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Communication 

Introduction 

  “Communication leads to community, that is, to understanding, intimacy and mutual valuing.” - Rollo 

May Communication pervades all aspects of a human life whether it’s personal or professional. It is the way 

through which one can have healthy and positive interactions and can build and maintain the favorable 

relationships. The ability to communicate and make your message understood is vital in today’s era. No 

matter how much the technology has become complex and advance with the passage of time, moving from 

the use of postcard to emailing or video conferencing, the core principles of communication continue to 

apply. Research over the years has established that the communication is the most important ingredient for 

the success of business. Effective communication skill is ranked highest among all the skills required to 

achieve success in business.  

Meaning of Communication  

 The Word Communication has been derived from the Latin word communicare which means “To 

Share”: Communication may, therefore, be defined as sharing information and ideas so as to create mutual 

understanding between people.  

Definition 

 According to Newman and Summers, “Communication is an exchange of facts, ideas, opinions or 

emotions by two or more persons”.  

 According to Theo Haimann, “Communication is the process of passing information and 

understanding from one person to another..... It is the process of imparting ideas and making oneself 

understood by others.” 

 

 



 

Process of Communication 

Communication cannot be effective unless and until a clear message is developed & delivered well, received 

& decoded successfully and completely understood by the receiver. The process of communication consists 

of the following steps: 

 

Idea  

Idea is the beginning of the process of communication. Every message either oral or written starts 

with an idea. Idea is the thought originated in the mind of the receiver. The sender gives the shape to the idea. 

Every idea refers to some context. Every business also has its internal and external context of 

communication. 

Sender  

The person who begins the process of communication is known as the sender. When an idea occurs in 

his mind, he encodes it and sends the idea to another person, institution, organisation to achieve some 

specified objective. The sender uses his personal data bank from where he selects the ideas and encodes the 

message and finally transmits to the receiver. As we know that the process of communication starts with the 

sender so whole of the burden of the success of communication and fulfilment of its objectives largely 

depends upon the sender.  

Message  

Message is the idea, emotion or the opinion encoded and transmitted by the sender. Or in simple 

words we can say that message is the idea converted into text or word or picture or symbol for the 
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understanding of the receiver. The formation of the message is very crucial in the process of communication. 

A single wrong appeal can make rejection of the message. So the selection of the words and their ordering is 

very important.  

Encoding 

 Encoding is the way of expressing the message. Encoding is the process in which the idea is 

converted into the form of message which is understood by the receiver. Encoding can be done in the form of 

words, pictures, symbols, multi- media etc. So encoding of the idea is very crucial step in the process of 

communication and requires more attention of the sender. So the encoding is done by keeping in mind the 

goals of communication earlier stated in this module. 

Medium and Channel  

Another important element of the communication is its medium / channel. The method or the means 

by which the message is transferred from the sender to the receiver is known as the medium /channel of the 

message. The medium of the message can be oral, written, verbal or non-verbal. There is a slight difference 

in the medium and the channel of the communication. Let us take an example: if the message is 

communicated via telephone then telephone is the channel of the communication and oral message is the 

medium. If the message is deliver via a report (Published or not published), then the report is the channel of 

the message and written message is the medium. Before the formulation of the message, the medium of the 

message is decided as the rules and regulations are applicable on each and every medium of communication.  

Receiver 

Receiver is the person who receives the message encoded and transmitted by the sender. Actually 

receiver is the person who decodes the sender’s message. A receiver can be individual or can be a group. In 

his absence the process of communication cannot be completed because he is the destination of the message. 

He can be a decoder, listener, reader or the viewer of the message. As the selection of idea and its encoding 

in accordance with the needs and understanding receiver is the duty of the sender, the decoding of the 

message in the same terms as were intended by the sender is the responsibility of the receiver. 

Decoding  

The mental process through which the receiver extracts the meaning from the words, symbols, 

pictures encoded by the sender in the message is known as decoding. Decoding shares the same importance 

as the encoding in the process of communication. If the decoding is done perfectly then the process of 

communication completes successfully. 

