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OBJECTIVES: 
 To  make  students  understand  the  significance  and  principles  of

communication 
  To help them acquire adequate skills in business correspondence and  
 To  enable  students  to  write  reports  and  speeches  on  topics  related  to

business. 
UNIT - I 
Communication – Meaning and Objectives – Communication Cycle – Principles –
Types – Media – Barriers to Communication.
 UNIT - II 
Business Letters -  Kinds –Layout and Parts – Enquiry and Reply – Offers and
Quotations – Orders – Execution and Cancellation –Complaint letters – Claims and
Adjustments - Commercial Terms and Abbreviations.
 UNIT - III 
Collection Letters – Sales Promotion Letters – Circular Letters.
 UNIT - IV 
Bank Correspondence – Import and Export Correspondence – Application Letters.
 UNIT - V
 Report  Writing  –  Structure  of  Report  –  Kinds  (Press,  Market  and  Business
Reports) – Modern means of Electronic Communication – Internet–E-mail - Video
Conferencing – FAX – Websites and their uses in business.

TEXT BOOK RECOMMENDED:
Effective  Business  English  and  Correspondence  –  M.S.RAMESH  &
PATTENSHETTY, R. Chand & Co. 

BOOKS FOR REFERENCE: 
1.Essentials  of  Business  Communication  –  RAJENDRA  PAL  &
J.S.KORLAHALLI, Sultan Chand & sons
2. Business Communication – R.C.SHARMA, KRISHNA MOHAN, Tata McGraw
Hills. 
3. Business Communication – URMILA RAI, Himalaya Publishing House.
4.Business  Communication  –  K.  SUNDAR  A.  KUMARA  RAJ,Vijay  Nicole
Imprints Pvt.Ltd. 



                                                                 II BBA 
UNIT - I
Communication – Meaning and Objectives – Communication Cycle – Principles – Types
– Media – Barriers to Communication.

Communication (from Latin communicare, meaning "to share") is the act of conveying
meanings from one entity or group to another through the use of mutually understood
signs, symbols, and semiotic rules.

Definition: The Communication is a two-way process wherein the message in the form
of ideas, thoughts,  feelings, opinions are transmitted between two or more persons with
the intent of creating a shared understanding.

Communication Process

The communication is a dynamic process that begins with the conceptualizing of ideas by
the sender who then transmits the message through a channel to the receiver, who in turn
gives the feedback in the form of some message or signal within the given time frame.
Thus, there are seven major elements of communication process:



1. Sender:  The  sender  or  the  communicator  is  the  person  who  initiates  the
conversation and has conceptualized the idea that he intends to convey it to others.

2. Encoding: The sender begins with the encoding process wherein he uses certain
words  or  non-verbal  methods  such  as  symbols,  signs,  body  gestures,  etc.  to
translate  the  information  into  a  message.  The  sender’s  knowledge,  skills,
perception, background, competencies, etc. has a great impact on the success of
the message.

3.Message: Once the encoding is finished, the sender gets the message that he intends
to convey. The message can be written, oral, symbolic or non-verbal such as body
gestures, silence, signs, sounds, etc. or any other signal that triggers the response of a
receiver.

4.Communication  Channel:  The  Sender  chooses  the  medium  through  which  he
wants to convey his message to the recipient. It must be selected carefully in order to
make the message effective and correctly interpreted by the recipient

https://businessjargons.com/wp-content/uploads/2016/03/communication-process.jpg


5.Receiver: The receiver is the person for whom the message is intended or targeted.
He tries to comprehend it in the best possible manner such that the communication
objective is attained.

6.Decoding: Here, the receiver interprets the sender’s message and tries to understand
it in the best possible manner. An effective communication occurs only if the receiver
understands the message in exactly the same way as it was intended by the sender.

7.Feedback:  The Feedback is the final step of the process that ensures the receiver
has received the message and interpreted it correctly as it was intended by the sender.
It increases the effectiveness of the communication as it permits the sender to know
the efficacy of his message. The response of the receiver can be verbal or non-verbal.

Types of Communication

1.downward Communication; 

Any organization has an inbuilt  hierarchical  system and in that  ,in  the first  instance,
communication invariably flow downwards. the people operating higher level have the
authority to communicate to the people at the lower levels.

