanding received and interpreted by the receiver, would be misinterpreted. Adding in cultural or language differences and the percentage of misunderstandings increased.

The knowledge and importance of good communication is a practical tool essential in the business world. The encoding and decoding process in one component of the overall communication flow In its simplest form, awareness of the encoding and decoding process that occurs in all communications should help us be better communicators. The information taught in lesson 4 and the readings in chapters 2 and 3 (Moran, Abrahamson, Moran, 2014) has taught me the importance of applying better communication practices. As we seek to become better leaders and global communicators, implementing better tools and/or processes to create, deliver and interrupt messages should improve the communication flow and lessen the percentage of misunderstandings.
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Medium: A means of verbal or non-verbal communication. Examples include text ads, video ads and radio ads. Channel: A means of transmission or distribution. Examples include display, social media and TV advertising. For example, you could create a video ad (medium) and decide to advertise it on Facebook (channel).

Communication Mediums: 5 Types (Plus Choosing the Right One)

Communication is essential in the workplace. Knowing the right channel to express your message to individuals or groups can help you communicate more effectively. Using the right medium to convey your message allows you to contact the right people and in the way that best serves your goals.

In this article, we define what a medium in communication is, discuss why they’re important and provide an overview of five different communication mediums, plus tips on how to choose the right medium for your message.

What is a medium in communication?

A medium in communication is a system or channel through which a speaker or writer addresses their audience. It’s an outlet that a sender uses to express meaning to their audience, and it can include written verbal or nonverbal elements.

A communication medium can either be virtual or physical. It may contain more than one element or communication type, and it may address either an individual or a group of people. Some communication mediums may emphasize directness, while others may be more flexible and allow audiences to derive their own interpretations from the speaker’s message.

Choosing the right medium type

Choosing the right medium is important for ensuring that your message arrives to your intended audience and that your audience accurately understands the purpose and meaning of your message. When you choose the right medium, the recipient is more likely to read, hear or see your statement and understand what you’re expressing.

For example, meeting with an individual for a face-to-face, in-person discussion may ensure that they receive your message and can ask questions for clarity. By comparison, sending an email may be better for a less urgent communication context or if you’re communicating with someone remotely.

Types of communication mediums

Here are some common types of communication mediums with consideration for how to use them in the workplace:

1. Face-to-face communication

One of the most common types of communication in the workplace is face-to-face communication. This involves direct communication between two or more people, usually in conversation with one another. It can also include nonconversational, in-person communication, like a speaker presenting at a conference with an audience of professionals.

An in-person, face-to-face communication medium typically uses both verbal and nonverbal expressions to communicate a message. Speakers state their message and may use gestures and other nonverbal cues to emphasize their meaning and intent. Listeners receive and process the message as the speaker delivers it, and they may respond immediately with their own thoughts and questions.

The benefit of this style of communication is its immediacy. In a conversation, all parties can participate. This allows for an equal exchange of ideas without the need to wait for a response.

In-person communication may allow for more use of nonverbal cues than other types of communication as well. It can be easier, for example, to see and interpret nonverbal cues from a conversation partner when speaking face-to-face in a physical setting rather than through a virtual channel like a video conference.

2. Virtual remote communication

Remote communication typically involves the use of technology to send a message to someone operating in another location. There are several types of remote communication methods, including those that involve written, verbal and visual communication styles.

For example, one common type of workplace remote communication is email. Emailing a client or another member of your organization is a simple and quick method of contacting someone remotely. Other remote communication options include conducting a video conference or phone call, sending a text or instant message or using a pager or intercom.

Remote communication is a great way to contact those working in a different location from your own. This form of communication is often less formal than a face-to-face meeting, though some may use video conferencing in place of face-to-face meetings for more formal conversations that require remote communication.

For example, an employer may establish a videoconference with a job candidate to conduct a remote interview in place of an in-person one.

3. Written communication

Although less common due to technological advancements, written communication can still play an important role in the workplace. This form of communication involves physically written notes, letters and memos. Written communication may either be formal or informal, depending on its context.

For example, leaving a handwritten note











Tips for choosing a medium





















Communication channels: The essentials for hybrid businesses







What are “communication channels,” exactly?






Essential types of communication channels for businesses













































	To send status updates to team members

	To share important documents (like business plans and contracts) with your team

	To provide employees with regular company updates






	When it’s just a quick question that you could ask in a message

	When it’s a more complicated question that’s better asked in a phone call or video conference

	For task or project management

	As your default channel!
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