Feedback  

Most important element of the communication is the feedback. The process of communication is 

incomplete without the feedback. Feedback is defined as the receiver response toward the message forwarded 

by the sender. The feedback is the medium via which the sender comes to know whether the message is 



understood by the receiver or not. Feedback informs the sender that how the message is interpreted by the 

receiver. The effective communication is always responsive to the feedback and continually amends his or 

her message as per the feedback received. 

Types of Communication 

 Communication can be Internal i.e. within the organization like memos, notices, policy statements, 

office orders etc. or it could be External i.e. with parties outside the organization like advertisements, sales 

presentations, business letters, annual reports etc. But broadly, all the above stated types of communication 

fall in either of the 2 categories of Verbal or Non Verbal communication. 

 

Non- Verbal Communication  

 Non-Verbal Communication is the most basic form of communication in which the person transits 

the idea without the use of the words. Non verbal communication means the communication which takes 

place between the two individuals without the use of the words. Non verbal Communication is the integral 

part of the communication. It helps in effectively communicating. The use of the non-verbal communication 

is prevalent from the ancient times. Our ancestors used the various symbols and signs which constitute the 

nonverbal communication. For example: Our ancestors gritted their teeth to show anger, they smiled and 

touched one another to show love, affection and sympathy. In our day to day life we are using non-verbal 

communication all the time whether knowingly or unknowingly. We use the non verbal communication to 

show our likes, dislikes, love, affection, dependence, superiority and other feelings. For example, Theway we 

position ourselves, hold our hands, tilt our heads, etc. depict our feelings and attitude. 
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Advantages of Non-Verbal Communication 

 Non-verbal communication provides us the following benefits due to which it is very important to 

learn non-verbal cues. 

Reliability  

 Non-Verbal Cues are the taken as the most reliable source for believing that the message delivered 

by the sender is real and actual. As the words can be easily controlled by the person but the controlling the 

facial expression and body language is quite hard. So by giving attention to the non-verbal cues we can have 

a better understanding of the message and even protect ourselves from cheating or deceit.  

Efficiency  

 Non-verbal communication is important for both the parties involved in the process of 

communication. Nonverbal communication is efficient from both the sender’s and as well as receiver’s point 

of view as through the non-verbal communication more meaning is conveyed in lesser time and through 

lesser words. 

Credibility  

 Non-verbal cues play a very important role in establishing the credibility of the speaker. The speaker 

in such cases may be a leader, a teacher, a sales executive, a CEO, a priest or just any one performing any life 

role. Through learning how to control the facial expression, body language, voice and appearance, one can 

manage one’s credibility. 

Accurate Understanding  

 As we discussed earlier that the non-verbal cues are the source of reliability and can help one to 

understand the real personality and attitude of the other party. After learning how to interpret their underlying 

meaning, and intentions of the verbal message, the individual can gauge the accuracy of the communication. 

Limitations of Non-Verbal Communication  

 Some limitations are also attached with the benefits. These are the following limitations of non-

verbal communication. 

1.  Lack of secrecy  

2. Not suitable for lengthy messages  

3. Can be misunderstood  

4. Can be used only during face to face communication  

5. Lack of written proof  

6. More difficult to study 



 

Verbal Communication 

 Verbal communication is the communication which is conveyed through words. Verbal 

communication is classified under the two heads: 

 

Oral Communication 

 Oral communication is that communication in which the parties involved in the communication 

transmit the message through spoken form. In the general sense, oral implies anything relating to mouth. In 

the oral communication the sender and the receiver both exchanges their idea via speech through any of the 

channels used for communication such as face to face communication , conference, seminar, telephonic talk, 

video conferencing etc 

There are mainly two components of the oral communication 

1. Words which are used while communicating. 

2. Manner in which the message is delivered. 

The following advantages are provided by the oral communication. 

Rapid Transmission of ideas  

Oral Communication provides the rapid exchange of information no matters how far speaker/sender 

or listener/receiver is. 

Quick Feedback  

Oral communication provides the quick feedback as both the parties involved in the communication 

are in direct contact with each other. It also helps the speaker/sender in measuring the level understanding of 

listener/receiver through the facial expression/ body language/ gestures/ feelings of receiver. 