2.Upward Communication; 

Upward Communication Is  To Supply Information To The Upper Levels About What
Is  Happening  Lower  Levels.  Upward  Communication  Is  Essentially  Participative
Nature And In Democratic Organization

3.Horizontal or lateral communication;

When communication takes place between two or more persons who are subordinates
working under the same person or same level

4.Oral Communication;

It  occurs  through  the  spoken  words  in  oral  communication,  the  two  parties  to
communication, the sender and the receiver ,exchange their views through speech, either
in face to face communication between individual and individual or individual and the
group.

5.Written Communications;



The Written Communication refers to the process of conveying a message through
the written symbols. In other words, any message exchanged between two or more
persons that make use of written words is called as written communication.

6.Formal &Informal;

Formal communication refers to the flow of official information through proper,
predefined channels and routes. The flow of information is controlled and needs
deliberate effort to be properly communicated.

 Informal  communication refers  to  communication which is  multi-dimensional.
Informal communication moves freely within the organization and is not bound by
pre-defined  channels  and  communication  routes.  Informal  communication  is
particularly  quick.  Informal  communication  is  far  more  relational  than  formal
communication and is by nature, 

What Is the Communication Cycle?

Communication is one of the most vital elements of society. People need people, and to
interact, it's essential they be able to convey messages and understand each other. The
communication  cycle expresses  how  the  system  of  conveying  and  understanding
messages operates.

 Sender: the person or entity originating the communication 
 Message: the information that the sender wishes to convey 
 Encoding: how the sender chooses to bring the message into a form appropriate

for sending 
 Channel: the means by which the message is sent 
 Receiver: the person or entity to whom the message is sent 
 Decoding: how the receiver interprets and understands the message 
 Feedback: the receiver's response to the message.

Barriers to Communication

Physical Barriers – These barriers are those that separate people from each other and
mark territories. This type of barrier can often be seen in the workplace where offices and
closed doors stop communication.

Language Barriers – Not using words another can understand will certainly stop your
message from being conveyed.  This not only applies to actual  languages,  but that  of
expressions, buzz words, and other jargon. If one is not familiar with your language,
misinterpretation will occur.



Gender  Barriers –  Variation  exists  among  masculine  and  feminine  styles  of
communication.  While  women  often  emphasize  politeness,  empathy,  and  rapport
building, male communication is often more direct. Meshing these two styles without
awareness could be become a barrier.

Interpersonal Barriers – These are barriers  are created to distance themselves from
others.  These  can  be  done  through  withdrawal,  meaningless  rituals  which  keep  one
devoid of real contact, superficial activities through pastimes, and more.

Perceptual  Barriers –  Different  world  views  can  create  misunderstanding.  Without
thinking, one might only view a message from their mindset rather than looking to see it
from another viewpoint.

Cultural  Barriers –  Ethnic,  religious,  and  social  differences  can  often  create
misunderstandings  when  trying  to  communicate.  These  differences  can  also  affect
perceptual factors, as mentioned above.

Emotional  Barriers – Trouble listening can occur if  one is  consumed with emotion.
Hostility, anger, fear, and other emotions make it hard to hear outside of one’s self.

Overcoming these barriers to communication is no easy task. It takes great awareness and
a willingness to adapt and look at communication from new perspectives. But, if you
begin  to  focus  on  how  these  communication  barriers  are  affecting  your  everyday
conversation, you will be well on your way to becoming an effective communicator.

Overcoming barriers to communication

1.plan  your  communication;  it  means  choosing  the  right  medium  and  sending  the
communication at most appropriate time

2.know the receiver; this basically implies a clear perception of the receivers

3.listen more;speak less; listening more and talking less is the formula to understand
others.

4.take  care  of  your  tone;  how  we  say  is  usally  more  important  than  what  we
say.prefectly innocent  words can become highly offensive if spoken harshly.

5. seek feedback and offer clarification: the communication process is completed only
when feedback is received on it.

Following principles of communication make it more effective: 



1. Principle of Clarity:

The idea or message to be communicated should be clearly spelt out. It should be worded
in such a way that the receiver understands the same thing which the sender wants to
convey. There should be no ambiguity in the message. 

2. Principle of Attention:

In  order  to  make  communication  effective,  the  receiver’s  attention  should  be  drawn
towards message. People are different in behaviour, attention, emotions etc. so they may
respond differently to the message. Subordinates should act similarly as per the contents
of the message. The acts of a superior also draw the attention of subordinates and they
may follow what they observe. For example, if a superior is very punctual in coming to
the office then subordinates will also develop such habits. It is said that ‘actions speak
louder than words. 

3. Principle of Feedback:

The principle of feedback is very important to make the communication effective. There
should be a  feedback information from the recipient to know whether he has understood
the message in the same sense in which the sender has meant it. 

4. Principle of Informality:

Formal  communication  is  generally  used  for  transmitting  messages  and  other
information.  Sometimes  formal  communication  may  not  achieve  the  desired  results,
informal communication may prove effective in such situations. Management should use
informal  communication  for  assessing  the  reaction  of  employees  towards  various
policies. Senior management may informally convey certain decisions to the employees
for  getting their  feedback.  So this  principle  states  that  informal  communication is  as
important as formal communication. 

5. Principle of Consistency:

This principle states that communication should always be consistent with the policies,
plans, programmes  and objectives of the organization and not in conflict with them. If
the messages and communications are in conflict with the policies and programmes then
there will be confusion in the minds of subordinates and they may not implement them
properly. Such a situation will be detrimental to the interests of the organization. 

6. Principle of Timeliness:



This principle states that communication should be done at proper time so that it helps in
implementing  plans.  Any delay  in  communication  may not  serve  any purpose  rather
decisions become of historical importance only. 

7. Principle of Adequacy:

The  information  communicated  should  be  adequate  and  complete  in  all  respects.
Inadequate information may delay action and create confusion. Inadequate information
also affects efficiency of the receiver. So adequate   information is essential for taking
proper decisions and making action plans.

 Communication Media  

Communication  media  refers  to  the  means  of  delivering  and  receiving  data  or
information.  In telecommunication, these means are transmission and storage tools or
channels for data storage and transmission. 

1.Verbal Communication: a) oral communication

                                             b) written communication

2.Non Verbal Communication;       1. Eye contact

                                                2. Facial expressions

                                               3.  Gestures

                                                4.  Posture

                                                5. Body Language

                                                6. Space and Distance

                                                7. Personal Appearance

 A)  verbal communication;

          verbal communication means sharing things by means of words.  Verbal
communication  can  be  taken  to  mean  many  different  things.  However,  one  thing  is
always clear: words must always be involved in verbal communication  .



1.oral Communication;  it occurs through the spoken words in oral communication,the
two parties to communication,the sender and the receiver ,exchange their views through
speech,either  in  face  to  face  communication  between  individual  and  individual  or
individual and the group.

2..Written  Communications;   the  Written Communication refers  to  the  process  of
conveying  a  message  through  the  written  symbols.  In  other  words,  any  message
exchanged between two or more persons that make use of written words is called as
written communication 

Types Of Verbal Communication.

1.  Speaking face to  face: here,  our words are combined with our gestures,  facial
expressions and tone of voice to give a full communication package.

2. Speaking on the phone: communicating verbally on the phone is an excellent way to
reach people far away.

3.  Video-chat services: the wonders of  the internet have enabled us to communicate
verbally with people everywhere and to stay in touch with our loved ones across the
globe.

4. Writing a letter: old fashioned letter writing is an art that will never die.

5. Giving a lecture: this is a key example of the utility of verbal communication in an
academic context.

6.  Making  announcements: those  handy  announcements  over  the  tannoy  at
supermarkets or train stations are key examples of verbal communication.

7. Leaving a voice mail: sometimes, we can record our verbal communications for our
friends, family and colleagues to pick up later.