Flexible  
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Oral communication has the feature of flexibility. It offers the flexibility in expressing the idea and 

using the power of words and the language according to the understanding level of the receiver. 

Economical Source  

Oral communication is economical source of the communication as the sender and receiver are 

exchanging information orally. 

Personal Touch  

Oral communication provides personal touch to the communication which is likely to help in building 

mutual trust and confidence between both the parties resulting in the better flow of information and ideas. 

Minimizes misunderstanding  

Oral communication provides the chance to both the sender and the receiver to remove 

misunderstanding as that there is no intermediary between the sender and the receive. 

Motivating  

Oral communication is very useful for managers in motivating their employees. Through oral 

communication seniors when interact with their people with respect to decisions to be taken, listening to their 

grievances, appreciating them employees feel integral part of the organization which acts as the source of 

motivation for them.  

Limitation of Oral Communication 

Despite many advantages, oral communication has the following limitations too 

Not Suitable for lengthy messages  

Oral communication is more useful and suitable for short messages because it is not possible for the 

receiver to remember the lengthy messages. 

Not suitable for Policy matter  

Oral communication is not useful for the important matters like policies, rules, technical information 

because this information is required to be preserved as record and complied with. 

Lack of evidence 

 There is lack of evidence in the written form during the oral communication which can be referred to 

later. Hence such messages are not suitable with respect communication of rules and regulations, contracts 

etc. 

Lack of clarity 



 Whenever the sender or receiver is in hurry then it will lead to misunderstanding. The lack of clarity 

can be due to many reasons in the oral communication such as noise coming from outside, voice not audible, 

mike clarity, noise in the telephone network etc. 

Wastage of Time 

Sometimes the speaker and the listener (specially in meetings) may distract from the agenda of the 

meeting and undergo lengthy conversation which leads to the wastage of the members time. 

Presence of both parties is necessary 

 In the oral communication the presence of both the parties is necessary otherwise the process of 

communication cannot be completed. 

Written Communication  

Written Communication is considered the second basic form of the communication. The exchange of 

facts, information, ideas in written from is known as written communication. The written communication is 

considered as formal communication. With the passage of time the technology has become advanced which 

has broadened the scope of written communication.  

Advantages of Written Communication 

 The major advantages of written communication are as follows: 

Suitable for lengthy messages 

Written communication plays important role in clearly communicating and making clear 

understanding of the lengthy messages. 

Written proof 

 Written communication provides the feature of record keeping as some documents are kept for future 

references. 

Clear message 

 When the message is long then written communication helps in clear understanding of the message. 

Written communication also helps in better understanding of the message by the use of graphics (Images, 

graphs ,figures). 

Less expensive &time saving method 

 Written communication proves to be less costly when the receivers are located at the distant places. 

Via. the use of email we can send the message globally in the minimum time and with minimum expenses. 

Presence of both parties not necessary 



 In the written communication the presence of both the parties of communication is not necessary. The 

message will be delivered to the receiver whenever he is available. As in the example of Mr. Dixit 

&Mr.Verma, if the Mr.Dixit had given the message to Mr.Verma in writing via fax, notification or email 

then the message would have been delivered to Mr.Verma later whenever he checked his fax machine or 

email. 

Accurate and effective 

 As we know written communication serves as the proof for future references , so the sender must 

double check the content of the message which results into the more accurate and effective message. 

Limitation of Written Communication 

Some limitations of the written communication are as follows: 

Unfit for uneducated person 

Whenever audience is illiterate then written communication is not suitable as they are not able to read 

and write. 

Lack of secrecy 

 As the message is in the written form if the message delivered in the wrong hands then the message 

loses its confidentiality and can result into a big loss to sender as well as to intended receiver. 

Wastage of time 

 The drafting of the message in the written form takes lot of time. Whenever it becomes a compulsion 

like mostly in government systems to sends each and every message in the written form then it leads to 

wastage of time and resources because every message is not so much important that it is required to be 

preserved. 

Delayed Feedback 

 As in the oral communication after knowing the reaction of the receiver the sender can easily alter the 

message or the way of presenting the message but the written communication lacks this feature due to 

delayed feedback. 