 Non-verbal / Interpersonal communication

nonverbal  communication (NVC)  is  the  transmission  of  messages  or  signals
through a nonverbal platform such as eye contact,  facial  expressions,  gestures,
posture, and the distance between two individuals. It includes the use of visual
cues such  as  body  language  (kinesics),  distance  (proxemics)  and  physical
environments/appearance, of voice (paralanguage) and of touch (haptics).[1] It can
also  include  the  use  of  time  (chronemics)  and eye  contact  and the  actions  of
looking while  talking  and listening,  frequency of  glances,  patterns  of  fixation,
pupil dilation, and blink rate (oculesics)

https://en.wikipedia.org/wiki/Nonverbal_communication#cite_note-1
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https://en.wikipedia.org/wiki/Haptic_communication
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Eye contact

Eye contact,  an important channel of interpersonal communication,  helps regulate the
flow of  communication.  And  it  signals  interest  in  others.Eye  contact  with  audiences
increases  the  speaker’s  credibility.  Teachers  who make eye contact  open the flow of
communication and convey interest, concern, warmth, and credibility.

Facial expressions

The face is an important communicator. It is commonly said that the face is the index of
the mind.It expresses the type of emotions or feelings such as joy, love, interest, sorrow,
anger, annoyance, confusion, enthusiasm, fear, hatred surprise, and uncertainty.

Facial expressions are indicated through the mouth (open, wide or closed), eyelids (raised
or lowered),  nose (wrinkled or relaxed),  cheeks (drawn up or back) and the forehead
(lowered or raised).

Gestures

If  you fail  to  gesture  while  speaking,  you may be perceived as boring,  stiff  and un-
animated.A lively and animated teaching style captures students’ attention, makes the
material more interesting, facilitates learning and provides a bit of entertainment.

Head  nods,  a  form of  gestures,  communicate  positive  reinforcement  to  students  and
indicate that you are listening. Gestures are movements of the arms, legs, hands, and
head.7 Some authors opine that gesture is the deliberate body movement because they
express specific and intentional meaning.

For example;

a wave of the hand has a specific meaning-“hello” or “good-bye”; a forefinger and a
thumb  touching  to  form  a  circle  have  the  meaning  -“ok”.Alike  facial  expressions,
interpretations  of  some  gestures  also  differ  across  cultures.For  example,  in  Europe,
raising thumb is used to convey that someone has done something excellent while in
Bangladesh the same gesture means something idiotic.

Posture and body orientation

You communicate numerous messages by the way you walk, talk, stand and sit.Standing
erect, but not rigid, and leaning slightly forward communicates to students that you are
approachable, receptive and friendly. Interpersonal closeness results when you and your
students face each other. Speaking with your back turned or looking at the floor or ceiling
should be avoided; it communicates disinterest to your class.

https://www.iedunote.com/learning-barriers-overcoming-barriers-learning


Body Language

Body language is another widely recognized form of non-verbal communication. Body
movements can convey meanings and messages. Body language may take two forms of
unconscious movements and consciously controlled movements.

For example;

When a person is bored, he may gaze around the room rather than look at the speaker or
he may shift positions frequently.

When a person is nervous, he may bite his nails or mash hair. These are usually made
unconsciously. On the other hand, leaning forward toward the speaker to express interest
is the case of conscious body movements.

Space and Distance

Space  and  distance  are  significant  non-verbal  tools  in  the  case  of  organizational
communication.A spacious and well-decorated room indicates a person’s position in the
organization  hierarchy  and  external  people  get  a  message  about  his  importance  and
authority  only  by  visiting  his  room.Distance  is  another  communication  tool,  which
expresses the degree of intimacy and individual acceptance.

Proximity
Cultural norms dictate a comfortable distance for interaction with students.

You should look for signals of discomfort caused by invading students’ space. Some of
these are:

 Rocking
 Leg swinging
 Tapping
 Gaze aversion

Typically, in large college classes space invasion is not a problem. There is usually too
much distance.

To counteract this, move around the classroom to increase interaction with your students.

Increasing  proximity  enables  you  to  make  better  eye  contact  and  increases  the
opportunities for students to speak.



Para-linguistic

This facet of nonverbal communication includes such vocal elements as:

 Tone
 Pitch
 Rhythm
 Timbre
 Loudness
 Inflection

For maximum teaching effectiveness, learn to vary these six elements of your voice.One
of the major criticisms is of instructors who speak in a monotone. Listeners perceive
these instructors as boring and dull. Students report that they learn less and lose interest
more quickly when listening to teachers who have not learned to modulate their voices.

Humor

Humor is  often overlooked as  a  teaching tool,  and it  is  too often not  encouraged in
college classrooms. Laughter releases stress and tension for both instructor and student.
You should develop the ability to laugh at yourself and encourage students to do the
same. It fosters a friendly environment that facilitates learning .Adequate knowledge of
the subject matter is crucial to your success; however, it’s not the only crucial element.
Creating a climate that facilitates learning and  retention demands good nonverbal and
verbal skills.

Touch

Touch is a widely used form of non-verbal communication tool.By touching, one can
express a wide range of emotions. However, the accepted modes of touch vary depending
on the gender, age, relative status, intimacy and cultural background of the persons.For
example,  in  the  context  of  our  culture,  when one  touches  you from the back of  the
examination hall, your understanding is that he wants to know something.

Silence

Silence  is  a  powerful  tool  for  communication.  It  may  have  a  positive  or  negative
meaning.In  a  classroom,  silence  indicates  that  students  are  listening  carefully  and
attentively. In the same way, through silence one can communicate his lack of interest or
a  failure  to  understand.For  example,  silence  often  indicates  that  a  person  receiving
instruction  does  not  understand  the  action  required  or  sometimes  silence  indicates
consent.



Personal Appearance

Appearance is also an important non-verbal communication tool. Appearance includes
dress, hair, jewelry, makeup, belt buckles and so on .Appearance indicates the degree of
importance or interest a person conveys to an occasion. Through uniform, we can identify
a student,  a  doctor,  a  lawyer,  a  police  officer,  etc.  In an organization,  one’s  dress  is
keenly observed to see whether it conforms to accepted standards of appearance. As an
example, workers may wear different clothes when they are on strike than they do when
they are working.

Symbol

A symbol  is  something that  represents  an idea,  a  physical  entity  or  a  process  but  is
distinct from it. The purpose of a symbol is to communicate meaning. For example, a red
octagon may be a symbol for “stop”. On a map, a picture of a tent might represent a
campsite. Numerals are symbols for numbers. Personal names are symbols representing
individuals. A red rose symbolizes love and compassion.

Visual Communication

When  communication  occurs  using  any  visual  aids,  it  is  known  as  visual
communication.Thus,  communication  that  occurs  through  facial  expression,  personal
appearance,  gesture,  posture,  printed picture,  sign,  signal,  symbol,  map,  poster,  slide,
chart,  diagram,  graph,  etc.  is  called  visual  communication.  For  example,  to  indicate
‘danger’, we use red sign; to mean ‘dangerous’, we use a skull placed between two pieces
of bone put in crosswise fashion; to indicate ‘no smoking’, we use an image showing a
lighted cigarette with a cross mark on it.

Objective of communication:

1. Information:  it  is  passing  or  receiving  information  about  a  particular  fact  or
circumstance.

2. Advice; it involves personal opinions. Advice is given to him either to influence his
opinion. it may prove helpful but it may lead to disaster.

3. Order: order is an authoritative communication. it is a directive to somebody, always a
subordinate to do something ,to modify or alter the course of something  he is already
doing, or not to do something.

4. Suggestion: it would be wrong to presume that the best ideas on a subject come only
from the supervisory staff or directors.



5. Persuasion:  it  may be defined as an effort.”To influence the attitudes, feelings, or
beliefs  of  other,  or  to  influence  actions  based  on  those  attitudes,  feelings  or
beliefs’ .buyers have often to be persuaded to buy a particular article available with the
seller in place of the one they actually wanted to buy.

6. Education: education is a very conscious process of communication. it involves both
teaching and learning and extends over considerably long periods.

7.  Warning: if employees do not abide by the norms of the organization or violate the
rules and regulations,  it  may become necessary to warm them. warning is  a  forceful
means of  communication ,for it  demands immediate action,  but in order to retain its
effectives, it should be used sparingly and discreetly.

8. Morale  and Motivation:  morale  stands  for  metal  health.  It  is  the  sum of several
qualities like courage, fortitude, resolution and confidence.

Motivation energies  and activates  a  person and channelizes  his  behavior  towards  the
attainment of desired goals.

                                                                      ***************
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