Medium of Communication 

 All the best presentations, writing and the communicating you may be capable of are meaningless 

without use of the right medium of communication. The right medium is determined by the situational 

requirements in the organization, at the internal and external level in the first instance, and then at the 

personal level in both. 



 Employees will know things only through good communications with their supervisors and managers. 

Managers have the responsibility to communicate with their employees. 

 

Good internal communication can help: 

• Employees perform better and become more committed towards the organization’s success. 

• Managers perform better and make better decisions. 

• Create greater trust between management, trade union and employees. 

• Increase job satisfaction among employees. 

Employees need to be able to ask questions and receive answers to help them understand the information 

they are given. They need to be able to discuss such information, through the appropriate channels, to 

determine their own reactions. In this way the employees understanding of the company’s goals will be 

enhanced and their knowledge of the opportunities or constraints faced by the company will improve. 

Employees communication is a new priority for upper management. In this respect research reports state that 

todays employees prefer to get face-to-face information, either one-to-one or in a small group. Employees 

want to hear news from their supervisors or some other knowledgeable authoritative source. But the new 

emphasis on face-to-face communication does not mean that other relevant means of business 

communication are obsolete. The only forms of communication that are in trouble are those that are poorly 

planned, misdirected or otherwise meaningless. 

There are three general communication media used in internal and external communication, depending on the 

needs and objectives of the organization or the communication situation: 

1. Audio-Visual Presentations. 

2. Written or Printed Media. 

3. Human Verbal Communication 

Audio Visual Presentations 

 

Audio-visuals should be used when you need to supplement your oral and sometimes written 

communication. Used properly they can be an extremely powerful communication tool. 

 

Printed Media 

 

Written communication media may be viewed as printed hardware. Writing plays an important role in many 

managerial and professional communications both internally and externally. The most common and 

important written media are contracts, letters and memoranda, reports, manuals, in-house communications, 

brochures, professional papers, sales invoices and advertisements. 

 

Verbal Human Communications 

 

Human Verbal Media includes all the personal media for conveying ideas. The most obvious personal 

medium is yourself on a one-to-one basis. Beyond you, the communicator, there are other important forms of 



human media such as audience participation in group meetings or conferences etc. which can be valuable 

supplements to the other forms of business communication. 
 

 

Barriers to Communication  

 Barriers to communicationcan distort the qualityof the information and purpose of the message being 

conveyed bythe sender which may result in ineffectiveness of the flow of communication or an outcome that 

is unacceptable. There are various kinds of barriers that affect the communication process in the 

organization. All the work in the organization is initiated through communication. So it is essential for 

managers to locate such barriers and remove them timely. 

As we can see in the picture the sender of the message transfers a message with the expectation that 

the receiver will receive the message, interpret it and act accordingly. But sometimes message is not always 

decoded by the receiver in the same way as the sender encoded it. Some factors and difficulties distort the 

flow of the message, its interpretation and understanding. Such factors and difficulties as depicted as noise in 

the picture are known as barriers of communication. Noise here does not only means unwanted sound but 

also all the factors which hamper or distort effective flow of communication. 

 

Types of Communication Barriers 

 The sender of the message sends the message with an expectation that receiver will receive the 

message in the same manner as it is sent. But sometimes the receiver receives the message in a different 

manner. This modification, filtration and misrepresentation of communication may cause misinterpretation. 

Therefore, it is necessary for manager to locate the barriers and take corrective action to remove these. There 

are various kinds of barriers which restrict the effective flow of messages from sender to receiver which are 

stated below. 



 

 

 

Semantic Barriers 

When the sender convertsideas and thoughts in the form that will be understood by receiver through 

the use of words, signs, figures etc, there is a possibilitythat the same words and symbols have different 

meanings and different people interpret them differently. These words, signs, and figures used in the 

communication are interpreted by the receiver as per his knowledge and understanding which creates 

doubtful situations. There is always a possibility of misinterpretation of the intention of the sender of the 

message or understanding its wrong meaning. This happens because the information is not sent in simple and 

clear language. 

The main causes of semantic problem can be 

1. Badly Expressed Message 

2. Symbols or, Words with Different Meanings 

3. Faulty Translation 

4. Un-Clarified Assumptions 

5. Technical Jargon 

6. Body Language and Gesture Decoding 

Psychological Barriers 

In order to make communication effective, it is essential to study about the psychological conditions of both 

sender and receiver as well. A person’s attitude, perception, beliefs and value systems plays an important role 

in encoding and decoding of messages . This applies to messages within the organization or messages 

encoded for or decoded by external stakeholders like suppliers, financiers, customers etc.  
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The various kinds of psychological barriers in the communication process can be stated as follows 

1. Premature Evaluation 

2. Lack of Attention 

3. Loss by Transmission and Poor Retention 

4. Distrust 

Organizational Barriers 

 The effectiveness of communication is also highly affected by various elements inherent in the 

organization. Organizational factors such as organizational policies, rules & regulations, authority structures 

etc. may also put a hindrance in the communication process. 

Organizational Policies 

 Organizational policies are the guidelines under which all the decisions will be taken in the 

organization. For example, the organization may have the policy that formal communication will only be 

through written formin the organization which will follow a prescribe path for the flow of communication. 

Rules and Regulations 

 Rules and regulations are the strict plans of the organization which must be followed by each person 

in the organization. Sometimes the rules and regulation of the organization regarding communication may 

become a hindrance in effective flow of communication. The rules concerned with communication may be 

regarding the subject matter or following a particular medium 

Status 

 All the employees in the organization are divided into different level as per their authority and 

responsibility relationship. The formal hierarchy of the level of employees may become an obstacle in 

effective communication, especiallywhen the flow of communication is fromthe bottom level to top level. 

Secondly, sometimes the top level employees don’t have credibility in the information supplied by lower 

level employees. 

Complexity in Organizational Structure 

 In an organization, the complexity of organizational structure is determined on the basis of a number 

of management levels. Higher the number of levels, greater will be the complexity in the organizational 

structure and effectiveness of the communication depend upon the organization structure. If the 

organizational structure is more complex than the quality of the message will be distorted because the 

information loses its originality with each transfer of information from one level to another level. 

 

 



Organisational Facilities 

 The availability of organizational facility also affects the effective flow of communication in the 

organization. The organizational facilitiesinclude telephone,fax, internet connection,task force, stationary, 

translator, complaint box, etc. If these are available in sufficient quantity in the organization, then there will 

be effective and smooth flow of information. But if these are not available in sufficient quantity then the 

communication will be delayed and become ineffective. So that organizational facility may also become a 

barrier in communication process. 

Personal Barriers 

 There are also various kinds of barriers which are directly concerned with the receiver and sender of 

communication. Such kind of barriers are called personal barriers which will affect the effective flow of 

communication. 

Fear of Challenge to the Authority 

 Often in organizations the senior people discourage upward communication due to the insecurity that 

if the subordinates are given a chance to speak their minds or allowed to give suggestions then the 

weaknesses of senior managers will be revealed in the eyes of their colleagues or superiors. Sometimes 

employees at higher levels also suppress upward communication for the fear that their authority might be 

challenged and they will lose control over their subordinates. Such kind of insecurities can become an 

obstacle in the communication process.  

Lack of Confidence in Subordinates 

 Higher level employees may lack faith in the capability of their subordinates so may not pay attention 

to their suggestions or information provided by them. Hence, they deliberately avoid the opinions, and 

suggestions of their subordinates. As a result, morale of employees is decreased, which may become the 

barrier in effective flow of communication. 

Unwillingness to Communicate 

 Sometimes subordinates avoid communicating with higher level employees as they may fear that the 

information which they share especially the negative one may not be liked by their superiors as it might 

reflect on their managerial skills. Even if there is communication regarding such issues the information is 

modified and molded to suit the inclination of the superiors. Also when the senior managers don’t invite 

suggestions from heir juniors, the juniors may be wary of offering suggestions for fear of being rebuffed. 

Hence, such issues become a barrier in communication which might be harmful for the organization in the 

long run. 


